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uring a recent conference, a service-advisor-in-training asked the session
instructor for advice on an issue she was having with two older service advisors.
After listening to the question, the instructor determined that the older
colleagues needed to be better trained. He asked if they were also attending the
conference, the Midwest Auto Care Alliance’s Vision Hi-tech Training & Expo
near Kansas City.
She said no, explaining that staff had to stay behind and work at the shop. The
business remained open while some staff attended the event.
The instructor, Clint White, a service advisor coach and shop consultant, then turned
to the audience. He asked how many closed their shop so their team could attend
training at the event, which offered management for shop owners and advisors, as well
as technical training for technicians.
While there was no official count, it’s safe to say about two-thirds raised their hands in
a room of about 250 people. Some of them are colleagues. So, doing some back-of-thenapkin math, at least 100 shops owners in this particular session closed their doors for at
least a day for training. The conference ran for four days.
From some discussions with Canadian automotive aftermarket pros, this would be
unheard of in Canada. Few would close their shops for a day to get training. And this is
shown in how some training is done in Canada.
Organizations try to put on training events for shops. Few show up. It can be a free
event, but the room is mostly empty. Training is typically after business hours, either
during the week or on the weekends.
Well, no wonder few want to attend. Who wants to spend hours doing more work
— learning is a different kind of work — after putting in a full day at the shop? They’re
tired. They're cranky. Not a great learning environment.
This was my first time at Vision. My first real shop-focused event. I thought it was
a brilliant show. But what do I know? So I asked around. Attendee after attendee
couldn’t say enough great things, from the quality of the sessions to the organization
of the whole show.
This isn’t meant to be an ad for one specific event — but training events
in general. And for more thought to be put into events and for more
shop owners, service advisors and technicians to get training.
We all know training to understand tomorrow’s vehicles is essential
for technicians. Customer behaviours have changed; how shop owners
market to them and how advisors communicate with them has changed.
No one knows everything. Every good instructor will tell you they
don’t know everything. So staying up to date is a must.
Ask yourself: Would you close your business for a day so that
everyone in your shop can learn how to be better? Your answer may
suggest how strong the future of your business actually is.

48 Lumsden Crescent, Whitby, ON, L1R 1G5

Adam Malik
Managing Editor, CARS

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

ISSN 2368-9129
Online 2368-9137
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What’s on your mind?

LETTERS

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

WHY THESE COACHES THINK SOME
SHOP OWNERS WON’T RAISE RATES
One thing about knowing what you should charge in order to be profitable is to
look at all criteria effecting profitability. What about your market competition?
If they are offering cheaper rates it will effect those of us that charge for what
we do. With the economy in its current state people are drawn to places with
cheaper prices.
Bob Ward, St. Thomas Auto Guys

HOW FAR E-TAILING COULD GROW
That’s all well and good. Just hope service centres are not installing these online
purchases or at minimum be charging a premium to install them so it makes
it not worth while to buy online. You don’t take your store-bought meat to the
restaurants and ask them to cook it. Same should apply to all businesses facing
this issue. DIY is DIY, not buy online or at a parts store and expect a business to
install it.
Mark Stevens, DynEco Automotive Service

WHY IT’LL TAKE
MORE THAN MONEY
TO ATTRACT TECHS
There is no future for automotive repair as
we see it today. There will only be dealers
and select specialty shops open in the
future. Imagine no oil changes, 250,000
km brake jobs, no exhaust work and no
tune ups. Take that work away from our
shops today and we are all closed. A future
tech in this trade is a pipe dream. Tech
are leaving because they know there is no
future in this industry. Tires, alignment
and body shops will be the only service
industry left after the full electric line-up
takes over.
Terry Fairfax, T&T Service Garage Inc

Super narrow minded of you to say this.
Electric cars will require tires, ball joints,
tie rods, wheel bearings. Just like gas
cars, there will always be a need for the
automotive technician.
Michael Disbrowe, Midas on Wharncliffe

Terry, I believe your reply has some truth
to it but I do believe you are wrong. Now
is the time to step forward and stick to
the maintenance. Look at Hyundai for
instance. Their full electric car at 25,000
km has a service light due, had one in
last week, full inspection, brake service,
etc. Once the miles are accumulated, we
are still golden. The industry does not
have huge profit from oil changes. Just
because it is electric does not mean there
electronics are built any better.
Scott Huenemoerder, JMS Automotive

Techs that I see leaving this industry are
looking for easier lifestyle at work and trying
to get away from retail clients that don’t
appreciate their work. They want benefits,
pension, easier work, less hours and more
money. I’m trying to think of ways to get
them that but $200 oil changes and $200
alignments, as an example, may turn away
the retail clients that in turn will get passed
the bill for the pay structure needed.

Service... on demand!
The latest information on the automotive aftermarket.
In one website.

www.AutoServiceWorld.com

Rick McMullin, Ricky Ratchets
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NEWS

Boost
Your Shop

HIGH GAS PRICES HAVE MADE
EVs MORE ATTRACTIVE
GAS PRICES

are at all-time highs in
both Canada and the United States, and
that has made electric vehicles a better
buy for consumers, recent research found.
Through inflation and the war in
Europe, gas prices in Canada have crossed
the $2 per litre mark in some Canadian
cities. The U.S. has seen prices cross $6
per gallon.
The Zero Emission Transportation
Association (ZETA), a U.S.-based federal
coalition that advocates for all vehicles
sold by 2030 to be electric, compiled data
that shows EVs already save consumers
money, especially with continued signals
of high and unpredictable gas prices.
In a recent report, ZETA found that
electric vehicles are saving and will

continue to save consumers money on
gas and maintenance costs. These costs
“are inherent to traditional gas-powered
vehicles as prices at the pump stay high
and unpredictable for customers into the
new year,” it said in a statement.
Between the three most popular gaspowered vehicle categories — SUV, pickup
trucks and sedans — it found that electric
equivalents are cheaper to drive and will
save drivers money.
In its study, ZETA found that driving
an EV is approximately four times
cheaper per mile than driving a gaspowered vehicle. Furthermore, the sticker
price for EVs is almost comparable to a
comparable ICE and will be the same price
within two years.

Profits

Get this
complete Shop
Management
Software
• User friendly invoicing

EyeSpy

Have an interesting picture to share?
Send a high-resolution image to
adam@turnkey.media

DIY BRAKE JOB
Wayne Johnston over at Van-Isle Truck Tech Ltd. in Ladysmith, B.C., sent this photo
over after a customer came in after doing their own brakes complaining of a spongy
brake pedal. It was an easy find, Johnston said before advising why some people should
never touch their vehicles.
“We found a length of vacuum hose clamped on, to complete a removed section of brake
tubing,” he wrote. “We had one tech make a brake application while the other watched and
the hose ballooned. Top marks for two clamps on either side and an ‘E’ for effort.

• Full accounting module
• Free updates & support
• Customer Retention Module (CRM)
• Much, much more!

Call us for a

FREE
tryout at

1-800-268-4044

www.vlcom.com

NEWS

Are you a general
repair shop but not a
transmission specialist?

WE CAN BE
YOUR
TRANSMISSION
EXPERTS
You still get to be the
expert at keeping your
customers happy

TRADE CERTIFICATION
COULD BE BACK IN B.C.
AFTER BEING ELIMINATED IN 2003,
a new act has been introduced in British
Columbia to make certification in the
skilled trades compulsory again.
B.C. legislature introduced the Skilled
Trades BC Act last week. The government
said it will support and train apprentices,
and modernize the Crown agency
responsible for trades training.
Furthermore, the act will help
address labour shortages and support
and recognize the work that skilled
tradespeople do in the province.
Since 2003, when compulsory skilled
trades certification was eliminated, B.C.
has been the only province without
mandatory accreditation. This put the
province at a disadvantage, said Anne
Kang, Minister of Advanced Education
and Skills Training.
The province is expecting 85,000 new
job openings in the trades by 2031.

DEALERS COMING
FOR MORE
AFTERMARKET
BUSINESS
NEW CAR DEALERS

We specialize in
transmissions for all
makes & models:
Manual, Automatic,
CVT’s, Hybrids,
Import & Domestic

VISIT

will be putting
greater effort into attracting owners of
older cars, coming after those customers
who make up the primary base of
automotive aftermarket business,
according to a recent report.
With new car sales down and, in
turn, creating fewer opportunities to
bring new buyers back to the dealership
for service, “dealers are turning to the
aftermarket and used vehicle sales
(which have aftermarket implications)
as primary profit sources,” said
an Aftermarket iReport from Lang
Marketing.
And don’t expect dealers to back
off once new vehicle supply returns to
normal, the report Car Dealers Home In
on the ICE Aftermarket warned.

“Dealers realize that as electric
vehicle (all-electric BEV) sales increase,
a significant amount of business will
evaporate from their service bays,” it
said. “This marks a strategic turning
point for dealers as they home in on
the internal combustion engine (ICE)
aftermarket as the primary means to
continue generating significant profits
through their bays, in the face of rising
all-electric EV sales (whatever the sales
growth pace).”

30 YEARS FOR
TIRE RECYCLER

THOUGH ITS OFFICIAL

ANNIVERSARY was last year, Tire
Stewardship BC is marking its 30th year
in 2022 after celebrations were paused
due to the COVID-19 pandemic.
It’s the oldest recycling program in
Canada. Since the program first got going
in 1991, over 100 million tires have been
recycled in the province, according to the
group.
The group will partner with provincewide organizations and events that
focus on recycling and environmental
sustainability to mark the occasion.
Several community tire collection events
are also scheduled across the province
throughout the year. It will also provide
grants to B.C. organizations that are
planning to use recycled tire products
in their community developments
throughout the year. Grants go towards
a variety of projects including rubber
surfacing for playgrounds, water parks,
fitness areas, walkways, running tracks,
and playing fields.

NEW LEADER FOR
FOUNTAIN TIRE
JASON HERLE

will take over as
the chief executive
officer of Fountain
Tire in May.
He will take
over from current
CEO Brent Hesje,
who has been in
the position since 2005. The move
was announced during the company’s
annual Store Owners Convention in
B.C. in early March.
Herle has been with Fountain Tire
for 28 years. According to the company,
he started his career with them as an
operations manager before moving
into areas of real estate, expansion and
wholesale. He served as senior vice
president of marketing, information
systems and supply chain from 2019
to 2021, after which he was named
chief operating officer. A chartered
professional accountant, Herle has also
served on the board of directors of the
Western Canada Tire Dealers, is an
external board member of Glassmasters
Auto Glass and is a volunteer with
Junior Achievement, a non-profit youth
organization.
Hesje will provide ongoing leadership
to the company as executive chair of the
board of directors. The company said
he will give oversight to the board and
mentorship to the CEO.

OK TIRE PICKS
NEW CEO
JIM BETHUNE

was
named president
and chief executive
officer of OK Tire
Stores Inc.
The chain of tire
and auto service
retailers in Canada announced the move
on Feb. 18, effective immediately.

Most recently, Bethune was the chief
operating officer of Neelands Group
Limited and held executive positions
at other organizations including North
American Tillage Tools Company and
Carstar Automotive Canada.
The company highlighted the
experience Bethune brings to the
role. It noted his executive leadership
experience building core foundational
business practices. These, the company
noted, will ensure the continued growth
and innovation at OK Tire.

MENTAL HEALTH
CHALLENGES
HIT AUTO
THOSE WHO WORK IN THE
AUTOMOTIVE INDUSTRY

reported
one of the steepest month-over-month
declines in mental health, according to a
recent study.
The mental health of Canadians
overall has declined at a rate not seen
in more than a year, according to
LifeWorks, a digital and in-person total
wellbeing solutions provider.
Automotive industry employees
reported a score of -8.1 in January 2022.
That’s down from -5.3 in December
2021. The drop of 2.8 points was tied
with those in the transportation and
warehousing industry, and only better
than accommodation and food services.
The overall mental health score
for all industries in January 2022 was
-11.3 compared to the pre-pandemic
benchmark. That’s the lowest it’s been in
eight months, among the lowest scores
during the COVID-19 pandemic and the
quickest month-over-month fall since
October 2020.
In its report, Lifeworks examined
the elements of work that are most
important to Canadians. At the top of
the list was flexible work with 55 per
cent of working Canadians citing it as
most important, That was well ahead of
career progression, which 24 per cent of
Canadians said was most important.

ATTENTION:
INDEPENDENT
TRANSMISSION SHOP
OWNER
Are you thinking about
stepping back from
business ownership?
Are the challenges of
business ownership
wearing you down?
Have you thought about
selling your business?
Have you wondered
what your business is
worth?
Are you aware that
Mister Transmission has
a proven track record
helping independent
transmission shop owners
transition into retirement?

WE WANT TO HEAR
FROM YOU!

Class act

EDUCATION

A special section dedicated to showcasing
automotive trade schools

CARS will regularly feature automotive schools across Canada.
In this issue, we learn more about Mohawk College in Hamilton,
Ontario. If you’d like your school featured, reach out to
adam@turnkey.media.

Name of school: Mohawk College
City: Hamilton (Stoney Creek), Ontario
Head of program: Melissa Groves, associate dean, electrical,
transportation and innovation, Marshall
School of Skilled Trades & Apprenticeship

Tell us about your school. What do you offer?
How many students do you have?
Mohawk College serves more than 32,500 full-time,
part-time, apprenticeship and international students.
Mohawk offers several programs in the Motive Power
Sector, including two post-secondary programs, three
apprenticeship programs and pre-apprentice programs. In
the automotive streams, there are 830 students involved
at this time (approx. 1250/year pre-pandemic), following
a number of pathways. They can pursue the Automotive
Service Technician apprenticeship program; attain a
one-year certificate in Motive Power Foundations in a
post-secondary stream; or extend that another year to
pursue an Ontario College Credential as a motive power
technician. The Auto Body & Collision Repairer and Truck
and Coach programs offer a pre-apprenticeship option, as
well as a traditional apprenticeship model.

What unique experiences are available to students?
Mohawk offers unique early-entry options for students
who want to explore automotive trades. Pre-apprenticeship
training programs are designed to provide training that
meets industry standards and demands. Extended-format
Level 1 training provides students with training to give
them the confidence to proceed with an apprenticeship.
Programs are funded by the Government of Ontario.
The Ontario Youth Apprenticeship Program (OYAP)
is available to students looking to pursue careers in the
automotive service technician trade. Students gain Level 1
apprenticeship training, coupled with work experience.
The Apprenticeship Community Hub provides multiple
pathways for students. It removes barriers for students
and keeps apprentices in movement to support industry
and the economy. The hub is in its second year of the
Elementary Engagement program. Faculty provide handson engagement to Grade 7 and 8 students to spark interest
in the industry.
10 M A R C H / A P R I L 2 0 2 2
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How are you preparing today’s students to be
tomorrow’s automotive service professionals?
Working with many industry partners and auto
manufacturers, students in all programs have access to
current model vehicles and equipment. As well, through a
partnership with Ford of Canada, students have the option
of accessing Ford Canada’s Learning Management System,
allowing them to work with current industry training tools
and providing them with a competitive advantage when
looking for jobs at Ford dealerships.

Why is this an exciting time to be a student
in an automotive trade school?
The automotive industry in Canada is facing a growing
shortage of skilled trades workers, providing many
opportunities for credentialed tradespeople who are
entering the workforce. Technology continues to change
the automotive industry in huge ways. The shift to electric
vehicles is underway and adaption is on the rise. Hydrogen
technology is gaining traction, as well. Students who train
in an automotive trade today have the chance to be on the
leading edge of innovation in the industry.

BytheNumbers

BROUGHT TO YOU BY

Stats that put the North American
automotive aftermarket into perspective.

TOTAL
TOT_21_00008_TotalEnergies_Logo_CMYK
JFB/MG

10
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+33 (0)1 85 56 97 00 www.carrenoir.com

400.6 hours
TONS RECOMMANDÉS

%

CYAN

Rural Manitobans who were observed not
wearing their seatbelt, compared to 3%
of drivers in the Winnipeg capital region.

MAGENTA

Ce fichier est un document
d’exécution créé sur Illustrator
version CS6.

Date : 13/07/2021

TECHNIQUE

YELLOW

While 83% of Canadians own a
vehicle, they park their car 95%
of the year. The average vehicle

Manitoba Public Insurance

is only used for a few hundred
Car Ownership Index

77

29

%

per cent

Shop owners reporting that they experienced
issues when getting parts from their jobber.
Furthermore, 96% said they have had their
jobber increase prices on parts.

Canadians are looking to buy an alternative-fuel
vehicle in 2022. 37% are likely to buy a smaller or
Canada Black Book
more fuel-efficient vehicle.

DesRosiers Automotive Consultants

hours total all year.

4,937

$

Car ownership is a large expense for
Canadians, though 81% say they can’t live
without their vehicle, citing convenience,
need to commute and freedom.
Car Ownership Index

4.3 billion

$
Canada’s annual inflation rate in February hit
heights not seen since August 1991. Gas prices

per cent

were the primary driver, up 32.3 per cent
compared to February 2021.

Statistics Canada

Luxury automaker Bentley is moving to become a fully electric
automaker by 2030. It is investing billions of dollars into its
plant manufacturing campus in Crewe, England.
Bentley Motors

400

$

The average annual spend on maintenance
by Canadians from June 2020-June 2021.
They spent an average of $516 on repairs.
Automotive Industries Association of Canada
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GREENWOOD’S GARAGE
Editor’s note: Before Bob Greenwood passed, he prepared a three-part series. These would be his final columns for CARS.
This is the third and final part.

Getting the right culture in your shop
By Bob Greenwood, AMAM

In today’s shop operation you must have clear policies in
order to develop a strong culture. A strong culture will
create a “career” atmosphere and retain the top talent
compared to a “job” culture where, in essence, the person
is saying I am here until something better comes along.
My client Kevin, and Stacey Gustafson of Gustafson’s Auto
Clinic Inc. in Athabasca, Alberta, developed a clear policy
manual for their team to understand how they will conduct
their business and where everyone understands where
they fit in. This operation truly has a “career” culture
within their business. Part 3 continues the outline they
have provided their team.

Team Member Responsibilities
New team Members

Slow down the process — We may know and understand our
business, but the client may not. We must educate our clients
by explaining the investment the client has in the vehicle and
that any further investment in the vehicle ensures the safety,
reliability and efficiency of the operation of that vehicle.
Walkarounds — Take the client out to their vehicle and do
a proper walkaround. This gives opportunity for a discussion
as to how they use their vehicle and if they need other repairs
to be performed. There may be a light out that they did not
know about.
We will discuss with the client any work that was not
completed, such as extra work found on the vehicle but which
the client has deferred, and make recommendations as to the
time frame when such deferred work shall be completed and
always address any concerns that are for the safety of the client.
Make sure all warranties are reviewed and understood and
12 M A R C H / A P R I L 2 0 2 2
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documented on the invoice. If there are educational
materials, attach them to the invoice.
Maintenance plans recommended are based on how the
client uses the vehicle for their needs. We live in severe
driving conditions.
A minimum of two inspections should be on an invoice, one
being the courtesy inspection. Communication with the client
is key when building trust and a relationship. You only have
one chance to make a first impression.
Diagnostics — provide material/videos showing the
complexity of the vehicle and the in-depth training technicians
are required to have today. This builds shop credibility, and
credibility leads to building trust. Capture, document and
charge accordingly for anything that requires interpretation
or scanning. This can include time taken to test drive or
researching on Identifix.

Schedule the next appointment before the client leaves based
not on scheduled maintenance, but on how the client uses their
vehicle and on the recommendations from the technicians for
any unperformed work that needs to be addressed for safety,
reliability and efficiency.
Follow-up after one week. Care and concern that all is right
with the vehicle. This builds trust and a relationship.
Customer Service is a concept designed to make the internal
customer aware of the importance of how the external
customer is treated.
Customer satisfaction is the reward of customer loyalty
that is created when a client is happy with their experience
and feels appreciated.
We are not concerned with price, but rather with service and
quality. This does not fit every consumer and that is OK.
The initial conversation with a new customer whether on the
phone or in-person also sets the tone for the future relationship
and begins to build your business reputation. This is your
opportunity to represent GAC Inc. and yourself as the best to
ensure that the client has a terrific and memorable first visit.
Maintaining a long-term client requires maintaining the
relationship that has been built over time through honesty,
integrity, consistency, trust and knowledge, as well as offering
great service.



One of the keys to transforming a onetime customer into a repeat customer is by making them feel
welcome. Make them feel special by thanking them for coming
in and sharing their business with you. this offers an invitation
for further visits: “We look forward to seeing you again.”
We must make sure our outside perception is our inside reality.
Do not make assumptions about what people need or can
afford instead of asking them.
Salespeople tend to talk more about themselves than
the Client.
You need to show why something should matter to the client.
Live up to your promises. Each time a client returns they
expect the same great service.
By giving you confidence in your decisions, we will continue
to be a quality professional service provider to all of our clients
and their referred friends and family.
Finish off your list with the employee signing that they have
read and understand the policies. Date it.
I hope these three articles over the past few months truly
give you a great guideline to build on for your own shop.
Kevin and Stacey Gustafson and their team have developed a
great business by embracing this kind of professional culture.
Tailor this to your business but acknowledge the importance
of having this kind of documentation for your team.
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Your client’s loyalty is the most
important thing to maintain.
Their trust is the hardest
thing to repair.

Read AIA Canada’s latest report Vehicle Owner Attitudes Towards
Maintenance and Repair:
Views of 2000 Canadians

GET IT NOW!

www.aiacanada.com/products.html

Aftermarket
Evolution
A supplement to CARS

BROUGHT TO YOU BY

Changing needs of oil
The electrification path

TRENDS IN OIL

MOTOR
OIL
ISN’T JUST MOTOR OIL ANYMORE
Needs and standards around motor oil have been undergoing change
Contributed

A

fter leaving their vehicles parked in the garage for much of the last two years,
Canadian motorists have a little more money to spend when booking an appointment
at their local service shop.
Countless people from coast to coast neglected to take their cars and trucks in
for regular maintenance during the COVID-19 lockdowns but now suppliers to the automotive
sector are hoping they are willing to spend those savings on higher-quality products,
including oil.
“Working from home policies did reduce significantly the amount of aftermarket service
of passenger cars across most markets,” said Albert Cote-Seguin, Montreal-based national
key account manager for automotive at TotalEnergies, a France-based energy company with
operations around the globe.
The two-year lull appears to be over, and motorists are back to scheduling maintenance as
they did prior to the pandemic, he said.
And while asking for an oil change appears to be the most basic of requests, with the wide
range of vehicles on the road today and array of higher-tech products on the shelves, it’s clear
that not all motor oil is created equal.
“The basic principles of lubrication, such as tribology, are easy to grasp. However, there is a
lot of subtlety between products, chemistry and performance. There is a world of difference
between the various options. It can be hard for the consumer to really dig through (the
differences). There are no cookie-cutter products,” he said.
Without a one-size-fits-all lubricant at their disposal, the best way for repair shops to tackle
the issue is through education and training.
16

SPONSORED

The basic principles of lubrication, such as
tribology, are easy to grasp. However, there is
a lot of subtlety between products, chemistry
and performance.”

“Ten or 20 years ago, you would see a handful of
5W-30, 15W-40 and maybe even some 0W-20 on the
shelf. Today, there are multiple derivatives of a given
lubricant with the same viscosity grade, which can hinder
the selection of a suitable product for a vehicle,” CoteSeguin said.
“If you service a Ford sedan that requires a 0W20,
the same lubricant can’t necessarily be used for a
BMW, which might also require a 0W-20, although with
vastly different performance indexes. Looking for the
recommended manufacturer’s approval in the owner’s
manual is the safest and most appropriate way to
selection a suitable lubricant.”
Even though, there isn’t one single multi-purpose
oil on the market for modern vehicles, there is one key
aspect that can benefit every single vehicle — a highquality synthetic lubricant. Synthetics can be used in
a wide array of vehicles and components and provide
significant benefits in oxidative, thermal and mechanical
resistance. Those benefits can also extend to more
tangible behaviour, such as improved fuel economy.
Historically, many service chops and dealerships were
focused on the 5,000-km oil change interval, mainly to
reel in customers periodically to offer other value-added
service while the vehicle was in the shop, such as filter
changes, tire rotation, basic tune-up and others.
“However, we see a new trend emerging in North
America as a focus toward higher end lubricant and
extended service,” Cote-Seguin said. “A push that was
instigated primarily by the European crowd boasting
massive drain intervals of up to 32,000 kms on some
of their engines. As expected, this trend toward longer
drain interval works solely when used in conjunction
with suitable high-quality product such as fully synthetic
engine oil.”
Anybody who has tried to buy a vehicle during the
pandemic knows that supply chain challenges have
resulted in virtually empty parking lots at dealerships
across the country.
“Which is quite a significant historic change —, the
reduction of market share of new vehicle in our national
fleet of passenger cars. Although sales are steadily
growing again since the backlog of made-to-order
vehicle are slowly trickling in,” Cote-Seguin said.

“High-mileage oil is solely a marketing statement and
doesn’t correlate to any objective performance index
nor standardized testing sequences. A good lubricant,
as recommended by the manufacturer will be suitable
from the running-in of a new engine until the time to
retire the vehicle from public roads, while respecting the
prescribed drain intervals,” he added.
“When you see high-mileage formula, the only
quantitative difference from a generic formula would
be the higher detergent additive concentration as well
as a touch of seal swelling additive to maintain. Both
chemistry are already present at varying treat rate in
every single bottle on the shelf from every manufacturer
across the sun. [It’s] more of a marketing gimmick than
anything else.”
Current market trends for passenger cars shared
by many manufacturers from the domestic, Asian and
European market is a global change in engine design and
architecture. This change has been driven by stringent
requirement from governing bodies toward lower fleet
emission as well as the emphasis from consumer of
higher efficiency vehicle, Cote-Seguin said.
“With already multiple alternative of fully electric
and hybrid drivetrain already on our-road more
conventional ICE engine have to improve their carbon
footprint to remain relevant for most consumers. By
downsizing the volume of the engine and using various
method of increasing the power density of powerplants
(turbocharging, GDI) you get much more efficient engine
but also more power dense than ever before,” he said.
This puts significant strain on engine lubricant as
they now have to withstand more strenuous operating
conditions. However, manufacturers tend to prolong
the recommended drain intervals compared to previous
generations. In those strenuous conditions only highquality lubricant can sustain such requirements.
“That is where we come in as a lubricant
manufacturer,” Cote-Seguin said. “We work hand-inhand with many vehicle manufacturers to make sure
we can offer them something that not only meets their
requirements but surpasses them in the long run. It is
the way to go.”
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ELECTRIC VEHICLES

CHARTING THE PATH
OF ELECTRIC VEHICLES
The aftermarket is watching as EV popularity grows
Contributed

L

adies and gentlemen, start your
batteries.
Electric vehicle manufacturers have
long been looking for a spark to boost
sales and it appears they’ve found it in recordhigh gas prices.
According to a new poll from KPMG, a clear
majority of Canadians (61 per cent) believe it’s
time to buy an EV. More than half (51 per cent)
have decided they’ll never purchase a gaspowered vehicle again. Meanwhile, nearly
one-third (30 per cent) regret not having bought
one already.
“Rising fuel prices are a big catalyst in
changing Canadian attitudes towards EVs,” said
Peter Hatges, national automotive sector leader
at KPMG. “Canadians were already on edge
about the spike in inflation and are now afraid
soaring gas prices will make it impossible to
balance their budgets. Buying an EV will allow
them to take some control by reducing their fuel
and maintenance costs.”
The price at the pump, according to Statistics
Canada, was up an average of 31 per cent across
the country in January compared to 12 months
earlier. The war in Ukraine is only adding to price
uncertainty as Russia is a major producer and
exporter of oil.
KPMG will get no argument from the Zero
Emission Transportation Association (ZETA), a
18

U.S.-based coalition calling for all vehicles sold
by 2030 to be electric. It said the EV equivalent
of the three most popular gas-powered vehicle
categories — SUVs, pick-up trucks and sedans —
are considerably cheaper to drive.
“Gas prices are still high and families are
losing money at the pump to prices that are
consistently unpredictable and unaffordable
in an already-expensive pandemic year,” said
Joe Britton, ZETA’s executive director. “Electric
vehicles are affordable now.”
Also called alternative power vehicles, EVs
make up about five per cent of all sales in
the U.S. and Canada today. But the Specialty
Equipment Market Association predicts that will
jump to 45 per cent by the mid-2030s.
Not surprisingly, Vancouver is the most
electric of Canadian cities with 6,600 EVs on
its roads, according to Kijiji Autos as gas prices
there sit at nearly $2/litre. Next is Toronto
(6,300) followed by Montreal (3,633), Calgary
(3,000) and Kitchener (2,800). The rest of the
top five, including Edmonton, Quebec City,
Hamilton, Ottawa/Gatineau and Winnipeg, all
have less than 1,000 each on their roads.
But you can’t have electric vehicles without
charging stations and that’s where Montreal is
out front with 1,258. Toronto is next with 864
while Vancouver has the most competition for
plug-in time with just 483 stations.

SPONSORED
But just because traditional cars and trucks are on an
eventual path to extinction doesn’t mean aftermarket
players need to worry.
EVs will present new servicing opportunities. For
starters, there’s more technology in these vehicles,
they’re getting bigger and heavier and there are more
components in them.
“That bodes well for the aftermarket and the future
of the aftermarket,” said Paul McCarthy, president and
chief executive officer of the Automotive Aftermarket
Suppliers Association. “There’s more stuff. Every one
of these things breaks. [They will need to come in for]
repair, for calibration, for maintenance.”
According to recent research, EVs are just 15 per cent
cheaper to repair than a gas-powered vehicle, a gap that
has narrowed over the years.
“Some of the studies are showing that EVs are
costing more in the warranty period than equivalent
ICEs (internal combustion engines),” he said.
Some of the areas to watch in particular are tires,
brakes, alignment and suspension, cabin air filters and
the battery.
Make no mistake, though, additional training will be
required for technicians to be able to service EVs at the
same level as ICE vehicles.
Ben Johnson, director of product management at
Mitchell 1, said technicians need to get familiar with basic
tools, such as a multimeter, a digital oscilloscope and a
scan tool.
“You need to understand the relationship between
voltage, current and resistance. You need to understand
how current flows and how to isolate circuits and how to
measure things,” he said at AAPEX 2021 in Las Vegas.
Part of the problem in compiling data today is that
EVs don’t change hands as often as traditional vehicles.
A recent study showed 79 per cent of EVs sold from
2011-2020 were still with the original owner, compared to
just half of gas-powered vehicles.
The good news for change-averse consumers is
manufacturers are offering electric versions of traditional
ICE vehicles. Something that looks familiar with new
technology helps to smooth the transition to the future.
Everyone recognizes a Tesla as an electric car, but
their minds don’t go there with an F-150 or a Hummer,
both of which will soon be available as electric.
The world’s major automakers are joining Tesla and
other trailblazers like Nissan and Chevrolet to launch
battery-electric or plug-in hybrid vehicles — everything
from sport coupes to 4x4 work trucks — into the
marketplace.
Bentley, for example, recently announced that it plans
to be a fully-electric brand at the end of the decade. The
luxury-vehicle manufacturer will invest nearly $4.3 billion
to accomplish this goal. The investment will include
research and development and major upgrades to the

automaker’s plant in Crewe, England. Its first EV is set to
roll out in two years.
These electrified brands will be more readily accepted
by consumers because of their familiar names and styles
and this can only speed up the acceptance of electric
vehicles. And as more people buy them, more will be
looking for shops to service them.
Of course, further driving EV sales is a recent
initiative from the Canadian government mandating
zero tailpipe emissions from all cars, SUVs and light
trucks sold from 2035.
Shops can’t develop expertise overnight but experts
say those that are already working on hybrid vehicles will
be way ahead of the curve. Much of the technology in
electric vehicles is the same as in hybrids. Being familiar
with the safety requirements of hybrid service will make
the transition to fully electric vehicles easier. Plus, they’ll
already have some of the equipment necessary to
service EVs when the time comes.
Once consumers come to see that prices for
electric vehicles are coming down, there will still be
a few challenges for manufacturers. Motorists are
still concerned about inaccurate range and charging
information, said Maite Bezerra, smart mobility and
automotive research analyst at ABI Research.
“While OEMs have made significant improvements in
EV technology, there are still important obstacles that
OEMs and the EV ecosystem must overcome to drive
mass adoption,” she said.
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LOOKING
FORWARD
Albert Côté-Séguin

Albert Côté-Séguin, national key account manager passenger cars at
TotalEnergies Marketing Canada, shares his views on the automotive aftermarket

How is TotalEnergies
adapting to new market
realities and challenges?

In what ways has the pandemic
changed how TotalEnergies works
with its distributors?

TotalEnergies is at the forefront of
new and emerging trends in the
energy market worldwide. By expanding
their market share and exposure in
renewable sources such as biomass,
synthetic fuels, solar, wind power and more.
Specifically, in the lubricant market, we are
leaders in new and upcoming technologies
such EV fluid for hybrid drivetrain and fully
electric vehicle requiring specialized fluids
and lubricants.

Most special measure were axed in the last
couple quarters. At the current time, we can state
business is back as usual for most fast-moving
market sector. In hindsight however, some
policies would have been implemented faster
to ride the wave as efficiently as possible such
as allocation to limit shortage and stockpiling of
particular product.

How has communication and training
changed with shops?
What trends in the way
business is done today do you
expect to stick around moving
forward post-pandemic?
With no horizon in sight for current supply
chain shortages and price volatility of
most logistical expense and raw material.
Sustainable business practices will orbit a
good inventory management with suitable
safety stock requirement. Pre-pandemic
just-in-time management philosophy hurt
many industries in the last couple of years
with some more versatile than others. As we
tend to say in the petrochemical industry: if
someone sneeze, everyone gets a cold.
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Training and business compass has always been
part of the value-added services we offer to
our clients and partners. In that optics, we’ve
adapted the frequencies of our communications
and the scope of them to reflect latest trends and
requirements related to the lubricant business.

How are you overcoming
supply chain challenges?
Reliable forecasts remain the sinews of war in
our case. Good inventory management, as well
as efficient and flexible procurement procedures
helps alleviate by an order of magnitude most
supply related issues. Ultimately those efficient
procedures also positively impact every
department along the way and at the end of the
day benefits our own clientele by being a reliable
partner for their business.

SPONSORED

How have changes in consumer
driving behavior changed their needs
when it comes to oil?
With the ubiquity of remote work during the
beginning of the pandemic, we saw a noticeable
drop in volume for passenger car related
lubricant as people were not driving as much
as they used to. However, the same cannot be
said for the heavy-duty industry as people relied
more and more on freight which boosted the
sales of related lubricants for such machinery. As
of today, we can say that volume and product
spread are at least back to pre-pandemic level
and exceed it for certain sector.

What are some key differences in
oil needs between North American,
European and Japanese vehicles that
technicians need to know?
Gone are the days of the one-size-fits-all
products that is suitable for every single
manufacturer and engine. As car become more
efficient and diverse in their design (Hybrid
drivetrain, Turbocharged and gasoline direct
injected, equipped with gasoline particulate
filer), engine oil and drivetrain lubricants needs
to withstand and surpass those strenuous
operating conditions. Is there a clear and
definitive difference between domestic, Asian
or European vehicle anymore? Not really, due to
globalization and joint venture between many
manufacturers who shares equipment and even
whole platform between their range of models.
However, those similarities end there as each of
those manufacturers tends to require different
lubricant meeting their own stringent test
sequences. Always refer to the owner’s manual
for aftermarket service and make sure to only use
product suitable and/or licensed for your vehicle.

Oil change was one of the top
maintenance services consumers put off.
How can the aftermarket change that?
Rule of thumb, regardless of mileage, oil change
should be done once a year. Luckily for most
Canadian citizen, their cars are in for service twice
a year for seasonal tire changes, which is the best
time for technicians to do a thorough service and
diagnostic of the vehicle on their lift, including
fluid drain and service. At the end of the day, oil
service is one of the cheapest insurances related to
the mechanical durability of the drivetrain. In that
instance, it pays to do preventive maintenance in the
long run. (Always refer to the oil drain interval per
the owner’s manual.)

What are some of the biggest
challenges TotalEnergies sees as
facing the industry.
As an energy provider we are working tirelessly to
diversify our portfolio to provide sustainable and
renewable sources to a vast array of clients and
industries. By investing in solar panel technology
through its sister company Sunpower or windmills
deployment for the Seagreen 1 project in Europe,
to name a few. Relative to the lubricant business,
TotalEnergies is also heavily invested into the
research and developments of specific EV fluids.
With the current and upcoming policies from
multiple countries making the turn to electric and/
or hybridized vehicle to lower their global fleet
emission. We need to stay at the forefront of those
specific requirements, such as dielectric cooling fluid
for the battery pack and specific lubricant for EV
motor and reducer. Even though said components
are serviced less often than a typical internal
combustion engine, the myth that is orbiting the
Electric vehicle trend is that they don’t require any
service which is inherently misleading.

What opportunities are out there for the
aftermarket to seize to emerge stronger?
Aim to offer value added services to differentiate
your business strategy from your competitor. Be
on the lookout for new market trend through all the
digital tools that’s offered to you from basic social
media presence to targeted SEO and marketing
campaign for your business. Even though those
‘’tools’’ aren’t tangible, they definitely have a big
impact on your brand awareness and exposure which
is crucial to remain relevant nowadays.
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Quartz 9000 range with Age Resistance technology provides the ultimate protection against mechanical wear
or extreme temperatures and outstanding engine performace thourghout its lifespan, under frequent stop-andstart conditions.

totalenergies.ca

Onthe Road
Midwest Auto Care Alliance
Vision Hi-Tech Training & Expo
March 3-6, 2022
Overland Park (Kansas City), Kansas



Shop owners, managers and technicians took in almost 33,000
hours of training at the Midwest Auto Care Alliance Vision Hi-Tech
Training & Expo in Kansas City. From management to technical
training, more than 3,100 attendees took part in four days of
learning at the Overland Park Convention Center. There was also a
trade show to learn about the latest offerings from vendors. Nearly
1,000 were attending either the expo or training sessions for the first
time — more than 300 companies attended for the first time.

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

MARCH / APRIL 2022

23

COLLISION

The

Collision Report
The collision industry stands on the precipice of great change
with a fair number of opportunities and challenges ahead
By Adam Malik
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Want more insights?
Scan the QR code to listen to
the CARS Magazine Enhanced
Media segment.

THE COLLISION INDUSTRY holds a rather
unique place in the automotive aftermarket. While
its mechanical repair peers likely have a few years
before vehicles fully equipped with advanced driverassistance systems or battery electric vehicles hit their
bays, those in collision repair need to be up on their
knowledge now.
A car fresh off the dealer's lot today could be in the
shop for repairs tomorrow. Being late to the party is
not an option.
“The industry is in the middle of a technological
revolution on par with some of the biggest in the
world,” observed Andrew Shepherd, senior director
of industry programs and executive director of
I-CAR Canada at the Automotive Industries
Association of Canada.
“We are at the end of the internal combustion
engine era. And we can have a debate about where
we are in that transition and how many years there
are to go, but it's right on the doorstep [at] the point
where collision repairers are fixing new electric and
battery vehicles, and they're starting to see them on a
regular basis.”
The pressure is on shops to make the necessary
investments in their shops to remain viable for the
future. Fixing today’s vehicles means getting the
equipment in shops now and making sure technicians
are trained in not only how to use the equipment but
make the necessary repairs to those vehicles.
“The real prevalence of [these vehicles] is quite
imminent — within a couple of years,” according to
Shepherd. “That produces massive pressure on the
people who are kind of on the edge — the ones that
are on the edge financially, maybe age-wise, and see
the required investment as just too much.”



So that could mean more mergers and acquisitions
ahead in a sector where a vast majority of shops are
already part of a network.
“So we're certainly going to see a lot of churning
in the numbers of shops, and with the exit of certain
shops, that certainly leaves the rest of the marketplace
to the investors the forward thinkers,” Shepherd said.
He estimated that 75 per cent of collision work
is done by 25 per cent of shops, almost all of which
are part of a network. Canada is home to one of the
biggest sets of networks in the world. “The need for
very sophisticated infrastructure to deal with the
cars that are 'one day off the lot' is what really, I think,
provokes the collision side into that,” Shepherd said.
In fact, he called it “critical” for shops to be part of
a network these days. The scale needed for purchases,
attracting talent, technical infrastructure and more
is eased when part of a network. Otherwise, it’s
difficult to compete.
“So I think it's absolutely critical on the collision
side. It's going to be very difficult for small operators
to continue to play in this game,” he said.
Something else to watch out for is players outside
of the collision industry to make a move to invest
dollars in it. There is interest.
“[That] is a very clear signal that there's tons
of money to be made in the industry,” Shepherd
told CARS. “There's very strong outside financial
support for networks in particular. The auto parc is
expanding. There are signs of declines in collision,
but the number of vehicles is certainly increasing. I
think the long-range players, including the financial
people, do see a lot of money to be made in the
industry. But it's going to take a big investment at the
shop level for the people to stay in it.”

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

MARCH / APRIL 2022

25

So we're certainly going to see a lot of churning in the numbers of
shops, and with the exit of certain shops, that certainly leaves the
rest of the marketplace to the investors the forward thinkers.”
What’s changing

The collision industry is a bit different than three years ago. Since the onset of
the COVID-19 pandemic, change has been the name of the game, from driver
behaviour to vehicle usage to claims frequency to claims severity. Not to mention
cost pressures and supply chain challenges that are hurting every industry from
the automotive aftermarket to the grocery industry.
When COVID-19 first took hold, many people parked their vehicles.
Claims frequency tumbled. Numbers eventually came up as time went on
and understanding of the virus grew. According to Susanna Gotsch, senior
director, industry analyst for CCC Intelligent Solution, claims in 2021 recovered
throughout the year, finishing about 10 per cent higher than in 2020, which had
dropped 20 per cent from 2019.
“So throughout the course of the year, we saw steady increases month over
month. And as we move into 2022 expect further recovery including frequency
as well,” she said during the webinar 2022 and the New Norm in the Collision
Industry, hosted by the Collision Industry Electronic Commerce Association.
But it’s more or less expected that claims frequency will stay below historical
levels. Though much of the country has eased pandemic-related restrictions, the
way people work is changing. For some, gone are the days of commuting five days
a week to the office. Hybrid work will change things. How much, though, remains
to be seen, Gotsch said. For example, most collisions happen during the morning
and evening rush hours.
“A good portion of employees are still working remotely at least one day per
week, which leads to reduced congestion on roads. And historically, one of the
primary drivers of auto claim frequency had been the same drivers on the same
road at the same time, which was typically the occurrence during a.m. and p.m.
rush hours,” she said. “With fewer people on the road, we've seen, obviously,
claim frequency fall as a by-product.”
Furthermore, as more ADAS-equipped vehicles are produced, fewer collisions
are expected.
“The people who've decided they're going to stay in the industry and profit
from this over the next 10, 20, 30 years are going to have to deal with that,”
Shepherd said.
Severity, however, has kept shops busy. Though fewer collisions were
happening, the ones that did take place have generally been more severe.
“And we continue to see people driving at faster speeds than they had when
they sat in that bumper-to-bumper traffic, and also many more reports of
reckless driving,” Gotsch reported.
“The claims data shows we continue to see a change in the makeup of the
claims characteristics as a by-product of some of that reduced congestion,
specifically, more non-drivable claims and more claims flagged as total loss.”
For now, most ADAS technology is in the bumper. It will just be a matter
of time until automakers better protect those sensors by redesigning vehicles
around the sensors, thus reducing the cost of repair.
“The longer-term is certainly going to see fewer accidents. Whether the severity
can keep up with that as a balance, I doubt it to be honest,” Shepherd said.
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Economics

Then there’s financial pressure. Repair costs
have gone up, thanks to a combination of
increased prices for parts due to supply chain
delays and inflation overall.
“Specifically, when we look at the average
aggregate price per part, this is across all
part types, whether it's an OEM part or an
aftermarket part, whether it was a hood or
hinge for hood or quarter panel, the average
cost per part rose over 8 per cent in a single
year,” Gotsch said.
That’s the biggest annual increase
her company has seen since it has been
collecting and reporting this type of data
since 1997.
“There's huge cost pressure on these
shops. This is not a normal marketplace,”
Shepherd said in an interview.
That naturally turns the conversation to
insurance. Increasing repair costs means
more cost to the insurer. “So the difficulty
now is convincing the insurers that higher
compensation is necessary,” Shepherd said.
And with the investments needed to
get the tools and equipment to repair
more technologically advanced vehicles
plus technician training, there’s some
consternation that insurers aren’t willing
to pay their share to ensure shops are
being compensated.
“And what will happen very quickly,
and it's happening already, is that without
that compensation, the shops can't pay the
technicians. And as they drift away to other
industries or technical-minded people don't
choose the collision sector, because of the
pay that they're allowed, that they can give,
then very quickly, the insurers won't have
the repair capacity to support the repair of
vehicles,” Shepherd warned.
Indeed, wages are expected to be the
biggest cost increase in the collision
industry moving forward, according to
Gotsch. Part prices have stabilized —
though it’s unlikely they’ll reverse — and
only moderate increases are to be expected,
rather than significant spikes as seen
throughout 2021.
“Where most analysts are predicting

industries like the auto industry, the
collision repair industry, the insurance
industry and many more is going to see
the most pressure is going to be on wages
in 2022,” she said. “So the likelihood that
we will continue to see repair costs rise,
perhaps not at the same rate, but continue
to rise further, is something that we're all
anticipating as we look forward to 2022.”
CARS reached out to the Insurance
Bureau of Canada, which represents the
country’s property and casualty insurance
industry to ask about investments needed in
wages, training and equipment.
“Vehicle repair costs have been increasing
for many years. New vehicles are built with
expensive technology that is very costly to
repair, even after a minor collision,” said IBC
spokesperson Andrew Bartucci. “In addition,
record levels of inflation, combined with
supply chain disruptions and parts shortages,
is increasing auto claims costs.”
He also acknowledged driving behaviour
is playing a role. “As driving habits return
to normal levels across Canada, the cost to
service auto claims is also increasing due to the
price (and shortage of parts) for both new and
used vehicles,” Bartucci told CARS via e-mail.

going to pick up the slack and collect in volume what they may be losing in that
accident frequency. So the biggest challenge is technological change. And it is the
biggest opportunity, too.”

Go gas.

Go electric.

Handling change

When asked to outline the biggest challenge
and the biggest opportunity for the collision
sector, Shepherd said they’re one and the
same: Change.
“If you were around in 1900 and saw the
first Model T driving down the road, most
of us would have said, 'No way, man. This
is just a fad. My horse is [sacred]; I'm not
going to worry about it.' If you had been
ready for the internet in around 1995, would
you have been able to forecast the change in
your world in that time? So the changes are
getting faster,” he said.
“And there's definitely going to be a
swath of the industry either unprepared or
unready to make those really big shifts. And
that means that those people will drop out.
To be honest, the techs who have worked
there, many of them will be free for the
other shops and the rest of the shops are


Go hybrid.

Stop with ATE brakes.
A global OE brake
system supplier.
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SPRING SPOTLIGHT

Getting
back
on the road

By Adam Malik

As warmer months near and new driving habits take shape,
here’s what trends leaders see coming, along with some advice

T

he last couple of years have changed the composition of
drivers and their vehicles. Motorists are driving their
automobiles differently than in so-called normal years,
and their vehicles have gotten older.
That means changes in how automotive aftermarket shops do
business.
For most shops in Canada, more than half of the vehicles they
see require synthetic motor oil, according to Ian Hutchison,
aftermarket marketing manager at Wakefield Canada.
“That means most shops should be moving away from
conventional motor oil in their bulk tanks to stocking synthetic
motor oil to get the best pricing for the oil their customers need,”
he told CARS. “In some cases, if bulk is not the best option, the
ASP should work closely with their oil supplier to establish the
kind of vehicles in their area, and the best way to stock oil for their
customer profile.”
This time of year also means ensuring customers are staying on
top of their vehicle maintenance needs. While travel picked up late
last year, that quickly stopped with the rise of the Omicron variant
of COVID-19. However, restrictions have been lifted for the most
part in Canada. People are back on the road, be it for road trips or
to go back to the office. Making sure their vehicle is in top shape
should be top of mind.
“If motor oil has been sitting idle in a vehicle for several months,
or has been only driven occasionally, it’s probably time for an oil
change,” said Sean Nguyen, Pennzoil scientist and technology
specialist. “It’s important for customers to understand if their
vehicle has not been driven for an extended amount of time or
only occasionally, it is a good idea to change the vehicle’s motor oil
before putting it back into service or returning to previous driving
habits.”
Not to mention that oil changes are based on time and mileage.
If customers are driving less, the time intervals become more
important. This allows shops to reach out to customers, Hutchison
advised. “This is the ideal opportunity to have a discussion with
consumers around how they use their vehicle, and what motor oil
is appropriate for their driving pattern.”
Hutchison reminded that OEMs to create their own
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specifications based on fuel economy and emissions requirements.
So while one oil may have met most customers’ needs in the past,
multiple products could be now required.
“This can be particularly prevalent with European vehicles,” he
said. “An ASP should work closely with their oil supplier to choose
a product that offers broad coverage with multiple specifications
and OEM approvals to avoid having to manage inventory of
multiple products. This can be particularly problematic with ATF
(automatic transmission fluid).”
Both Hutchison and Nguyen noted that customers are
increasingly looking for better performance from their motor
oils. Vehicles are older — on average about 12 years, a number
that increased during the pandemic due to the shortage of new
vehicles —and require more than run-of-the-mill maintenance.
“When it comes to motor oil, a majority of customers are
looking for engine protection and longevity,” Nguyen said. “Thus,
consumers are looking for ways to extend the life of their vehicle.
The engine is the workhorse of the vehicle and regular service
and maintenance with high-quality motor oil will help keep that
engine running for longer.”
So consumers will turn to their service pro for
recommendations. “As cars age, oil seals can harden and leak
and can begin to burn oil. A car burning oil will quickly lead to
a failed catalytic converter, and a car operated with low oil due
to leakage can lead to catastrophic engine failure,” Hutchison
said. “An ASP recommending a high mileage motor oil can help
a consumer prevent an expensive engine rebuild or catalytic
converter replacement.”

Brakes

Brake component manufacturers have also been adjusting to
new driving habits. Drivers using their vehicles less means
reduced wear and tear.
But that doesn’t mean there’s less demand.
Nathan Killeen, Continental associate product manager,
and Sean Lannoo, Continental sales and technical training
supervisor, noted that there has been an increase in do-ityourself brake system maintenance.

“We’ve also seen an increase in the service of other brake components outside
traditional brake pad replacement,” they observed.
Furthermore, with vehicles idle much more the last few years, rust, corrosion and
moisture have become common issues.
“Rust can build up on articulating brake parts such as slide pins, calipers and rotors
which can reduce braking efficiency. In some serious cases, it can even bind up the brake
parts or result in seizing. If the brake fluid gets contaminated by moisture build-up from
long periods of inactivity, it can also cause damage to the piston and caliper,” said Killeen
and Lannoo, who are part of Continental’s ATE Brake Systems team.
That said, noted Dann Ingebritson, senior technical trainer at First Brands Group, even
if people aren’t commuting to work as often, they may now be making more in-town trips.
“Some families that went from driving 25 miles on the highway to work, now drive 10
miles around town, dropping off children at daycare and school,” he said.
So while distance travelled may be down, the number of braking events may increase.
And it’s now easier to have vehicles serviced in the middle of the day if the customer is
working from home — that could mean more attention paid to maintenance needs. With
more attention comes a better opportunity to educate customers on what they need and
why they should invest in particular products.
“The industry is spending more time relaying information to consumers,” Ingebritson
told CARS. “Pads and rotors used to come in plain white boxes with minimal print. Now,
we explain the attributes they are getting with our products so they can compare and
make intelligent selections.”
Another example is educating consumers to match the use of their vehicle to the right
pad. “The person who bought a Ford F-150 may not use it as a work truck, so we offer
different pad options to suit their requirements,” Ingebritson said.
It’s important for service pros to press the importance of brake system maintenance.
“Additionally, with the proliferation of e-vehicles and regenerative braking, many
drivers think that they don’t need to service the brakes on these vehicles. But these
systems still need to be inspected routinely and the fluid and calipers need to be
replaced just like on a conventional vehicle,” Killeen and Lannoo told CARS.

Spring time

As seasons are changing, at the top of Killeen’s and Lannoo’s minds is safety.
“As the winter season makes way for spring weather, we want our jobbers and shops
to think brake safety and encourage systems safety checks as well as mileage-based
service requirements, such as a brake fluid flush and lubrication of critical moving
parts, such as caliper slides, pins, and bushings, as well as parking brake cables and
linkages. Brake systems have a lot of moving parts that need to be well-lubricated to
make sure everything is working smoothly and quietly,” they said.
For Ingebritson, he recommended a full vehicle inspection — not just brake systems.
Chat with the customer to see if they notice any pulling or unusual noises. “Then drive
the vehicle before inspection. The brake pull may turn out to be suspension-related.
When the vehicle is up on the lift, pull all four wheels and pay attention to things such
as brake hoses and rusty brake lines.”
On the oil side, Nguyen once again highlighted synthetic options. “By offering a
synthetic motor oil to your consumers, you can be assured that it will give them peace
of mind when they begin to plan for getting back to normal and hitting those family
road trips again. Additionally, a high-quality synthetic motor oil will help to keep
those engines running longer, reduce fuel consumption and save money from future
repairs in the long run.”
Hutchison reiterated talking to the customer and finding out what their planned use of
the vehicle is. “This spring is the ideal opportunity to have a discussion with consumers
around how they use their vehicle, and what motor oil is appropriate for their driving
pattern,” he said. “If the consumer will be using their car for stop-and-go traffic, loading
up the car for upcoming vacations, towing or high-performance driving, in many cases,
this is defined by OEM’s as 'severe service,' and has a much shorter oil change interval.”

TECHNICAL FEATURE

The digital storage oscilloscope and the diagnostic benefits it provides
By John Post
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hen speaking to fellow technicians about drivability diagnostics, I am always surprised that many have never
used a scope.
They rely entirely on traditional testing methods such as test lights, multi-meters, scan tools and
mechanical gauges for diagnosis. These tools are staples of the automotive repair industry and no doubt still
have their place in the realm of diagnostics. But sometimes they just aren't enough.
When I bring up the subject of using a scope, I often find it is met with skepticism and an occasional
negative comment along lines of set up time is too long, difficult to learn or the scan tool tells them
everything they need to know.
Some technicians are unaware of what a scope is and of the diagnostic power this tool provides. Other
technicians may have access to a scope but don’t use it consistently. So they struggle with the setup or analysis
of the waveform and become frustrated.
Typically, it's not until a technician encounters a vehicle they can't diagnose that they realize something
is missing from their diagnostic approach. In many cases what’s missing is the ability to see the actual
operation of the circuit or component electronically.
The digital storage oscilloscope has been in the automotive repair industry for decades. It’s available in
many different forms from handheld units to PC- and Android-based platforms. They are available as single
channel, two-channel, four-channel and eight-channel units. There are a variety of brands available to the
automotive technician, each varying significantly in price and features. However, they all have one thing in
common: They all plot voltage, amperage, or pressure over time.
The ability to display an input signal measured over time allows the user to see intermittent glitches that
occur too fast for conventional tools like a multi-meter or even a scan tool in graphing mode to catch. These
glitches or dropouts are caught by the engine control module, however, and in many cases can be the cause of
a drivability problem.
Some high-end scopes will allow the sample rate to be set as fast as 2 Giga samples per second. Even lowend scopes have a sample rate of a minimum of 500,000 samples per second. There is no other testing tool
available for automotive technicians that is as fast and no other tool that can provide us with the type of
diagnostic information that this tool can.
When combined with accessories such as inductive amperage clamps and pressure transducers, the
diagnostic information displayed on the scope screen is unequalled by any other piece of diagnostic
equipment to which we have access.
An example of what the oscilloscope will allow us to see is both the mechanical and electrical operation of
solenoids. It will display pressure changes in the intake manifold, exhaust system, crankcase, fuel system and
cooling system. Valve timing issues can now be quickly diagnosed by analyzing the crankshaft and camshaft
signals simultaneously. By installing a pressure transducer into the spark plug hole, the technician is now able
to see piston and valve movement in relation to each other through 720 degrees of crankshaft rotation.
The testing capabilities of an oscilloscope are really only limited by the user’s imagination. Any part of the
vehicle that is electrical, electronic or produces a pressure can be quickly tested and analyzed using a scope in
conjunction with a few other accessories. They can even be used to detect and pinpoint noise issues.

Let’s perform a test

One area where oscilloscopes truly shine is by allowing the technician to perform non-intrusive testing and
diagnosis. This is a test performed without removing components, which can be time-consuming and costly
to the customer.
The mechanical condition of the engine can be quickly tested using the
oscilloscope and amp clamp. This is one of my favourite non-intrusive
tests to perform, especially when diagnosing a misfire. We have all done a
starter draw test using a carbon pile tester to measure the amperage draw
of a starter motor while cranking the engine. If the same test is performed
using an oscilloscope with a high amperage amp clamp around the
negative battery cable (Fig. 1), we can observe the amperage required for
Fig. 1
the starter motor to push each piston to TDC on the compression stroke.
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Fig. 2

Fig. 3

Fig. 4

Fig. 5

Each amperage peak is then compared to the others to
see if they are relatively all the same. For that reason, this is
called a relative compression test. If a low amperage peak is
observed, a cylinder with low compression is indicated. By
adding a synchronization signal on a second channel, (Fig. 4)
the cylinder in question can be easily identified when the firing
order is also known.
Fig. 2 indicates a healthy engine with relatively equal
amperage peaks for each cylinder. Fig, 3 is an engine that
had burned exhaust valves in cylinder four, resulting in no
compression. Fig. 5 is the waveform with both channels on,
allowing identification of the low cylinder. This is a directional
type of test that quickly indicates whether the problem is
mechanical or not. Further testing using pressure pulse analysis
of both the intake manifold and exhaust system was required to
find the actual reason for the low cylinder.
Some will argue that a vacuum gauge will also give the
technician an indication of the mechanical fitness of the engine,
which I agree with completely. But a vacuum gauge does not have
the ability to show us which cylinder has the problem and many
new engines do not offer easy vacuum gauge connection points.
This is just a small sample of the type of testing and diagnosis
that can be performed using an oscilloscope.
Below, I have listed some of my responses to the most
common questions I get asked when the topic of oscilloscope
use is discussed:

Do scopes take a long time to set up?

No, not if you get into the practice of setting up your scope first
thing in the morning so it's ready for the day. The key to scope

use, just like any other tool, is practice. It is difficult to use the
scope and learn how to analyze waveforms while under the
pressure of a difficult drive-ability diagnosis. Being unfamiliar
with the tool will lead to frustration. It is important to use the
scope on a regular basis and test known good vehicles. If you
know what a signal is supposed to look like, it will be much
easier to diagnose when you see a bad one.

Do scopes slow down diagnosis?

No. Oscilloscopes, when used proficiently, greatly enhance and
speed up the diagnostic process. They allow the technician to
perform accurate diagnostic testing in just a few minutes that
can take hours using traditional testing methods. In the relative
compression example above, this test takes less than a minute to
perform and can be performed on any engine. Even on an easyto-access four-cylinder engine, performing a compression test on
each cylinder will take substantially more time. How long does
it take to perform a compression test on a cylinder that requires
intake manifold removal to access? Especially if that is the initial
test being used to rule out a mechanical issue.

Are scopes difficult to use?

No. Some are more user-friendly than others, but they all work
in basically the same manner. As stated earlier, the key to scope
use is practice. If you can set up and use a multi-meter, you can
learn how to use an oscilloscope.

Is there a learning curve?

Yes, but no more than the learning curve that exists with other
pieces of diagnostic equipment. We all learned how to use a
scan tool and multi-meter. We all had to learn how to read and
interpret scan tool data and wiring diagrams. Learning how to
use an oscilloscope is no different. Once you master using your
scope and the interpretation of the waveforms displayed, you
will wonder how you were able to properly diagnose and repair
vehicles without it.
John Post has been an automotive service technician in the Ontario
aftermarket for more than 30 years. He has been teaching electrical, fuel
systems and drivability diagnostics at Centennial College since 2015.

You wouldn‘t change the oil
without changing the filter...
Why would you change the clutch
without changing the hydraulics?
www.schaeffler.us
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ADAS:
GETTING UP

ADVERTORIAL

TO SPEED

Close to 60 million vehicles with an
Advanced Driver Assistance System
(ADAS) are on the road today. Either by
government regulation or vehicle brands
wanting to meet consumer desires, that
number will only grow.

As of May 2018, backup cameras became
a mandated feature on new vehicles
in the United States and Canada. And
by this September, twenty automakers
say that 95 percent of their vehicles will
include Forward Collison Warning (FCW)
and city-speed Automatic Emergency
Braking (AEB). Audi, BMW, Ford/Lincoln,
Honda/Acura, Hyundai/Genesis, Mazda,
Mercedes-Benz, Subaru, Tesla, Toyota/
Lexus, Volkswagen, and Volvo have already
met that goal.

It’s essential to not simply learn the
basic concepts behind today’s vehicles’
many advanced systems but also be
knowledgeable about the different ways
each brand and model uses the data
from these input devices—including the
cameras and radar sensors—to control
how the vehicle reacts. Therefore, it falls
on the technician’s shoulders to learn the
systems of the vehicles they most often
service and continues to keep up with
emerging trends.

Many, if not most, of these vehicles have
camera-dependent systems such as
Braking (AEB) with pedestrian detection
and even some Blind Spot Detection (BSD).
And these are just the basic systems at this
time. The front-facing cameras are also
used in traffic sign recognition, automatic
parking, cross-traffic alert, and adaptive
lighting systems. These technologies’
emergence and increasing popularity have
added layers of complexity, time, and cost
to vehicle repairs, including glass repair
and replacement.

So, it’s more than comforting that Autel, a
leading developer of automotive diagnostic
scan tools, produces two ADAS calibration
systems, the MaxiSYS Standard Frame,
and the MaxiSYS MA600, a mobile frame
system. Both systems provide upgradeable
options to enable technicians to efficiently
calibrate cameras, night vision, Lidar, and
radar-based systems that are instrumental
to vehicle operations and the safety of
its passengers.

How vital is calibration to the effectiveness
of ADAS? Consider this Insurance Institute
for Highway Safety (IIHS) test highlighting
the frightening result of a misaligned front
camera and its effect on the safety system.
The IIHS tested a vehicle with a frontfacing camera misaligned by 0.6 degrees
to the right. This variance affected “the
perceived collision-threat, thus delaying
the driver’s prompt or brake warning
and then delaying when the vehicle itself
initiates braking,” the IIHS found. The
result was a warning prompt that gave the
driver just 2.8 seconds to respond and

The Autel calibration systems include
patterns, targets, radar, and night
vision calibration tools used with the
MaxiSYS ADAS software.

The Autel calibration systems include
patterns, targets, radar, and night
vision calibration tools used with the
MaxiSYS ADAS software. In addition to
communicating with the ADAS component
and initiating calibration, the tablet
displays basic yet essential OE-vehicle
requirements to ensure correct vehicle
height, such as parking on level ground,
filling fuel and fluids, and carrying no
additional cargo. Each calibration screen
lists the tools needed, including the correct
vehicle-specific target or pattern part
number. The tablet displays exact OEspecific measurements and easy-to-follow
instructions. The standard frame system is
also available with the IA800 optical frameto-vehicle positioning system that uses
six cameras and wheel-clamp targets to
quickly set the frame’s distance, angle, and
offset to the vehicle. The use of the IA800
significantly reduces the pre-calibration
setup time—the most time-consuming part
of the entire calibration process.
As automakers advance their systems
toward the autonomous vehicle, there
is little doubt that these drivers’ assist
technologies will necessitate technicians
and their shops to evolve and adapt their
learning curve to prosper.

IA800

ADAS
ACCELERATED
CALIBRATION
FASTER SET-UP FOR
YOUR EXISTING FRAME

IA800 EXPANSION PACK
• SET UP FRAME FASTER
• INCREASE ACCURACY
OF MEASUREMENTS
• ADDS WHEEL ALIGNMENT
PRE-CHECK CAPABILITY

IA800 EXPANSION PACK
INCLUDES

STEERING WHEEL LOCK I 24V POWER
ADAPTER I CAMERA UNIT (3 PCS)
WHEEL CLAMPS (4 PCS) I TARGETS (4
PCS) | DISTANCE TARGET I WHEEL
CHOCKS (2 PCS) I TABLET SUPPORT

This Expansion Pack Does NOT Include
the Autel ADAS Standard Calibration
Frame or MaxiSYS Tablet.

gave the vehicle just 0.9 seconds to brake.
It didn’t, and the vehicle collided with the
obstacle at 20 mph.
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THE BOOM OF

Automotive DIY
How the automotive DIY trend is driving demand for parts & accessories

T

he automobile industry is facing volatile market
conditions, which is causing substantial supply
issues industry wide. With these challenges,
getting your hands on a new car can be tedious
process, leading many people to fix up the cars already in
their driveway, instead of purchasing new.
However, this is not the only driver behind the rise
in automotive DIYing. The industry is full of passionate
enhancers and restorers, and their ‘do-it-yourself’
attitude has produced a surge in demand for parts and
accessories. From celebrities like Beyonce showing off
their collections to the recent increase of online car
auctions, the restoration and enhancing of cars has a
growing enthusiast community, and it shows no sign of
stopping. eBay Motors, a leader in automotive parts and
accessories, is seeing this firsthand.
“Automotive enthusiasts have long been turning
to eBay for our wide selection of trusted parts and
accessories,” said Ryan Baltjes, eBay Canada’s Head of
Automotive Parts & Accessories. “But the automotive
DIY trend has really kicked into a higher gear in recent
years, and we’re seeing it play out on our marketplace.
In fact, three auto parts are sold every second on eBay
across North America.”
Last year eBay saw Canadian sales on transmission
rebuild kits jump nearly 65 per cent and brake
component kits increase over 85 per cent, and the list
goes on. The recent valuation of classic cars also shows
*Knight Frank (2021)

ebay.ca/motors

just how much this industry is growing, with classic cars
having increased in value by more than 100 per cent over
the past decade, with continual increase in the last year*.
But when it comes to DIYing, it’s not always easy to
find the niche or rare parts needed to complete that
impressive garage project. The rise of online shopping
and global marketplaces certainly gives enthusiasts more
access than ever to products. However, once a part is
found online, the challenge is ensuring that it will actually
be compatible with your vehicle. That’s why features like
eBay's My Garage were designed as a one-stop-shop
to finding parts and accessories for your exact vehicle
specs, giving confidence that the part you’re looking to
purchase will fit your make and model.
“Finding those rare or niche parts can really make or
break your project, so having access to the breadth of
inventory that only a global marketplace like eBay can
offer is clutch,” said Baltjes. “But access to inventory
is only half the battle; you also need a trusted buying
experience when you’re making such a unique purchase.
That’s where eBay can’t be beat, with our Money Back
Guarantee on both new and used parts, letting you shop
with confidence.”
So, for those auto enthusiasts in search of those ‘just
right’ parts for their latest project, they can head to
ebay.ca/motors.

BAYWATCH

FORD, CHRYSLER ACTIVE
GRILL SHUTTERS

Continental has
introduced a line of
active grill shutters
for popular Ford and
Chrysler models.
These items used to be available only to dealers
but are now being offered to the aftermarket
as a direct replacement. Continental currently
offers 18 part numbers and delivers coverage
for over 16 million Chrysler, Ford, and Lincoln
vehicles in operation from 2012-2020. Notable
applications include the Chrysler 200, Ford Focus,
Escape, Mustang, Explorer, F150, Fusion and
Lincoln MKZ. In 2022, coverage is expected to be
expanded to more than 100 part numbers.

COMMERCIAL VEHICLE LIGHTING

The new Philips MasterDuty headlight bulbs help deliver exceptional and long-lasting
lighting performance on Class 2-8 commercial vehicles. The lamps are designed to provide
protection against mechanical shock and handle the extreme stress and vibration of rough
terrain and damaged roadways. They can resist up to 13G; a key benefit is their exceptional
vibration resistance. The bulbs are available for the medium and heavy-duty truck markets.
They have been engineered to withstand a wide range of vibration frequencies and feature a
high-performance glass construction to handle extreme temperature and pressure changes.
www.lumileds.com

Franchise Opportunity available,
email Sales@hotspotautoparts.com

www.continentalaftermarket.com

FORD,
LINCOLN
GALVANIZED
BRAKES

NRS Brakes is now
available for certain Ford and Lincoln vehicles.
The company recently launched new galvanized
brake pads designed exclusively for the following
makes and models: 2017-2020 Ford Fusion, 20152020 Ford Edge, 2017-2019 Ford Escape, 20172019 Lincoln Continental, 2016-2018 Lincoln
MKX, 2018-2020 Lincoln MKZ and the 20192020 Lincoln Nautilus.
www.nrsbrakes.com

NEW WRENCH
DESIGN

Cementex announced
its open-end, box-end
and geared wrenches
will now feature a
continuous outer layer of orange insulation to
provide a smooth transition between the duallayer and single-layer portions of each tool.
The safety tool maker will phase out the yellow
insulation layer on the working ends of the
wrenches. It will ensure that all kits will have the
same style. All part numbers for tools and kits
will remain the same. The new design will make
the work end of the wrenches even slimmer. The
smooth transition and reduced overall size of the
wrenches enables access into tighter locations and
minimizes the likelihood of the outer layer being
caught on sharp edges that could damage the
tools' insulation.

Brake Rotors and Drums
Brake Pads and Shoes
Brake Calipers
Hub Bearings
CV Axles
Chassis Parts
Complete Strut Assembly
Shock Absorbers
Strut mounts
Radiators
Water Pumps
Steering Pumps
and Racks and Pinions
Steering Gears
Starters and Alternators
Batteries
Oil Pans
Fuel Pumps
Wiper Blades
Ignition Parts and Coils
Fuel lines
Exhaust Parts, Universal
Converter, and Flex Pipes
Misc Automotive Parts

HOTSPOT AUTO PARTS
939 Warden Ave Scarborough ON M1L 4C5
Info@hotspotAutoparts.com | www.hotspotautoparts.com

An Automotive Warehouse Distributor

EXCLUSIVE DISTRIBUTOR

www.cementexusa.com
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BAYWATCH

TIRE INFLATOR

NEW LIGHTING OPTIONS

Milwaukee has introduced the M18 Inflator,
an 18-volt cordless tire inflator and can
top off 33-inch light truck tires in under
a minute. It is equipped with Truefill Technology to provide speed
and accuracy. It also includes an auto pressure check feature and
an automatic shut-off feature. The inflator can save up to four PSI
memory pre-sets. It is optimized for passenger, light truck and other
medium-duty tires. It is a portable cordless with attachments such as
the inflator hose and nozzle storage. An internal fan allows the unit to
run without cooling for over 20 minutes.

K-Tool International has expanded its line of
lighting products for professional work applications. Some
of the new products include the KTIXD5039C 3-in-1 Underhood
Telescoping Light which fits hood widths from 48 inches to 77 inches
and has two detachable work lights with 1,500 lumens total. It can be
folded to stand as a flood light. In wearable lights, the KTIXD5555
Rechargeable 2,000 Lumens Headlamp can switch between five working
modes and run for approximately 5.5 hours. It is IP65 water resistant. In
work lights, the KTIXD6174 Rechargeable Foldable Work Light has the
brightness power for 600/300 lumens and is 180-degree foldable. Its top
light features a 270-degree swivel.

www.milwaukeetool.ca

www.ktoolinternational.com

SMOKE MACHINE

THERMAL IMAGING CAMERA

A new smoke machine to locate leaks fast on
regular and light trucks has been released by K-Tool
International. With a push of a button, the machine
(KTIXD600T) can be switched to turbo mode to test
single, twin-turbo and supercharged vehicles. Built-in
air compressors make the unit portable. It comes with
a one-year warranty.

K-Tool International has released a thermal imaging camera
(KTIXD275). It allows the user to see in detail the thermal
resolution to better determine the area needed for diagnostics
and problem solving. It can be operated for more than eight
hours and has a temperature range of -4 to 752 degrees
Fahrenheit. It comes with a one-year warranty.

www.ktoolinternational.com

www.ktoolinternational.com

“You
it”.
got it”.
we’ve got
it, we’ve
need it,
“You need
That’s
know-how
NAPA know-how
That’s NAPA
Over 500,000 vehicle parts and products in inventory, all ready
Over
500,000
vehicle
and products
in inventory,
for delivery:
that’s
overparts
500,000
good reasons
to makeallusready
your
for
delivery:
overnapacanada.com
500,000 good reasons to make us your
number
one that’s
partner.
number one partner. napacanada.com
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VIDEO BORESCOPE

K-Tool International has introduced a new video
inspection borescope (KTIXD3K). This gives the
user lighted and color visual access into the interior
motors, electric components and hard-to-see areas. It
features on board storage for up to thirty images and a
180-image rotation. It comes with a one-year warranty.
www.ktoolinternational.com

TRANSMISSION FLUID SERVICE

Liqui Moly has released the next generation
of Gear Tronic. Gear Tronic III features a
seven-inch color touchscreen with enhanced
display to provides a better overview. Work
instructions are displayed, including the correct
adapters and pictures from practice on the
vehicle connections. Servicing data can be sent
directly to the printer or to an e-mail address
of the workshop via Wi-Fi. Regular and free updates will also be
installed automatically via the Internet in the future. Flow of data been
optimized, as has that of the lubricants: The drip tray has been enlarged
to a capacity of 4.6 liters and the drain widened.
www.liqui-moly.com
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YPA SPOTLIGHT

Stephanie Cooney-Mann
Young Professionals in the Aftermarket (YPA) is an organization with a mission to act as the
voice and the resource for the young professionals in the automotive industry. To further its
mandate of ensuring the future growth and prosperity of the industry, the YPA is pleased to
introduce it’s YPA Spotlight Series where current members share their experiences, insights
and industry outlooks.

Name: Stephanie Cooney-Mann
Company: UAP Inc. – NAPA Auto Parts
Title: Director, major accounts
Number of years in the aftermarket: 11

How long have you been part of the YPA?

This is my first year with this exciting committee — looking forward
to many more!

Did you know you wanted to work in the automotive aftermarket?

I was (and still am) a car girl! After having worked in tires for a decade, I
knew I wanted to broaden my knowledge of the aftermarket and what better
way to do that then join the industry leader in Canada.

Have you had an industry mentor? If so, who and why?

I am fortunate to have two! Since joining NAPA, I have the privilege of
being mentored by Roy Moussa — an innovative and passionate leader, who
empowers his team and always encourages new ideas and strategies while
focusing on the best customer experience. He continuously encourages us to
challenge the status quo and make it better. Prior to working in the aftermarket,
I was coached and mentored by Guy Hardiman. He is a supportive leader who
gave the autonomy to his team to drive initiatives and sales strategies.

What does your participation in the YPA mean to you?
What would you like to see us as a committee achieve in years to come?
Being part of YPA is such a honour as you get to share experiences with other
likeminded individuals in the aftermarket. It’s exciting to see the passion that
exists within this group. I would love to see us coach and mentor new talent
coming into the aftermarket and help them overcome any challenges that they
may face early in their careers.

What advice would you give someone either starting in the industry
or looking to transition into the industry?

This is a great industry with a lot of passionate people. This industry
challenges you to be innovative and creative with the amount of
competition at all levels (suppliers, distributors, ASPs) but most of all it’s
an industry where people like to have fun along the way while providing
the best service to their customers
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