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Listening to various aftermarket leaders describe customer behaviours they’re seeing
these days can easily make one reminiscent of the movie Willy Wonka & The Chocolate
Factory. It’s of course based on the classic book Charlie and the Chocolate Factory.
In particular, one character jumps to mind: Veruca Salt. She’s a spoiled daughter who
wants everything. And she usually gets it, thanks to her enabling father. In the movie,
she sings about how she wants everything, particularly a goose that lays golden eggs. She
meets her demise when she steps on a scale that grades freshly laid eggs. She’s deemed a
bad egg by the analyzer and is sent through a trap door to the incinerator.
While the book came out in the 1960s and the movie a decade later (no, the remake
didn’t happen as far as I’m concerned), Salt is very much seen in perhaps the vast
majority of consumers: They see something they want — and they want it now.
It can be anything from a light bulb to dinner — consumers have been accustomed to
pulling out their smartphone, opening an app, tapping on what they want and expecting
it shortly thereafter.
And the definition of “shortly” is pretty clear — if it’s a product, it should arrive the
next day. Call it the Amazon Prime effect.
The aftermarket doesn’t and hasn’t operated that way. Your shop customers do
indeed expect you to deliver an order immediately once it’s placed. But retail customers
have perhaps been more flexible. Until now, that is.
Experts recently discussed the change in consumer habits during the pandemic. So
long as Amazon remains the elephant in the room — or in the channel — traditional
aftermarket outlets will be hard-pressed to satisfy consumer demands for quick
shipping. Otherwise, they’ll turn to the online giants to get what they need.
So what can you do? Brent Berman, vice president of repair products at First Brands
Group, offered some advice: It will be key to leverage those in-person customers to your
online platform and have them think of you first when shopping online instead of the
other digital platforms.
“As far as winning [in the aftermarket], I think the traditional guys do
have those handshake relationships. And it's going to be up to them to
parlay that into kind of a more e-commerce space,” he said.
Jobbers will need to rely on those tried-and-true customer service
techniques more than ever: Have a smile on your face, offer great
service, be reliable, offer the expert advice they need and be able to
deliver — both service and products.
Then it will be up to you to deliver on their expectations: Getting
them what they want quickly. After all, the customer has changed
— they need to see that you have changed along with them.
Adam Malik
Managing Editor, Jobber News
Let me know what you think.
You can reach me at
adam@turnkey.media

ISSN 0021-7050
Online 1923-3477

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

J U LY / A U G U S T 2 0 2 2

5

What’s on your mind?

LETTERS

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

HERE’S HOW MANY DON’T WANT THEIR
NEXT CAR TO BE ICE
When people consider purchasing an EV they should look
to see where the raw materials are located to produce them
and who owns the operations that produce this material. A
majority of them are owned by countries that have significant
controlling interests in mining these raw materials. BTW
they are not North American. These raw materials are in
low supply and as a result EV manufacturers are focusing
on recycling batteries. This should be a red flag to potential
owners. Do your research.
Bob Ward, St. Thomas Auto Guys

bays, we welcomed the increase in business. Fuel injectors,
throttle position sensors, MAF sensors, fuel pumps, and PCMs
were an everyday repair. Exhaust systems lasted 2 years, spark
plugs every 60,000km. Today with my 2,500-customer base
and 50-vehicle taxi fleet we hardly see any of those services.
The electrical systems, iridium spark plugs, stainless exhaust
have improved dramatically. Now take away all of the regular
maintenance we are currently doing on ICE. Oil changes,
exhaust systems, cooling systems, tune-ups, belts and hoses,
thermostats, O2 sensors, regular replacement of brake parts
and air filters. I expect a 50%-75% decrease in my business
once EV vehicles rule the road. I would be interested in a
breakdown of the maintenance required on an EV from
someone out there working on them. Other than the obvious
brake services, front end components and tires.

WORRIED THAT EVS WILL KILL THE
AFTERMARKET? HERE’S WHY YOU
SHOULDN’T BE

Terry Fairfax, T&T Service Garage Inc

Being a shop owner of 20 years and a tech for 35 years, I
have seen the service industry change. In the 80s when fuel
injection and computer-controlled carburetors arrived in our

WHY WE’RE PROBABLY SAYING BYE TO
LEAN MANUFACTURING
I disagree. The false assumption is to stay that lean is defined
as no inventory; that is not a true statement. Like any business
system, it has to adapt to the changing market conditions.
Inventory is not bad, it has to be managed appropriately to
the markets that you are serving. Lean can still be part of that
plan, but to say it is dead due to supply chain interruptions is a
misstatement to what lean flow is. Like any “tool” you have to
apply Lean appropriately to the market conditions. It is “not”
one size fits all. Lean is not dead, but evolving
Terry McCormick, RJ Link International

WHAT ABOUT HYDROGEN AND FCEVS?
Hydrogen is very explosive and is only able to be stored
under high pressure. How are the manufacturers planning to
make these vehicles safe in the case of a collision? You only
have to remember what happened to the Zepplin.
Bob Ward, St. Thomas Auto Guys

THE THREE DRIVERS FOR EV SUCCESS
Apart from highlighting that consumers find it more
convenient to charge their vehicles at home, the author
has given no reasoning to how 80 per cent of chargers will
be installed in consumers homes. Interestingly the author
mentions too, that EV chargers are “very, very” expensive
which reduces the chances for consumers to spend more than
they need to for a 10-minute convenience.
Martin Malyo, reader
6
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COLONIAL JOINS
UNI-SELECT
COLONIAL AUTO PARTS is moving under the Uni-Select
banner.
Uni-Select announced that it had “entered into a strategic
agreement” with Colonial Garage & Distributors Limited
and its affiliated companies, which includes Colonial Auto
Parts. Family-owned for almost 100 years and previously a
member of Bestbuy Distributors, Colonial supplies automotive
aftermarket parts through its 20 locations across Nova Scotia,
New Brunswick and Newfoundland and Labrador.
Uni-Select highlighted “Colonial’s strong reputation” and
the commitment of its 150 employees who provide a high level
of customer service and support.
Colonial marked 55 years with Bestbuy in 2021. Its president
Douglas Squires noted the opportunity to grow beyond its
current landscape as an enticing reason to join Uni-Select.
“With its extensive warehouse network and strong vendor
relationships, Uni-Select offers us the scalability we have
been missing to expand and grow our business to the next
level. We have been thoroughly impressed by the knowledge,
professionalism, and flexibility of Uni-Select’s senior leadership
team,” Squires said in the announcement.
Colonial’s stores will convert to the Bumper to Bumper
banner in Nova Scotia and Newfoundland and Labrador. It will
also keep its own identity and name in its local market where it
is well known.

CANADIANS ALTERING
CAR BUYING PLANS
RISING PRICES FOR USED

vehicles and a lack of
inventory of new ones are pushing many Canadians (43 per
cent) to adjust their new car buying plans, according to a
RatesDotCa and BNN Bloomberg survey.

They’re also increasingly weighing their options between
repairing and replacing their current vehicle.
According to the survey, Canadians are delaying due to high
purchase prices and availability issues while others are changing
their vehicle of choice due to the same reasons.
More than two-thirds (68 per cent) of respondents said they
will consider repair and replacement costs when purchasing a
new vehicle and how it might impact their insurance premium.

UNI-SELECT PARTNERS
WITH EV CHARGING
COMPANY
EVOCHARGE AND UNI-SELECT have entered into a resale

agreement for electric vehicle charging equipment.
Uni-Select will have modern, compact and highest-rated
Level 2 EV charging equipment provided throughout its
distribution centers across Canada that support its corporate
stores, independent members and independent automotive
service providers.
EvoCharge provides electric vehicle supply equipment,
charging stations and cable management solutions.
“The addition of these products to our offering ensures
customers throughout Canada can now easily access
EvoCharge’s quality charging solutions,” said Sean Williams,
vice president of merchandising and supply chain for UniSelect’s Canadian Automotive Group. “This relationship is
aligned with our strategic goals of identifying opportunities
for growth and solidifying our customer offer.”

BOB GREENWOOD GETS
HIGHEST AIA HONOUR
HE HELPED SHAPE

aftermarket businesses of all kinds,
coached leaders throughout North America and was a

THE GARAGE PORTAL
FOR TECHNICIANS
REGISTER FREE AT
www.repxpert.us
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counted-on presence in the Canadian automotive aftermarket. And now the late
Bob Greenwood has been recognized with the Distinguished Service Award from
the Automotive Industries Association of Canada.
Greenwood died suddenly in September at the age of 71. Following his loss,
letters of condolences and memories poured in. His impact on the industry was far
and wide.
At the AIA Canada Annual General Meeting in May, Zara Wishloff, president
and CEO of Edmonton-based Automotive Parts Distributors, announced
Greenwood would receive the association’s highest honour. The award is
presented to those who provide outstanding leadership that contributes to the
growth and development of the Canadian automotive aftermarket.
Long-time Toronto shop owner and former AIA chairman John Cochrane
John Cochrane accepts the 2022 Distinguished
Service Award from AIA Canada on behalf of the
late Bob Greenwood

SIMPLIFIED

Back your business with BAAN Powertrain,
Canada’s largest Aftermarket and OEM
Powertrain distributor

..........................................

Powertrain Sourcing

GET A QUOTE!

www.baanpowertrain.com
sales@baanpowertrain.com

1(877)633-2780
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(pictured) accepted the award on behalf
of Greenwood and his family.
Greenwood worked with many
jobbers and shops throughout the
aftermarket. “In fact, many of the
most financially productive successful
entrepreneurs within the independent
sector today benefited from his
mentorship over the years, and I can
speak firsthand to that,” Wishloff said.
Cochrane spoke to the standards
Greenwood tried to set in the industry,
from the appearance of the business to
the appearance of the shop owner and
staff.
“Bob was a big advocate of the
independent service repair industry.
He wanted to elevate their image and
professionalism, and most of all to
profitability. He believed you dress for
success. You never saw Bob within a suit
and a tie, even when he visited repair
shops across the country. I’m wearing a
suit today, out of respect for Bob,” he said.

NEW CHAIRMAN,
BOARD
MEMBERS FOR
AIA
JASON YURCHAK officially took
over as chairman of the Automotive
Industries Association of Canada for
the upcoming year.

Bob Jawarski moved to the past-chairman role. The executive
committee is rounded out by Shannon Spano as first vice-chair
and Ryan Bruno as second vice-chair.
Three new members were elected to the board of directors:
Pamela Lee, chief operating officer and chief financial officer of
Mr. Lube Canada; Joey Miceli, chief operating officer at Group
Del Vasto; and James Channer, co-founder and chief operating
officer of In Motion Brands.
They will serve on the board until the 2025 AGM.
Graham Jeffrey — who won the 2022 Young Leader of
the Year Award — was elected to a one-year term. He is vice
president of automotive merchandising at Canadian Tire.
The other directors are Steve Leal Bill Hay, Craig Jalbert,
Derek Suen and Tony Kuczynski.

SUPPLIERS PONDER EV
INVESTMENT
SUPPLIERS ARE TRYING

to figure out how deep they
should dive into the electrification pool.
It’s estimated that EVs will make up less than 10 per cent
of the total vehicle fleet by 2030. The Automotive Aftermarket

Suppliers Association’s latest landmark study, The Aftermarket
2035 – Prioritizing the Inflection Points, predicts just 5 per cent
of vehicles eight years and older will be electric.
“I think it’s going to all come down to the economics
of it. And I think that’s one of the areas that, I think, as
manufacturers we’re all struggling with right now,” observed
Chris Pruitt, chief executive officer and president of East
Penn, during the recent AASA Vision Conference. “From
where I sit, there’s a massive investment to get into this
space. Massive. How long can you go without a return?
And so the lower the volume, obviously, it’s going to create
conflict. That, to me, is where it’s just hard to connect the
dots right now.”
Jon Douglas, president at Mahle Aftermarket pointed to a
problem in the thinking of the industry — thought that EV
repair seems to only be restricted to traditional parts, such
as brakes, suspension, tires and the like. It’s time to think
beyond the four walls everyone has always operated in, he
observed.
And there’s still much we don’t know about electric vehicles
when it comes to repair, he added. “What do these duty cycles
look like? There’s thousands of vehicles on the road now but
have they logged enough miles, and enough environments to
really see any change? We don’t know,” Douglas said.
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Onthe Road
Shad’s R&R
June 21, 2022
Gormley, Ontario
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Shad’s R&R, a staple automotive aftermarket annual charity golf
tournament, was back bigger than ever after a two-year hiatus at Station
Creek Golf Club in Gormley, Ont. It drew 270 golfers, the most ever, made
up of professionals from across the aftermarket. The event raised $170,000
for Muscular Dystrophy Canada, bringing the total raised since 1973 to
more than $5.3 million.
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By The Numbers

Stats that put the North American automotive
aftermarket into perspective

66%

US $47,148
How much U.S. consumers paid in May,
on average, for a new vehicle and well
above sticker price. That’s 13.5 per cent
more than one year before.

The number of Canadians cancelling or
modifying road trips due to high gas
prices. This was highest among young
drivers with three-quarters saying so.

Kelley Blue Book

Tire and Rubber Association of Canada

90%

ADAS work that is sourced out to
dealers because aftermarket repair
shops can’t do the work. Collision
shops outsourced US $177 million
worth of ADAS calibration work.
ADAS Aftermarket Ecosystem 2030

141,266 km
Average kilometres on used vehicles for
sale in the most popular price range of
$10,000 and $15,000.

Canadians’ intention to buy a new
vehicle in the next two years. That’s
up from 44% one year ago but
down from 52% pre-pandemic.
Canadian Black Book

RatesDotCa

US $50.9 billion
Sales of specialty-equipment parts in
2021 were up 6 per cent compared
to the year before. Growth was
driven by strong consumer interest in
working on their car or truck.

15.2 years
The average age of domestic nameplates soared
over the last 10 years to a new record-high. This
is four years higher than foreign nameplate cars.
Lang Marketing Aftermarket iReport

Specialty Equipment Market Association

How many Canadians are
likely to reduce the number
of vehicles their household
owns. Another 18% are now
more likely to use public
transit while 19% will use
ride-sharing services.

38%

Canadians who believe
dealership technicians are
better trained than those in
an independent shop.
Another 31% believe they’d
void their warranty by visiting
independent ASPs.

Canada Black Book

AIA Canada
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BUSINESS PERSPECTIVE

THE EV THREAT TO
AFTERMARKET:
HYPE OR REALITY?
Get ready for electric vehicles, but ditch the hysteria
By Kumar Saha

H

ere are three predictions from 2010: One, from IBM, that
all cars in the U.S. will be some form of hybrid by 2020.
Two, from various automakers, small cars will rule. SUVs
and trucks will be dead. Three, electric vehicles will be 6
per cent of the U.S. market by 2016, said Bloomberg.
All wrong. By miles.
In 2021, U.S. and Canadian electric vehicle (both hybrids and
battery-only) share of total new car registrations stood at 4 per cent
and 5 per cent respectively. Share of total parc was fewer than 2 per
cent.
Similarly, the fate of small cars has run in the opposite direction.
SUVs and truck sales have skyrocketed in the last few years — to the
extent that manufacturers such as Ford have largely abandoned their
car strategy.
We are in the midst of a new electrification — and expert
prediction — frenzy. As I write this, electric vehicle uptake
continues to climb at the rate of 50-60 per cent every quarter,
countering the free fall in overall car sales. The current data indicate
that EVs have finally hit escape velocity. When analysts say that this
time around the electric transition will happen faster than predicted,
I tend to agree — despite the spotty forecasts of the past.
The aftermarket is getting ready for this shift. Auto distribution
leader NAPA recently announced that it will be rolling out its
NexDrive banner, aimed at servicing hybrids and electric vehicles,
across many of its Canadian locations. Another Canadian
distribution giant Uni-Select is partnering with EvoCharge to resell
EV charging equipment through their parts network.
These pro-active measures are welcome. Amidst all the push-andpull around right to repair legislation, these strategies show that the
aftermarket is well prepared for advanced technologies and deserves
a seat at the table of progress.
But it’s also important to separate the hype from reality. Currently,
discussions around the impact of electrification on the aftermarket
vacillate between wild optimism and certified doom. There is the

12
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opportunity faction — ones who hang their hat on explosive
opportunity. Older cars in circulation directly translate to
volume growth, robust used car market for alternative vehicles,
more part sales and repair needs. Increasing complexity also
higher cost of repairing EVs and so on. On the other end are
means higher revenue per job. Aftermarket competitors
the naysayers, predicting an 80 per cent reduction in powertrain would do better to focus on how they can capitalize on these
parts, negligible maintenance spend, and OEM technical
opportunities rather than shedding too much strategic and
dominance.
operational sweat on the electric threat.
However, past experience — as seen above — and real data
Don’t get me wrong: Electrification is coming. But it is not
point to more nuanced outcomes.
dark yet.
Let’s look at the opportunities. In the last 10 years (20112021), Canada added about 600,000 electrified vehicles
Kumar Saha
Kumar Saha is the Toronto-based vice president (U.S.)/managing director
(including hybrids), according to Statistics Canada. About 80
(Canada) of global automotive intelligence firm Eucon. He has been advising
North American automotive industry for over a decade and is a frequent
per cent of these vehicles were registered in the last five years.
conference speaker and media commentator.
That means they’re still under warranty and will need little
maintenance for the next five years. There
are about 100,000-odd vehicles that could
potentially require repair, maintenance, and
refurbishment — an opportunity for sure, but
a small one.
The aftermarket opportunity for EVs also
assumes high demand for used electrics. But
Go gas.
the case for pre-owned EVs, as things stand
now, is not great. Fully refurbished models
come at a price premium, while those with
waning battery power add both inconvenience
and costs to users. It will take a while for
used electrics to become attractive to buyers.
Without that volume, repair dollars will
remain elusive.
Then there is the question of how many,
how quick. True, EVs are growing faster than
Go electric.
expected, but do not hold your breath for
a Norway-esque transformation (electrics
accounted for 65 per cent of sales there in
2021) in North America. EVs are still too
expensive, government incentives still too
spotty, and our love for gasolines is still too
strong for a European reckoning.
I think we would be lucky to hit 25 per cent
EV sales penetration by 2030 – amounting to
less than 10 per cent car parc share. And if gas
Go hybrid.
prices decline 15-20 per cent (a highly likely
scenario) in the next couple of years, we could
see a re-run of the ‘small car’ bet (a less likely
scenario) from the past decade. This means
that true volume opportunities will only start
emerging at the start of the next one.
If there’s little short-term gain, then the
pain cannot be that bad. The gasoline-diesel
market will shrink for sure but not enough
to have any meaningful impact in the next
eight to 10 years. The aftermarket should be
more worried about declining part failures
than they should be about lost sales from
A global OE brake system supplier.
disappearing ICE vehicles.
ATE-NA.com
Post-recession cars have seen huge gains
in initial quality and longevity. The latter,
A brand of Continental
in fact, is a strong predictor of aftermarket

Stop with ATE brakes.
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RIDE CONTROL

DO IT

ONCE,
DO IT
RIGHT
Manufacturers recommend shops replace whole
systems, not just the belt. That means you need to
have the right products in stock By Adam Malik

14
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ay Buckley still remembers having to call different
jobbers to get all the parts needed to repair a
customer’s vehicle when he owned his shop.
And it shouldn’t be that way, said Dayco’s head of
product management and tech team lead.
He was specifically referring to belt failures. While
on the surface it makes sense for jobbers to keep belts
in the warehouse for when a shop comes calling, that’s
generally bad business practice. The ASE certified master
technician and former shop owner told Jobber News that belt
replacement isn’t just about replacing the belt — it’s about
changing the entire front-end drive system.
That sounds like a lot but it really isn’t. Jobbers should be
offering full kits or bundling belts, tensioners and pulleys at a
discounted rate to shops. And it starts by having the product
in stock.
“Honestly, having a kit in stock in your inventory creates
a lot of satisfaction for your technician or shop customers
because one phone call [and] they have everything,” Buckley
said in an interview.
Calling around is “a pain,” he said. Like many shops, he
had his first-call jobber. But oftentimes that store would only
have the belt. So he calls one of the backups. They only have
a second part. And with each subsequent phone call, the level
of frustration increases.
Granted, a jobber bundling different components together
isn’t getting a discount yet they’re being expected to offer one
to the shop. But suppliers do offer the option to jobbers. So
rather than having multiple boxes to make up the kit, it all
comes in just one.
“One kit part number can save the installer from having
to source multiple components from multiple suppliers,”
observed Tom Lee, marketing manager of automotive
aftermarket products at Continental.
“There’s a cost-saving from our end. And we pass that on
to the jobber and on to the technician. There’s no downside,”
Buckley pointed out. “They’re doing the job right, they’re
getting all the parts that are designed to work together in one
box and it cost less than buying the parts individually. One
phone call, one box, everything you need to do the job.”
Some jobbers may argue why should they put together or
stock kits from the manufacturer if they’re not usually selling
the full kit.
“You can still sell the parts individually if you want to. I
mean, there’s nothing stopping you from doing that. However,
it gives you the opportunity to do two things: Explain to the
[shop] why he should replace the whole system right now. And
you have a kit for him ready to go,” Buckley explained.

Why replace the whole system?

Belts will typically need to be replaced at 100,000 miles, or
160,000 km. But it’s not just the belts that need attention.
Pulleys and tensioners should also be replaced at the same
time, experts said.
That's because a new belt will be working with degrading
components that will dramatically shorten its life. A new
belt strapped on to an old system will likely see failure

about 30,000 miles (50,000 km). That’s because the older
components will wear down the new belt quicker due to
reduced performance.
After all, Lee noted, the belt is working harder than ever as
it runs all the important accessories, from the alternator to the
water pump.
“Should this single belt fail, the results can be catastrophic,
leaving you and the car on the side of the road with a very
large tow bill,” he told Jobber News.
So shops may be in a position where a customer didn’t
need to replace the belt for 100,000 miles but is back in the
shop 30,000 miles later with a car that is making a chirping
noise and wondering why. Did the technician not do the job
properly? Are the replacement products terrible?
No, it’s because the tensioner and pulleys have worn out.
But the damage to customer relationships may be done by that
point.
“Any kind of comeback like that causes trust issues with
mechanics,” Buckley said. “When you have a silly comeback
like that from a fan belt, it just looks bad. And it erodes the
customers’ confidence in your shop.”
The best way to avoid all of this is to replace the entire
system, experts stressed.
“It is hard to predict definite failure and very unlikely that
all components will fail at the same time,” according to Lee.
“But when one component is showing its age, it’s very likely

the other components are reaching their useful life as well.”
This is a system that is designed to work together, Buckley
noted. “Now you’re giving that new belt the opportunity to go
another 100,000 miles with no issues.”

Advice

Let’s say a shop calls your store. They want just the belt.
Usually, this is because there’s a lack of understanding of how
the system works, Lee noted.
“It is important for the owner to understand how important
the belt drive system is to the operation of the vehicle,” he
added.
Both Lee and Buckley said a matter of stressing the need to
do the job right the first time and avoid having an annoyed
customer down the road with a bigger repair bill.
Buckley recommended asking the tech to spin a pulley
with their fingers. If it spins and spins, it needs to be replaced.
Spinning multiple times means the grease in it has worn out —
it would otherwise stop after one rotation. That part is on the
verge of leading to a catastrophic failure of the vehicle. Now
the disgruntled customer is going to spend more money to
have the vehicle towed and repaired in the shop.
“So this is your opportunity to do the job right, increase
your dollars coming into your bay and also increase your
customer satisfaction,” Buckley said. “That’s the bottom line.”

“You need it, we’ve got it”.
That’s NAPA know-how
Over 500,000 vehicle parts and products in inventory, all ready
for delivery: that’s over 500,000 good reasons to make us your
number one partner. napacanada.com
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his era has commonly been labelled as the age of instant gratification. You can get answers to questions
with a few taps on your smartphone. You can also do the same to get food delivered to your house — and
anything from clothing to picture frames to auto accessories — in no time.
People want what they want now — and they can oftentimes have their wish fulfilled.
But auto repair is a different than hanging up a new photo frame. This sector hasn’t traditionally delivered
things instantly — and if you ask some shop owners, never quickly enough to begin with. But it’s also an industry
where e-commerce hasn’t taken off like everyday household items. And for good reason: Sometimes you need
the expertise of a parts expert.
And it’s in this e-tailing world where jobbers face some risk to the way their business is done. As more shops
and retail customers gravitate to using a few clicks of their mouse rather than picking up a phone, what happens
to the added value of a counterperson? How does a jobber help the customer differentiate between low-quality
and high-quality parts? What differentiates one jobber from the next — or worse, a jobber from an online
retailer like Amazon?
“It becomes five screens on the shop's desk [and comparing] who can give me that Tier 1 product at the least cost.
And that’s the last thing that we want,” said Mike Mohler, executive vice president and chief purchasing officer with
the Automotive Parts Services Group, commonly referred to as The Group.
This was a key issue for him at the Automotive Aftermarket Suppliers Association 2022 Vision Conference.
He wondered how the supply chain gets the message across that they’re suppliers of premium products to the
marketplace. “And then how does that transfer into our ability to really speak without our voices?”
What’s at risk, he observed, is commoditization. If the only thing that separates Joe the Jobber from Amazon is
money, then customers will buy with cost at the front of their minds.
“If we don’t get our arms around the potential for commoditization, if we don’t figure out how to digitally
market ourselves, if we don’t figure that out, welcome to 100 per cent commoditization of everything we do.
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ERYTHING'S
CHANGED
From delivery times to customer service, e-tailing has changed
the way parts are distributed in the new normal By Adam Malik

That’s my opinion,” he warned. “We got to get our arms around
how products are priced in the marketplace.”

Set expectations

Unfortunately, expectations have been set among consumers.
They’re used to getting their purchases quickly. And that has
trickled into auto repair. There’s an expectation that their vehicle
should be repaired fast, just like any other service they seek out.
Even for the do-it-yourselfers and those looking for
smaller items that don’t generally need the assistance of a
technician, they, too, want it now. During the pandemic, these
expectations were largely met. And there’s no turning back,
experts observed.
“We’ve set an expectation during the pandemic with
e-commerce that I don’t think we go back from there,” said
Eric Lough, vice president of business development at FCP
Euro. “I think we only go forward.”
He was also speaking at AASA Vision during a different
session, but he raised issues that echoed Mohler’s point. If the
aftermarket is to grow online — meeting the customer where
they want, in essence — then unique challenges are presented
in terms of maintaining value. There needs to be more than an

exchange of money and product.
“We need to figure out: How do we engage our customers —
not only in person [and] solve their problems there — but how
we’re going to solve their problems online. The day of being
transactional online, that doesn’t work anymore,” Lough said.
“We can’t be there to sell auto parts to customers who called
[in an order] and say we’ve done a good job. We need to be
there to solve the problems. And selling parts is just one piece,
or just a sliver, of that entire experience for a customer.”
Speaking alongside Lough was Brent Berman, vice
president of repair products at First Brands Group, which
includes Raybestos, Centric, Trico, Fram and other brands.
He emphasized that e-tailing is indeed a new channel for the
aftermarket and must be treated like any other.
He looked back on the days when the independent
aftermarket moved into the retail segment. There were big
box and fleet players to compete against. It was a channel that
needed to be managed. Mechanisms were created within the
four walls of the aftermarket to manage it. So look at e-tailing
the same way, he urged. It’s only going to grow and that
opportunity must be seized.
“We have to manage all the content, the people — it’s
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We’re not reinventing the wheel.

Just perfecting
the hub.

Complete suspension solutions now available
with new Supreme Hubs. Trusted durability,
tested endurance and unsurpassed quality.
READY TO GO RIGHT OUT OF THE BOX.

Mevotech.com
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different people, it’s not the same as the salesperson ... driving
around. It’s a different engagement. And I think we have to
assess those teams and build those teams out if you want to
participate in the channel properly,” Berman said.

Product categories

Some aftermarket professionals may be screaming in their
heads that e-tailing can’t work properly in the aftermarket
because there are some items that you just cannot ship to an
online customer.
That’s true, Berman noted. There are many heavy products,
odd-shaped boxes and the like that are going to be tricky to
deal with.
But what about those smaller ones?
“I’m looking at it now from the other side, [another]
perspective: Those commodity, less-than-$10 products — a
$2 bulb, a $5 filter — and then a $5 shipping charge. How do
we collaborate and make this a profitable business model?”
Berman observed.

We’ve actually done studies where we
see cart abandonment just skyrocket with
anything more than one day [shipping]."
So take a step back and a deep breath, he said. There will
always be items that are difficult to ship. But there will also be
easy items.
“We’re going to see a strong desire for more of those
products to be purchased online,” Berman said.
Just as they click a button to buy toothpaste, customers can
do that with a filter. And the aftermarket can work with that
by planning strategy around making those products available
and attaching costs.
Lough agreed. Items like lighting that others that are similarly
small are easy to buy and can be shipped with little issue.
“If you’re going to ship me an exhaust, that’s a challenging
thing to do online — for freight, getting into my house, getting
it there undamaged — how many times I’ve seen a shock in a
[distribution centre] where the top is poking through the box
every single time?” he said. “So I think really the smaller items
are where you’re going to see a lot of focus in the e-commerce
space.”

One day shipping?

Many retail outlets, Amazon most notably, offer one-day
shipping. That’s awfully nice, especially when the item is
needed the same day.
Can it work in the automotive space? Maybe but is it ever
hard to make it work, Berman observed.

Mini-Ductor® Venom® HP

LUG NUTS

GRAPHICS

GEARS

The Mini-Ductor Venom HP is the
highest powered Mini-Ductor at
1800 watts of power. This handheld
induction heater generates
high-frequency magnetic fields
to produce a flameless heat that
releases ferrous metal from corrsion
and thread lock compounds faster
than ever before. More precise, safe,
and reliable than a torch.
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> ⅞” Pre-Formed Coil
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> 41” Bearing Buddy® Coil
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“Everyone knows about Amazon Prime. Everyone knows. It’s
all in our houses. But we see them struggle a lot in this space.
Because they’re beholden to a system that doesn’t [mesh]. It’s not
really lookup-friendly, it’s not really since PIES-friendly, they
have high return rates. And so that’s really tricky,” he said.
Unfortunately, one-day shipping is the standard that has
been set, Lough pointed out. Customers expect it.
“And now we have to follow up. We’ve actually done studies
where we see cart abandonment just skyrocket with anything
more than one day [shipping],” Lough said, adding that his
company is looking to have a stronger west coast presence so it
can serve that part of the country in just one day.

“So I think it’s I think it’s almost table stakes. Now to be
competitive in the market to have a one-day shipping to
service customers. It’s just what they expect,” he added.
But in going into competition against Amazon, the
aftermarket has a leg up. Or, at least, can pick its battle here.
Amazon will always be able to do one-day shipping on
toothpaste and toilet paper.
“As far as winning [in the aftermarket], I think the
traditional guys do have those handshake relationships. And
it’s going to be up to them to parlay that into kind of a more
e-commerce space,” Berman said.
That doesn’t mean the aftermarket can rest on its laurels.
E-commerce players in the aftermarket
don’t face the same issues as brick-andmortar stores trying to move into e-tailing.
“The e-commerce start-ups, they have the
benefit of not having all that legacy stuff. So
they can really be a little bit more nimble, a
little quicker to market. So it’d be interesting
HVAC blower
to watch,” Berman said.
motors
A key piece of advice from Berman to the
aftermarket: Watch the channel closely.

Separating from the rest
Inverter cooling
pumps

Hybrid battery
cooling fans

Cooling fan
assemblies

Need OE quality hybrid parts?
You’re headed in the right direction:
www.continentalaftermarket.com
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According to the Jobber News Annual Shop
Survey, about half (53 per cent) of Canadian
automotive repair and service shops order
at least 70 per cent of their products online.
Selling online is nothing all that new
to jobbers and buying online isn’t new to
shops. Someone from the shop will go
to the jobber’s portal and place an order
for last mile delivery. “In the eyes of the
technician or the shop owner, wasn’t that just
e-commerce?” asked Berman.
So this isn’t unfamiliar territory for the
industry. “I think the habits are definitely
there. I think they might already be there
more than you think,” Berman added.
But what’s stopping anyone who needs
a car part — from the automotive service
provider to the DIYer — from choosing
Amazon over the jobber down the street?
“I think what’s going to happen is that
e-tailer or that brick-and-mortar — or clickand-mortar, as I call them — kind of store will
win [in the same way] just like in any retail
business: They’ll win with the service, with
a smile on their face, with the dependability,
with the reliability and things like that,”
Berman assessed.
“That’s kind of the way I think about that.
And the technician will tell us, the shop will
tell us in the next five years, if we’re doing a
good job.”

Onthe Road
AARO Fleet Day
June 16, 2022
Toronto, Ontario

The Automotive Aftermarket Retailers of Ontario gathered shop and
other aftermarket leaders together to learn more about electric vehicles
and how to support customers. Attendees heard about strategies on how
to support electrification efforts, how to get started, avoid mistakes, how
the aftermarket can help shops find repair solutions as more EVs appear
on roads and more. The event also featured a display of the Ford F-150
Lightning, an electric pick-up truck, and the electric Ford E-Transit van.
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ADAS:
GETTING UP

ADVERTORIAL

TO SPEED

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.

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

THE ONLY FRAME TO PERFORM
ADAS CALIBRATIONS & WHEEL ALIGNMENTS

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.

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

TWICE
AS NICE

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.

INTELLIGENT ADAS
IA900WA FRAME
The Next Step In ADAS
Calibration Now Includes Wheel
Alignment Technology. One Frame
To Perform 4-Wheel Alignment &
ADAS Calibration.

AUTO HEIGHT WHEEL
ADAS
6 HI-RES
CALIBRATION TRACKING ALIGNMENT CAMERAS

SELFCALIBRATING

IMPROVE SHOP

EFFICIENCY &
PROFITABILITY
• PRECISE OPTICAL
MEASUREMENT WITH 6 HIGH
RESOLUTION CAMERAS
• SELF CALIBRATING CAMERAS,
ALWAYS ACCURATE, EVERY TIME
• CAMERAS AUTOMATICALLY
TRACK VEHICLE HEIGHT ON LIFT
• MAXISYS INTERFACE FOR
WHEEL ALIGNMENT

SUPPORT: 1.855.288.3587
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Want more?
Tom Cook gives in-depth insights on the
supply chain on our podcast. Tune into
Auto Service World Conversations to listen.

Dare we say it? COVID
disruption is going away
Demand planning considerations for the balance of 2022 and Q1 2023
By Tom Cook

I

ndicators show that the disruption caused by COVID-19 is
finally beginning to dissipate.
They’re showing a reduction in consumer demand, which
was the starting point of the global trade disruption that has
been in place. Increased cost, product scarcity and delay were
the three trademarks of the pandemic — as demand planners
know all too well.
What’s changed? A reduction in consumer demand will lead
to a reduction in industrial demand.
Adding to this equation are inventory balances of larger
public companies topping off at higher levels than required.
Inventory bloat, in other words.
The global transportation infrastructure is starting to catch
up and level out. Vessels awaiting berthing in L.A./Long Beach
went from over 100 in February 2022 to less than 20 in June.
The current levels of inflation, impending recession and
sliding consumer confidence — together with the fact that
capacity in manufacturing, distribution and transportation are
now meeting demand — means that the likelihood of trade
normalization by the end of the year is more probable.
What should we do? There are short-term and tactical
strategies demand planners need to consider, as well as other
that are strategic or long-term.
As a baseline, utilize the first quarter of 2022 as the
benchmark for complete normalization, with maybe some
minor residual issues. One such issue is transportation prices,
which will continue to drop but not likely to pre-COVID
pricing.
Manage demand planning closely. Tight communication
with customers is key to carefully monitor inventory needs and
incorporate requirements into forecasts. Allow an extra 90 days
for purchase orders until you are confident of your suppliers’
capabilities to meet demand. Consider increasing safety stock
levels by 30%.
Speaking of communication, keep open and transparent
lines of dialogue with all stakeholders in your global supply
chain, from suppliers to end-users to customers. Internally,
communicate across organizational silos, keeping all personnel

in the loop. Tight and open communications will allow for
everyone to work more collaboratively, comprehensively and
cost effectively.
Focus attention on Tier 1 suppliers — those representing
80% of your spend, along with critical supplier sources.
Start now to develop numerous resources for intelligence
so that better and more informed decisions can be made.
Professional organizations, online industry newsfeeds,
LinkedIn groups and even vendor webinars can quickly
broaden awareness and alert you to issues worth investigating.
Strategically, there are actions and investments you can take
to build resiliency in your supply chain. First, develop a risk
management mindset in how you approach every aspect of
the global supply chain. Costs must be viewed in the sense of
where greatest value can be obtained. Balance both cost and
risk.
Another good strategic move is to develop alternate sources
for your purchasing and look to near-sourcing when feasible.
Taking a risk management mindset, for example, recognizes
that a higher unit price may be easily offset by eliminating the
cost and risks associated with ocean transport of lower cost
imported goods.
Invest in technology — IT that provides better visibility and
metrics for planning is a must-have. Spreadsheets can’t provide
the information analysis and alert mechanisms needed to react
quickly and constantly monitor supply-demand imbalances.
Finally, have a serious “Monday morning quarterbacking”
session to evaluate how the pandemic disruption impacted
your organization. Develop a strategic plan to prevent or
mitigate future disruptions. Proactive tactics will lead to
risk management and loss prevention concepts that will be
beneficial in the long term.
Tom Cook

Tom Cook is managing director of Blue Tiger International. He has more than
35 years’ experience in assisting companies all over the world manage their
import and export operations.
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Video Training Series

BAYWATCH
WHEEL HUB ASSEMBLIES,
REPAIR KITS

NTN has added 16 new product SKUs to
the BCA aftermarket product line. This
release includes wheel hub assemblies
and repair kits for several import
and domestic applications, covering almost seven million vehicles in
operation. The new SKUs supplement BCA’s coverage for popular
Asian brands, including Hyundai, Kia, Nissan, Infinity, Toyota, Lexus
and Mazda. There is also added coverage for Mercedes-Benz GLS-Class
SUVs, which recently began production with the 2020 model year. The
company also added coverage for multiple Ford brands, including the
first generation Ford Fusion platform, the third generation mid-cycle
refresh of the Expedition/Navigator, and the first generation of Ford’s
high-performance F-150 SVT Raptor.
www.BCABearings.com

better optimization for mobile users. The new catalogue provides more
information about parts. The company said it is faster than the previous
version.
www.spectrapremium.com

FUEL MODULE

Continental had added what previously
were ‘dealer only’ fuel modules to its line of
offerings. It added new coverage to its line of
OEM Fuel Modules for popular European
and domestic makes, including Audi, BMW,
Chrysler, Land Rover, Mercedes Benz, Mini,
Porsche, and Volkswagen models. In addition to the new fuel modules,
the line now also includes a new fuel tank sending unit for Land Rover
models. The company now offers 173 SKUs and coverage for more than
34,000,000 vehicles in operation in U.S. and Canada in this area.
www.continentalaftermarket.com

E-CATALOGUE UPDATE

Solutions announced a new version
of its electronic catalogue. The
announcement noted the company’s
development team has worked on a
major project to update its online catalogue for more than a year. The
main goal was to facilitate the use of the catalogue for all our customers.
The team also updated the design of the catalogue to be more attractive.
Users can expect a new and clean interface focused on parts, with

CLIP POPPERS

OTC released the 2495 Plastic Clip Popper as
a wide-ranging solution for around the shop.
It works on all plastic fasteners and rivets to
pry, grab, lift, squeeze, pull, collar and cut.
This allows technicians to operate seamlessly and service a number
of vehicles. The clip popper can be used on nearly any style of plastic
fastener, clip, clamp, retainer, grommet, plug and more, including many
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Over half a million
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delivery
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for one full year on
qualifying product lines.*
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Get an exclusive look at 2,000
Canadian vehicle owners’ attitudes
towards in-car data, as understanding
what is important to their peace of
mind is important to your bottom line.

Get the report now!

www.aiacanada.com/products.html

BAYWATCH

other non-metallic fasteners found on a vehicle. Other features include a
specialized angled head to enhance “popping” leverage, even in hard-toreach places; and front edge tines to lift outside edges and internal stems;
convex bottom for a secure grasp even for partially recessed fasteners.
www.otctools.com

CRM APP

Epicor has introduced the Service CRM
mobile app for automotive service
businesses. The multi-feature mobile app
is available for download through the
App Store and Google Play and requires an active subscription to Epicor
Service CRM. Service CRM allows service shop owners, managers and
other authorized persons to use their iOS or Android devices to connect
with customers, manage their shop calendars, create and confirm
service appointments and monitor key customer engagement and shop
marketing metrics on a real-time basis. All functions and related data
integrate with the user’s Service CRM desktop interface.
www.epicor.com

BRONCO TBI CONVERSION KITS

Howell EFI has made Ford Inline 6 and V8 TBI Kits available to convert
carbureted first generation classic (1966-1977) Ford Broncos to TBI. The
conversion kit can be used to greatly improve performance, cold starting,

drivability and fuel mileage for any Inline 6 or V-8
carbureted Bronco. The kits include everything
needed to convert a Ford Bronco (Wagons,
Roadsters or Half-Cab) to TBI in one kit for an
immediate increase in power and fuel mileage and
the ability for off-roaders to attack trails at any
angle without loss of fuel. The Howell TBI kit features a remanufactured
GM throttle body appropriate for the engine size, all sensors — MAP,
coolant and oxygen, components — a stand-alone wiring harness
available in variable lengths based on where the TBI will be located, ECM
and fuel pump, clamps and one of three sized adapter plates.
www.howellefi.com

NEW CENTRIC ROTOR NUMBERS

First Brand Groups announced its Centric Parts
brand has expanded its brake components. Its latest
rotor part numbers now offer coverage for nearly
33 million vehicles in operation. The Centric rotor
part numbers consist of coverage for late-model
passenger cars, pickups and luxury vehicle models,
including Ford, Honda, Hyundai, Jaguar, Kia, Land Rover, MercedesBenz, Nissan, Ram and Toyota. In addition, new Centric brake pad
numbers are now available for 2019 through 2022 Mazda 3, Toyota
Corolla and Toyota Prius Prime, plus 2019 through 2021 Infiniti QX50.
www.centricparts.com

POWER STEERING
COOLERS
© 2022 Plews, Inc. All rights reserved.

Edelmann Elite Power Steering Coolers
combine three generations of OE manufacturing
and over 100 years of commitment to quality.

• Manufactured in the USA
• Exact OE replacement
• Full line coverage for over 40 million VIO
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BAYWATCH

CONTROLLER ARMS

You Deserve an
Uninterrupted Brake

Mevotech’s latest
release of part
numbers will cover
several domestic and
import passenger
vehicles, trucks and SUVs. The company
introduced 154 number numbers, which
expands both its premium Supreme and
ultra-engineered TTX programs with
additional control arms, ball joints, inner
and outer tie rod ends, stabilizer bar links
and wheel hub assemblies. Among the
releases are: Mevotech Supreme Front
Upper Control Arms (L/R) for 2019-2021
Chevrolet Silverado 1500 & GMC Sierra
1500; Supreme Front Lower Control Arms
(L/R) for 2018-2020 Toyota Camry & 20192021 Lexus ES300H; TTX Tie Rod End
for 2019-2021 Chevrolet Silverado 1500 &
GMC Sierra 1500, 2021 Chevrolet Tahoe,
2021 GMC Yukon XL and 2021 Cadillac
Escalade/ESV.
www.mevotech.com

PRYBARS

AmeriBRAKES Brake Pads are manufactured, sold
and distributed in Canada, meaning you avoid the
supply chain delays.

• High Percentage Fill Rates (95% ++)
• Fastest Turn Around in the Industry
• Low Prepaid Freight Minimums
100% Proudly Made in Canada by Canadians

A Momentum USA, Inc. Company
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Milwaukee Tool
has announced an
expansion to its
selection of hand
tool solutions
for automotive technicians with new pry bars.
Milwaukee is offering the pry bars in its current
four-piece Pry Bar Set as individual products.
These tools are designed for up to 40 per cent more
prying strength. As an open stock product, each
metal pry bar comes available in eight-, 12-, 18and 24-inch options. All feature I-Beam design for
the added strength, an all-metal core and a built-in
hammer-ready strike cap to improve durability.
The pry bars come with a tri-lobe handle and a
chrome finish for corrosion resistance and easy
cleaning.
www.milwaukeetool.ca

CAMARO/FIREBIRD
5-SPEED SYSTEM

American Powertrain has
brought in its new Pro-Fit
5-speed system for 198292 F Body Gen 3 Camaro/Firebird. It features
the all-new TREMEC TKX 5-Speed. The new
TKX Pro-Fit kit fits like an original GM manual
transmission with the correct shift position and
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tunnel fit. It features a streamlined case for improved fitment with zero
tunnel modifications. The shifter location mimics the factory fitment
and shifter location. The new Pro-Fit 5-speed system features the new
TREMEC TKX transmission with 600 lb-ft of torque capacity with shifts
up to 7800 RPM. The system comes with a new crossmember that allows
the factory torque arm to be reused and can be adjusted. Six-speed kits
are also available.
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HOOKS AND PICKS

Milwaukee Tool is expanding its automotive
technician hand tools lineup to feature four
new hose picks and two new sets. The hose
pick sets offer a puncture protection flat hose
pick that eases user frustration and reduces
the frequency of damaging hoses while loosening, pulling and prying at
them. These tools feature an all-metal core for greater durability, a larger
shank and a more durable tip designed to remove hoses. The comfort
grip handles give users increased tool control and comfort and resists
harsh chemicals. These sets are available in a storage tray for easy access
and organization. They are available in a four-piece hose pick set with
the above pick types. The eight-piece set includes the four hose picks
and mini-picks that have knurling for increased tool control while doing
precision work.
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SHIPPING SUPPLY SPECIALISTS

SHOP ESSENTIALS
A Momentum USA, Inc. Company
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COMPLETE CATALOG
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uline.ca
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YPA SPOTLIGHT

Norman Cheng
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: Norman Cheng
Company: Mitchell International, Inc.
Title: Senior client services manager
Number of years in the aftermarket: 7

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

No, automotive wasn’t where I imagined I would end up. I always wanted to work
in the tech and software industry, and Mitchell just happens to be a SaaS solution in
the automotive repair space.
My educational background is in business and economics, and my job history has
historically been in consumer electronics, so I kind of fell into it.

What does your participation in the YPA mean to you?

The YPA gives me an opportunity to meet like-minded people, who are also
looking to grow, learn and improve. I work remotely (my closest colleague is a
three-hour flight away), so being a part of the YPA has opened my eyes to what is
out there in the larger automotive market.
Though I am physically far away, the YPA helps give me semblance of having a
group of professional peers that I can network and connect with.

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

There are a ton of supporting companies in the space that are overlooked – suppliers,
software providers, manufacturers, raw materials, etc. in the industry that most
people don’t consider when looking into the automotive industry. Keep an open
mind to opportunities that may not sound sexy but can be just as, or even more
lucrative.

A few last fun questions to get to know you better:
Make and model of your first car?
Honda Accord

What are you terrible at, but love to do anyway?
Lego!

What is the best professional development book you’ve ever read?
Getting Things Done by David Allen
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Launching
performance
to new heights.
For the the most advanced, high
ignitability spark plugs, ask for NGK.

THE IGNITION SPECIALIST
Find out more at ngksparkplugs.ca

TM

WE COULDN’T DO IT
WITHOUT YOU

Raybestos honors the knowledge, skills and automotive
service excellence of ASE-Certified professionals who have
trusted Raybestos® to supply them premium quality brake
parts for the past half century.
©2022 Brake Parts Inc LLC. All rights reserved. RAYBESTOS and THE BEST IN BRAKES are among the registered trademarks and trademarks of BPI Holdings International, Inc.

www.raybestos.com

