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A Message from the Chairman

Dan Guido, AAM isthe owner of
Tony’s Service Center in Phoenix,
President of the Phoenix Chapter and
Sate Chairman. He can be reached
at 602-264-9866 or email at

phxgui do@yahoo.com

May 1% thru May 4" isthe annual ASA meeting and cele-
bration of excellence for AAM graduates. Thereason thisis
important, thisis your opportunity to come and meet with
other national members and if you cannot come. Please e-mail
or call mewith your opinions about the things national is do-
ing right or wrong. Everyone at national is concerned about
great service and your expectations, that you get what your
paying for.

I’m hearing all over town that business has been declin-
ing. Don’'t wait for it to get worse, have meetings with employ-
ees about stepping up service. Let your customers know how
important they truly are. Check and re-check all your adver-
tisements are placed properly and doing the job expected. Ex-
pect results, all of our customers do. Spend moretime with
each client. Please don’t skimp on labor or parts when times
are dow it will come back to burn you in a comeback.

www.asaaz.org. have you looked at the new website? We
need your input good or bad. | the very near future our web
creators media communications will be able to devel op web
pages, websites, or just linksfor all of our members, especially
our associate members. Please remember to fill out the mem-
ber survey for the member to member directory if you have not
done so yet. The directory will be of great value. Members will
be able to find other owners with the same size business and
ask questionsthat are important to growth. Each member has
something to offer.

S

Criving Your Business Into the Future

Savethe Datel!
July 18, 19, 20
Quality Inn
Prescott, AZ

Register Online:
Www.asaaz.org

ASA-Arizona Chairman Submits Comments

on Arizona Clean Car Program
Department of Environmental Quality Excludes Super War-
ranty Provision

ASA-Arizona submitted commentsto the Arizona Depart-
ment of Environmental Quality (ADEQ) regarding the proposed
adoption of Article 18 to implement the California Low Emission
vehicle program in Arizona, as permitted under the Clean Air Act
Section 177 and 209. The letter praised ADEQ for eliminating the
super warranty and included suggestions for the future of a Clean
Car Program in Arizona.

ASA-Arizona Chairman Daniel Guido praised ADEQ for its
exclusion of the 15-year/150,000-mile emissions component war-
ranty in the proposed regulatory language. This has been atop
priority for ASA-Arizona, as well asthe other ASA affiliate
groups nationwide that are monitoring the effect these regulations
may have on repair businesses and the consumersthey serve.

The Automotive Service Association commented that if the
Clean Car Program is adopted as presented, Arizona would be
forced to adopt future modifications implemented by the Califor-
nia Air Resources Board (CARB). As stated in the letter, “ Such
actionswould clearly take away and violate an individual state’'s
rights and authority, to change any regulation or rule that would
have a negative effect on the demographics and vehicle popula-
tion in Arizona.”

ASA has also expressed concern that ADEQ has not per-
formed an economic impact study to evaluate the effects of these
regulations on independent automotive repair facilities across the
state of Arizona. Finally, ASA-Arizona suggested that ADEQ
consider a statewide emissionstesting program. The limited pro-
gram in Arizonatoday ignores the vehicles that are located in
counties without emissions testing aswell as vehicles of the part-
time residents and transients who make up a large percentage of
the vehicle population in Arizona.
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ASA—Arizona State Board

Officers

Danny Guido, AAM—Chair man
Phoenix Chapter President
602-264-9866

phxgui do@yahoo.com

Joe Cross, State Secretary
520-624-771

jfcinaz@aol.com

Kathy Draskovic,
State Treasurer
623-979-2653

mi kesautotech@netzero.com
Board Members

Denny Mandeville, AAM
Verde Valley President
928-282-4424

cars@sedona.net

Josh Schmidgall

Yuma Chapter President
928-782-9847
josh@smittysbodyshop.com

Mike Pfeiffer
Prescott Chapter President
928-778-2231
certifiedtrans@gmail.com

Sean Meares

Grand Canyon Chapter President
928-474-9330
paysondriveline@chiwirel ess.com

Russel Smith
Mohave County President
928-692-1717

staffer @ctaz.com

Bob Schlanger

Tucson Chapter President
520-882-7026
rlsbcs@lineline.com

Bob Jones
State Educational Director
480-557-0655

M essage from the
Executive Director

We are very busy at the ASA of AZ
office. If you haven't checked out our
new website, take sometimeto visit and
seethelist of chapter meetings and train-
ing that is posted. We have recently
signed a partnership with Jobing.com to
manage our job bank. This partnership
will offer the capabilities of seeking em-
ployees for our member shops. A dis-
count will be extended to ASA members
to qualify candidates. You will be ableto
Set-up pre-screened questionsin order to
narrow your search of candidates. The
scheduled launchisMay 1. The website
offers more information and features, take
a few minutes to navigate the website and
familiarize yoursalf with the information,
check back regularly for updates.

We recently visited the offices of
Senator Jon Kyl. Abby Donavan, one of
his staffers was in Phoenix from D.C. and
we met to discuss the information accessi-
bility issue. Dan Guido, Dave Lanspeary
and James Garnand explained that the
information to repair vehiclesisavailable
through the various manufacturer web-
sites and that the cost for accessibility
ranges for daily subscriptionsto annual
subscriptions. Technicians need to be
able to navigate the various websites to
find the information, asthereisno uni-
formity in the websites. We feel that the
National Automotive Service Task Force
has done agreat job in facilitating the

Luz A. Rubio, CAE

identification and correction of gapsin
the availability and accessihility of auto-
motive service information, service train-
ing, diagnostic tools and equipment, and
communications for the benefit of auto-
motive service professional. If you're
having problems in obtaining the infor-
mation to repair a customer’s vehicle,
submit a complaint to NASTF and it will
be resolved in atimely fashion, visit their
website at www.nhastf.org.

Speaking of information, | hope
you' re planning on attending the annual
convention, Sunrise on July 18, 19, 20.
Again, we will be offering quality man-
agement and technical training. Thisyear
we have added two |-CAR classes, oneon
Saturday and the other on Sunday. We
will also be inviting some collision re-
lated vendorsto participate in our show-
case. Wewill also be adding 1 hour
breakout sessions during the showcase for
those technicians and managers who com-
plete their visit of the showcase booths.

We will also be scheduling regular
collision conference calls, to discussis-
sues related to the industry and develop a
plan of action to implement goals that
will benefit the members of ASA.

If you have any questions, input, con-
cerns, or suggestions, don’t hesitate to
call the ASA AZ office at 602-544-2600.

bobjones@quality-trans.com

Russell McCloud, AAM
Affiliate Assembly Delegate

i ASA Newsletter—The Roadrunner

Is owned and published by the Automotive Service Association of Arizona, representing
' businesses in the automotive industry. This newsletter ispublished at least 11timesa |

928-783-8808
rmecl oud@theriver.com . ! " 3 . .
Don K ott ' year and is for information purposes only. The contents of the newsletter including edi-

Convention Chairman ' torials do not necessarily represent the views of the association.

520-888-2393
donkott@tucsonframe.com

" The Automotive Service Association of Arizonais an affiliate of
Staff ASA, thelargest not-for-profit trade association of itskind serving
E“Z Rtl_‘b'%_ o 602-544-2600 automotive service professionals. ASA is dedicated to and governed

XEcutive Director by independent automotive service and repair professionals. ASA’s
[uzrubio@asaaz.or ; . X . -

; international membership base includes numerous affiliate, sate and
Bill Mason 623-377-5823 X ;. .

' ; chapter groups from both the mechanical and collison repair segments of the automo-
Field Director ; S

tive service industry.

ASA—AZ Board Meetings ASA advances professionalism and excellence in the automotive repair industry
Boaar d n‘;]eetlaténgs F?f e open tf?_all members through education, representation and member services. ASA’s national officeisin
and are held & the State office at 5060 N. Bedford, Texas. For additional information about ASA, including past news releases, go

19th Avenue, Suite 218 beginning at 10:30 . - : : ;
am. C;|/| tg {qg\/lp 602-521;]26609 to www.asashop.org, or visit ASA’s |egislative Web site at www.TakingTheHill.com.



mailto:phxguido@yahoo.com
mailto:jfcinaz@aol.com
mailto:mikesautotech@netzero.com
mailto:cars@sedona.net
mailto:josh@smittysbodyshop.com
mailto:certifiedtrans@gmail.com
mailto:paysondriveline@cbiwireless.com
mailto:staffer@ctaz.com
mailto:rlsbcs@lineline.com
mailto:bobjones@quality-trans.com
mailto:rmccloud@theriver.com
mailto:donkott@tucsonframe.com
mailto:luzrubio@asaaz.org
http://www.asashop.org
http://www.TakingTheHill.com
http://www.nastf.org

M eetings & Events

For details of these meetings, please contact your Chapter Presi-
dent listed on page 2.

April 5 State Board Meeting 10—2 p.m.

ASA AZ State Offices

All Members Invited—RSV P 602-544-2600
April 16 Verde Valley Chapter Meeting
7:00 p.m. RSVP to Ann Anderson
928-282-9464

April 24 Prescott Chapter Meeting

6:30 p.m.—Casa Bonita

RSVPto Marissa at 928-778-2231

Tucson Annual Student Awards
Pima Community College
Details Call Bob Schlanger
520-882-7026

April 24

May 1-3 ASA Nationa Annua Mesting
SantaClara, CA

www.asashop.org

May 14 Phoenix Chapter Board Meseting
11:30—1:30 p.m.

ASA Offices, RSVP to Danny Guido
May 14 Tucson Chapter Dinner Meeting
7:00 p.m. - Viscount Suites
RSVP Jacqui 520-790-6035
May 21 Verde Valley Chapter Meeting
7:00 p.m. RSVP to Ann Anderson
928-282-9464

June 7 State Board meeting 10—2 p.m.
ASA AZ State Offices
All members Invited—RSV P 602-544-2600

July 18, 19, 20  Sunrise 2008—ASA AZ Annual Convention
Quality Inn Prescott
Management/Technical Training

Www.asaaz.org

September 6 State Board Meeting 10—2 p.m.
ASA AZ State Offices

All members Invited—RSV P 602-544-2600

November 5—8 CARS/NACE
Mandalay Bay, Las Vegas
www.asashop.org

Check our website www.asaaz.org
For alisting of technical training

Special Events

Bob Schlanger is the owner of
British Car Service in Tucson and
President of the Tucson Chapter. He
can be reached at 520-882-7026

There arelots of things happening in Tucson. The most im-
portant event is our annua Student of the Y ear Awards Banquet
which will be held on Thursday April 24" at Pima College. This
year in addition to the eighteen high school auto shops we will
also beinviting the two collision classes to participate. There will
be great food, entertainment and of course the important part,
giving some of the best kids from the auto progams a great send
off! We will be contacting shops to solicit donations to sponsor a
school. The requested amount will be $125.00, which will pay for
the teacher, student and parentsto attend. Please help if you can,
but most importantly we need everyone to attend. | will be invit-
ing CTE (career and technical education) administrators aswell
as JTED representatives. Thisis one of the strongest statements
of support for the schools from any industry. Itiscritical to dem-
onstrate to the schools how important these programs are to us.

Y ou will be receiving nominating ballots in the mail shortly.
We have had a dedicated core group of people volunteer their
timeto run our chapter for the last too many years! We need
some fresh energy and ideas. If you would like to participate, or
know someone who would like to participate and become a
member of the Tucson board of directors please fill out the nomi-
nating ballot and send it in. If you are unsure of what isinvolved
please call me.

Don't Let Someone Else Do It

There are two statewide student automo-

= ,‘_‘ tive contests coming up that ASAAZ has
s 3 ,J supported for many years. | usually seethe
T - same few members volunteer each year even

though | ask for additional help each year.
These are a good opportunity for you to get
involved in the education of our future tech-
nicians without along-term commitment.

&

Thefirst event isthe SkillSUSA state contest held at the
Phoenix Civic Center on April 29" at 7:30 am until about 1:00
pm. The second is the Ford/AAA Auto Skills Contest on May 9"
at 8:00 am until about noon. Both contests need judges for the
respective events. For additional information or to volunteer for
either or both events, contact Bob Jones at 480-557-0655.

Skills USA—April 29
Ford/AAA—May 9

NEW OE TECHNICAL WEBSITE
WWW.0eml1stop.com
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Tech Tips

Denny Mandeville, AAM isthe owner of
Canyon Automative in Sedona and the
Verde Valley Chapter President, he can be
reached at 928-282-4424

Business has been more up and down than it seems normal,
lately. Shops that have, normally, been busy are reporting less
than stellar sales while others are reporting (in my straw poll)
decent- not great, decent, sales. We have been using two strate-
gies that have been helping us pay our bills- and they may help
you, too.

One of our Associate members, CUSTOMER LINK mails
customer service reminders and other such mailersto your cus-
tomers. Quite honestly, it costs me about $200 per month in mail-
ers, but after the initial Start up costs, thereturn has far exceeded
the costs. This company also sends reportsthat will demonstrate
not only your demographics (which could surprise you that your
customer baseis not exactly as you thought it was), but tracks
returning, and new, customers from your reports sent to them. For
example, in January | spent $206.15 on mailers, resulting in sales
of $18,154.63 from THOSE mailers. Now, | agree, some of those
customers would have returned in the normal turn of events be-
cause they are part of our customer base- but most had the mail-
ersin hand when making their new appointments.

| didn’t know (or have any way of tracking) that most of my
customer baseisin the model years 1996-2005- 67%. The most

money ($10,357.83) was spent on carsin the 100K range. And
(contrary to what | felt), more of my customers drive Toyota's
(18.7%) than any other make. That helps me create a more accu-
rate stocking menu- Toyota, GM, Ford, and Jeep being the heavy
hittersin my shop. See- redlity can change a SWAG by helping to
focus our needs on what is actually coming into the shop rather
than guessing. Using Customer Link has hel ped redefine and
redirect our focus on what our customer baseredly is, not what
we had been guessing at.

The other thing we are using help keep the service bays busy
isfrom another Associate member- IDENTIFIX. IDENTIFIX's
maintenance schedule and catch up maintenance program provide
forms written for the customer- explaining why recommended
specific maintenance be performed. The benefits- in black and
white, of performing maintenance are neatly laid out and can be
personalized for each customer. Our service advisor prints out the
forms for the next recommended mileage service and presentsiit
to the customer when they are picking up their car from the cur-
rent service. It prepares them, they can budget for, and they come
in ready to spend. In addition, by using these maintenance forms,
we are better able to have the correct fluids on hand asthe OE are
using proprietary fluids more often in the drive train.

If you are not currently using our Associate membersto as-
sist your business, look at them. | provide testimonial that at |east
these two benefits can make you money, especially in the slower
times.

See Page 10 for afull list of associate members and
their contact information.

AreYou Getting
Your Discount On
your Health Insurance?

Members of ASA of AZ receive a discount
on Individual Health Policies offered by
Blue Cross and Blue Shield of Arizona,

to find out more information,

Call 602-863-0080
or 800-777-5300
If you aready have an Individual policy with
Blue Cross and Blue Shield of

Arizona, Call to verify that you are
receiving the discount today.

Don’t miss out
on this member benefit!

The Argus Group
Jim Groff & Dave Perolis

Trivia Question #1

Thank you to Virgil Wruble for allowing us to use histrivia ques-
tions. Give you something to ponder before the next issue of the
newsletter is published.

| think Americansfed that most inventions of the modern
age were made by us. That is probably true, except for the auto-
mobile. The Europeans were far ahead of us. The Frenchman
Cugnot's steam tricycle of 1771 was no automobile. Nor were
steam-powered, road-going apparatus built by Dudgeon in 1866
and Roper in 1869 practical automabiles.

The firgt American-built automaobiles didn't appear until the
mid 1890's, amost ten years after machines built by Daimler and
Benz made runs on German roads. When cars were only dreams
in the heads of American tinkerers, hundreds of improved and
Frenchified versions of Daimler's and Benz's machines were al-
ready spinning along the smooth boulevards of Paris.

My question is: Who were the inventors of thefirst car in
America, and in what year? Answer in next months newsl etter.




Collision News

CRA CallsAnti-Steering Bill
" Truth-Setting”

The Collison Repair Association of California (CRA) is
calling on repairersin Californiato rally around Senate Bill
1167, an anti steering proposal which the association is charac-
terizing as "truth-setting policy” that protects consumers from
insurer steering tactics.

The bill, authored by State Senator Pat Wiggins (D-Santa
Rosa) and sponsored by the CRA, states that when a claimant
first reports an accident, theinsurer would be required to ask if
the claimant had selected arepairer. The hill then tiesinto cur-
rent law that directs insurers not to recommend or suggest alter-
native repair choices when the claimant has selected arepairer.

"The battleground is SB 1167 and the insurance industry is
leading with its'head,™ stated Allen Wood, CRA Executive
Director. He noted that insurers are opposing the bill because it
wouldn't allow them to explain the benefits of DRPs. "By op-
posing the bill, insurers are admitting they currently violate the
law which protects consumer choice by not alowing an insurer
to suggest or recommend an alternative shop to claimants who
have already selected arepairer. I'm calling on collision repair-
ers everywhere to support a knockout blow on insurer steering
tactics."

CRA lobbyist Richard Steffen said the bill will bein final
form next week after clarifying amendments are added to the
measure. He stated, "We aren't changing the message, only sim-
plifying it. Theinsurers are calling SB 1167 an "anti-consumer’
bill while CRA says the measureis'pro-consumer.’ Someoneis
wrong. SB 1167 istruly truth-setting policy."

Steffen noted insurer representatives like to clobber claim-
ants with DRP rhetoric before claimants have an opportunity to
state that they have already selected arepairer. Asdrafted, the
CRA hbill will requirethe insurer to ask the claimant about a
repair choice before proceeding with a discussion of DRPs. If
the claimant affirmsthat a choice has been made, then no DRP
talk would be allowed.

Steffen said the bill process will be as follows: The bill
should bein final form on March 10, 2008, at which time it will
be sent electronically to all CRA members. Additionally, the
CRA will ask the CAA and the New Motor Car Dealers Asso-
ciation to distribute notice of the bill. The notice will include
the names and addresses of the author's office and the legida-
torswho will be voting on SB 1167. Letters of support should
be written on business letterhead and mailed by March 18,
2008.

The bill istentatively set for hearing on Wednesday, April
2, 2008 in the Senate Committee on Banking, Finance and In-
surance.

Also on April 2, the CRA is planning alobby day at the
State Capitol. Meetings have been set with half a dozen Sena-
tors already and the CRA plansto add meetings with a dozen
more. Thelobby day is the second part of atwo-day Legidative
Conference planned by the association. The first day of the con-
ference includes working meetings, guest speakers and brief-
ings on legidlative and regulatory issues. On Wednesday, April
2, CRA memberswill meet with state legidlators at the Capitol.

| owa Bill would Prevent I nsurersfrom
Specifying Parts Vendors

The lowa Senate Commerce Committee on Thursday voted
13-0 to approve a new measure that would make it an unfair
practice for insurersto require repairersto use any specific ven-
dor for partsor supplies.

Senate File 2326 places penalties for violations that range
from $1,000 per occurrence all the way to suspension of avio-
lator'slicense.

SF2326 would add a subsection to the state's current insur-
ance code, under unfair practices that reads, "Requiring arepair
business that performsrepairs, on behalf of an insurer, to the
property of an insured or beneficiary to buy supplies and parts
from asdler or list of sellers specified by theinsurer.”

The bill is supported by |obbyists for the Homebuilders
Association of lowa. Representatives of the Independent Insur-
ance Agents of lowa and the Alliance of Automobile Manufac-
turers have not registered their support or opposition.

The bill was introduced in January as Senate Study Bill
3108. The study bill was advanced earlier by Senators Court-
ney, Kettering, and Schoenjahn- a three member subcommittee,
following a February meeting to consider the measure.

I nter state I nsurance Agent Licensing Bill

Introduced in Congress
Bipartisan Bill Aimsto Establish a Sandard
et of Licensng Rules

Reps. David Scott, D-Ga., and Geoff Davis, R-Ky., have
introduced H.R. 5611, the National Association of Registered
Agents & Brokers Reform Act (NARAB I1). The bill aimsto
modernize the current system of insurance agent licensing as it
applies to those who areregistered in multiple states. If passed,
H.R. 5611 will establish the National Association of Registered
Agents and Brokers (NARAB), anon-profit organization to
regulate licensing standards on a nationwide scale.

Thisbill would not replace the current state-based regula
tory system or reduce the requirements for agent licensure. In-
stead, H.R. 5611 allows producers who are licensed and operate
in multiple states to comply with a sandard set of licensing and
continuing education rules. This concept was originally pro-
posed in the Gramm-Leach-Bliley Act of 1999.

The National Association of Insurance and Financial Advi-
sors and the Independent Insurance Agents and Brokers of
America both support the legislation, while the American Insur-
ance Association opposes the bill.

Toview H.R. 5611, visit ASA’slegidative Web site,
www. TakingTheHill.com. Thebill can be found by clicking
“Track Current Legidation” on the home page. The legidation
islisted under “Key Billsin Congress.”

n-CA e
|
. -

WWW.i-car az.com
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AUTO DEALERSWARNED: QUIT FO-
CUSING ON “ME” AND START WORK -
ING ON “WE”"

Charlie Fewell, President of leadership consultancy firm
Charlie Fewell & Associates, has targeted American auto dealers
customer service approach as being their biggest obstacle to sales
growth, warning them to wise up to the feelings and senstivities
of their customers and employees or watch them move el sewhere.
Charlie€’ s messageto the dealers was clear: you can’t build a
meaningful customer relationship by yourself. “They need to
understand that a purchase flows through the team. It’s not just
about making a sale by themselves and focusing on the bottom
line. Thisis where so many dealers go wrong. They need to be
aware that everyone who touches the customer, even by just an-
swering the phone, is either building, or diminishing, the cus-
tomer relationship.”

Charlie's call for awareness and teamwork has come at atime
when most dealers are worried about their bottom line, with re-
on fearslikely to impact salesin the automotive industry
nationwide. Heinsisted that building a strong team and devel op-
ing the right kind of customer service is the only way to get ahead
in the market, especially during such uncertain times. In other
words: burying your head in the figures won't bring in the dough.

Fewell’ s speech was warmly received by his audience of
parts managers, dealers and sales professionals representing GM
Powertrain product dealers— most of whom are looking for any
market advantage they can get. The conference in Dallas aimed to

At SCF Arizona,

When it comes to controlling the costs of
workers' compensation insurance, SCF
Arizona is pleased to work in partnership
with the Automotive Service Association
of Arizona.

« Safety Services and Loss Control

* Claims Management

* Association Safety Program

SCFizonss

A rw:r.ﬁ_ﬁ.'.rjwu

602.631.2000

We Team Up for Safety.

provide the necessary technical and product know-how for GM’s
energy-saving Powertrain technology to its dealers. Charlie has
been brought into the conference over the lagt five yearsto show
how expertise and diligence alone will never deliver an optimum
level of sales unless dealers bring together a customer-focused
team.

By tuning into the kind of behaviors that encourage custom-
ersto buy, and undergtanding that different customerswill re-
spond to different behavioral approaches, dealers can achieve the
sales and, beyond that, customer loyalty, according to Charlie. He
explainsthat it is not enough for the dealers themselvesto find
the highest level of customer empathy, they need to coach it to all
their staff as well, establishing afirg-rate experience for the cus-
tomer — from every member of the team, not just the head of the
operation.

For automotive deal ers starting from a base of poor relation-
ship-building, Charlie says that negative feedback provides the
perfect teaching manual. “1f you receive a complaint from acus-
tomer or client, it’s not the end of the world. You can turn it to
your advantage. Treat complaints as gifts.” Thisway, argues
Charlie, leaders can use aredl-life exampleto illustrate the detri-
mental effect bad teamwork can have, and usethe “gift” asa
launch pad for building better customer relationships. “Get your
team in the right frame of mind, and build lasting and meaningful
relationships with your customers. Thiswill keep bringing cus-
tomers back to you for more”.

Charlie has worked as a consultant to organizations and indi-
viduals, from Fortune 500s to aspiring entrepreneurs, across
America. The principles that guided Charlie to success in his 30-
year career in the wholesale distribution environment are still
with him in the advice he bringsto his clients today, “Achieving
the best possible customer service isthe responsibility of every-
body in an organization. If you can energize every single individ-
ual in your team, show them how they too can be a“‘winner’, and
how to connect the dots between their thoughts, their actions and
outstanding personal and businessresults, they will build great
customer relationships and generate the kind of sales that keep
coming back.”

Charlie Fewell isthe founder and President of leadership
consultancy firm Charlie Fewell & Associates. He is a frequent
speaker for national trade associations and corporate organiza-
tions. Charlie also contributes articles and opinions to various
industry publications and newsl etters, including Automotive
Cooling Journal, Autolnc. and LeadZine, the journal of Leading
& Learning Inc.

Areyou a professional automotive technician with a
difficult diagnostic or repair job? JoiniATN and take
advantage of the TechHelp system. You'll find help
from thousands of your peers with just about any kind
of repair issuel

www.iatn.net
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Five Stepsto better Employee Buy—l n
By Michael Srautman, Automotive Service Leaders

Manage with quegtions, not with orders. Ask employees
why they think you would be concerned about their
not following proper procedure. Y ou may find some
situations where the employee simply doesn't under-
stand how something should be done.

Understand the difference between labels and behaviors.
Have you ever made statementslike this? "Y our atten-
dance must improve,” or "Y ou need more confi-
dence." Y ou should understand that "confidence” or
attendance” would have to be explained in more de-
tail. Instead, focus on tardiness' or "positive tone of
voice" and have examples to back up your statements.

Plan before your discussions. Most of our fear of confron-
tation with employees stems from lack of preparation.
Take 5 minutes before each discussion to think about
how this discussion could go and ways to handle any
unexpected responses.

Document discussions. Having documented discussions will
aid employees in remembering what has been agreed to. En-
courage your employee to come up with their own solution
to a problem. They will buy in to their own solutions more
so than your directive, especialy if they have initialed that
this was how they agreed to accomplish that goal.

Follow up soon after discussions. Tell employees when they
can expect to speak about the issue again. | recommend 24 -
48 hours after a discussion. This allows you an opportunity
to reward them with positive feedback for changing the be-
havior.

Auto Shop Tips© by Michael Strautman W
mi kestrautman@turnaroundtour.com Ry C—
www.turnaroundtour.com
800-233-8551

ASA AZ Credit Card Program

FIRST
DATA

To find out how much you can save through the
ASA AZ Credit Card Program

Contact: Kevin Holladay
480-332-9272
First Data Merchant Services

Valley Drivers Get
Educated
"While they Wait."

AutoTV isoffering afree TV

program to qualifying businesses.

This 2 hour program will play con-

tinously on aloop with short 2

minute TV programs focused on a

driving audience. Hosts will also

receive free commercials on their
TV and on the entire network. Love of Cars!

Thanksto AutoTV, Valley driv- - -
erswill soon be getting tips on H
driver safety while they wait for
their carsbeing serviced in local automobile focused businesses.
Business devel oper Bruce Fischer will be working with area
AutoTV Host businesses and public service organizations to de-
liver messages on topics such as safe driving habits, gas saving
measurers and defensive driving manuvers to help make our
roadways
safer.

Hosted by Nick Calderone, former local TV news reporter,
AutoTV programming will be amix of entertainment and infor-
mation for the customers while they wait. Programming will also
feature car topics such as classic cars, muscle cars, future cars,
sports cars, car accessories and car facts.

AutoTV can retro-fit existing televisions in waiting roomsin
tire stores, auto repair garages, windshield repair companies and
other businesses that serve the ready-made audience of Valley
drivers. "It's an opportunity to diseminate valuable information to
driversthat will utlimately help to save lives." says Bruce
Fischer, CEO of the AutoTV Network. "Why should your every-
day trip in your car have to be so dangerous? We all need to be
better, safer drivers, and AutoTV will be agreat opportunity to
give safety tipsto drivers.”

AutoTV will beworking with ASA membersin Phoenix as an
intial test city for this network and plans are already being made
to reach out to the nation's driversin the future.

To find out if your business qualifies for the AutoTV Network,
afree service, call Bruce Fischer at (602) 996-7129 or email
autotvusa@yahoo.com Visit the website to learn more and see
an example. www.autotv.biz
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8 MAJOR WORKERS COMP MISTAKES

By Frank Pennachio

Throughout much of the country, declining Workers Com-
pensation rates are music to employers ears. After al! that seems
likelong-awaited good news, particularly since Workers Com-
pensation is, more often than not, viewed as a necessity and a
significant cost of doing business.

Y et, looking at Workers Compensation as a business neces-
sity or acommodity isamajor falacy. Although most employers
fail to recognizeit, Workers Compensation is a core business
practice and a means for improving the bottom line.

Rather than diverting attention and finances during periods
of lower Workers Compensation rates to other business priorities,
employers can benefit by taking steps to guarantee long-term
savings. Here are eight mistakes employers should avoid so they
can achieve long-term Workers Compensation savings.

1. Confusing lower premium rates with cost reductions
Many employers are surprised to learn that areduction in rates
does not aways mean areduction in costs. Let’ s begin with a
basic understanding of what determines the cost of Workers
Compensation insurance. Unlike other insurance, Workers Com-
pensation functions like a credit line to finance the costs of inju-
ries. As such, rates alone do not determine the overall cost. An
Experience Modification Factor (E-Mod) tailorsthe cost of insur-
ance to the individual |oss performance of an employer. A Work-
ers Compensation premium is calculated by this formula: Rate x
$100 Payroll x Experience Modifier.

The Mod calculation is complex. But an employer generally
is compared with similar employers in the same industry classifi-
cation, and if past |osses are lower than average, a credit rating
reduces the premium. Conversely, if past losses are higher than
average, adebit rating can actually increase costs in spite of
lower rates.

2. Becoming complacent. Declining rates act as blinders for
many employers. With lower prices, its easy to shift focus away
from injury management and cost containment to other, more
pressing business matters.

While increased attention to safety led to a declinein the
number of workplace accidents, which resulted in fewer claims
and lower rates, claim frequency is only one part of the equation.
The other part, claim cost including indemnity (lost wages) and
medical care, continuesto rise. In many industries where there
aretight labor markets, wage gains are expected to trend higher,
suggesting further increases in indemnity severity. At the same
time, medical care costs have marched rdentlessly upward since
the mid-1990s. Even more disturbing is the fact that the growth in
Workers Compensation medical costs has been much stegper than
in the health care industry as awhole, indicating that not only

www.tur nar oundtour/lifeline.ntml or
call (270) 782-6455.

medical inflation but amix of services and overutilization are
driving up costs.

If claimsremain open and injury costs escal ate, reserves
(estimate of ultimate cost of injury) rise and adversely affect the
employer’ s Experience Modification Factor, thusincreasing
costs. Employers need to understand what isimpacting medical
costs and measure key metrics such as cost per claim trends ad-
justed for diagnosis and severity.

3. Focusing on direct costs only. Ask a businessperson how
much he or she spends on Workers Compensation and amost all
will respond with the price of the premium. Y et, the direct costs
of Workers Compensation often represent only 20 to 30 percent
of the overall injury expenses.

Indirect costs, including overtime, temporary labor, in-
creased training, supervisor time, production delays, unhappy
customers, increased stress, and property or equi pment damage
represent several times the direct cost of theinjury. A 2002
Safety Index report by Liberty Mutual tallied the direct cost of
workplaceinjuries at $40.1 billion. Thetotal financial impact of
both direct and indirect costs was estimated to be as much as
$240 billion. Injury costs, both direct and indirect, will have a
much greater impact on an employers overall costs than rate
decreases.

4. Thinking rates will stay low. Historically, the Workers
Compensation price cycle has repeated in a predictable pattern:
Rates decline, insurance is purchased for alower price, employ-
er s shift focus away from Workers Compensation, claim costs do
not fall in relationship to reduced rates and employers Mod in-
creases, legidative reforms erode or become ineffective, insur-
ance company profits diminish and rates increase.

During adeclining rate cycle, the plan expects that if rates go
down, so should injury costs. if employers do not manage injury
effectively and claims do not go down, the employers Mod will
go up. When rates rise again, the increased Mod will wipe out
any savings garnered during the declining rate cycle.

5. Viewing Workers Compensation as an expense. Viewing
Workers Compensation as a core business practice of comprehen-
sive risk management, the focus shifts from price to tangible met-
rics that are driving claims costs. With this information, employ-
ers can address the underlying circumstances and conditions that
are pushing up work-related injury costs and measure the value of
their actions.

The declining rate period provides an opportunity and a chal-
lenge for employers. The opportunity isto use the ‘found” money
to implement practices that will improve their company and prof-
its: better hiring, injury management and improved education and
training. The one constant that separates employers from their
competitors istheir workforce. The challengeisto protect it. Em-
ployers should recognize that Workers Compensation is more
than anecessary expense; it isa controllable aspect of business
that, if managed properly, will have a measurable and positive
return on investment (ROI).

In “ROI Sdlling,” authors Michael Nick and Kurt Koenig
note three measures of ROI, writing, “Return on investment oc-
curs when a company realizes an increase in revenue, areduction
in cost or an avoidance of cost.” Viewing Workers Compensation
as an ongoing process and not an expense can accomplish all
three. When injuries do occur, employers can increase their reve-
nues by getting employees back to work quickly and reduce their
costs by managing the injury effectively. By recognizing that

Continued on Page 8
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Continued from Page 8—Work Comp Mistakes

Workers Compensation begins at the date of hire, employers can
avoid costs by hiring theright people.

6. Separating Workers Compensation from employee reten-
tion. Retaining skilled employeesis one of the most difficult
challenges facing businesses today. Turnover is extremely costly.
According to estimates it is anywhere from 50 to 150 percent of
an employee' s annual salary. If awork-related injury is not man-
aged properly, it can result in the unnecessary loss of a skilled,
trained employee. The longer employees are away from the job,
the lesslikely they areto return. Statistics show that if employees
are not back to work within 12 weeks, they only have a 50 per-
cent chance of ever returning.

The fundamental reason for most lost timeisnot medical
necessity but the non-medical decision making and lack of a
process that occurs after an employee is injured. The workplace
response iskey: Studies show employees satisfaction with their
employers response has amuch larger impact on employment
stahility than their satisfaction with healthcareitself. Being
guided by a plan that focuses on communication and return to
work will be far more effective than declining rates in both reduc-
ing Workers Compensation costs and improving productivity.

7. Devaluing your relationship with the insurance company
or agency. In atime of declining rates and new competition,
thereisatendency to shop for the lowest price. Theinsurance
industry is not immune to the old adage, “Y ou get what you pay
for.” Chasing the lowest rate can result in poor service or having
to deal with an insurance company’ s unstable finances, In every
“soft market” cycle, insurance companies have gone bankrupt
and been unable to pay claims. It is critical for employersto in-
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» Over 65 Locations in Arizona To Serve You . . . Over 3,400 Nationwide

» CARQUEST Carries A Complete Sefection of Parts & Accessories,
Backed by the CARQUEST Coast-To-Coast Guarantee

* For the CARQUEST Store Neares! You, Call: 1-800-492-PART or Visit CARQUEST.com

AUTO PARTS

vestigate the insurer’ s stability as well as itslong-term commit-
ment to the Workers Compensation market to mitigate the possi-
bility of afinancial failure.

Furthermore, selecting an agent and carrier with an excellent
understanding of Workers Compensation is very important. The
added benefits of improved hiring practices, medical relation-
ships and comprehensive injury management services will reduce
both the number of claims and the costs of claims, resulting in a
lower Mod. Unlike declining rates, areduced Mod is a guaran-
teed way to drive down costs over the long term.

8. Measuring the wrong thing. Prominent statistician John
Tukey, Ph.D., said, “When the right thing can only be measured
poorly, it tendsto cause the wrong thing to be measured well.
And, it is often much worse to have a good measurement of the
wrong thing, especially when it is so often the case that the wrong
thing will, in fact, be used asaindicator of the right thing, than to
have a poor measure of theright thing.”

When Workers Compensation is treated as a commodity, the
decision isreduced to the lowest possi ble common denominator:
price. This shortsighted approach is equivalent to expecting gour-
met food on a fast food budget. If employers are not measuring
the truefinancia impact of work-related injuries, they cannot
effectively manage them.

Frank Pennachio, CWCA, is the cofounder and director of
curriculumfor the institute of WorkComp Professionals, an or-
ganization that tests and certifies insurance professionals with
the skills and knowledge necessary to alert employers about the
hidden costs and overchargesin the workers compensation insur-
ance system.
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Automotive Part / Supplies
Autohaus Arizona, Inc. Carolyn Lefebvre, 602-243-4287
AutoZone Tony Swinson 602-435-4458
B&T Tools (Matco Tools Dist.),

Butch Weisenbeck, 928-300-1954 (Cottonwood)
BAP Import Parts Larry Del Rae, 602-242-4308 (corporate)
CARQUEST Doug Klein, 602-282-6816 (Didtrict)
CARQUEST Cottonwood Charles Friend, 928-634-5482
Charleston Auto Parts Jim Cardy, 928-753-5571 (Kingman)
Kenz & Ledlie of Arizona,

Will Rasmussen  623-764-3671 (statewide)
Jasper Engines & Transmissions Mike McDonald

800-827-7455 xt 1528 (statewide)
Lefty’'s Auto Electric Ralph Allen, . 602-269-2567
Master Shaft Jim Haines, 602-254-5454 (Phoenix)
Merle's Automotive Supply Steve Sattinger, 520-622-3526
(Tucson)
Monty’s Motor’s Greg Montoya 520-458-2061 (Sierra Vigta)
Pro-Cut Distributor / Mutt Enterprises, Inc.

Clayton Hollaway 928-925-1079
NAPA Auto Parts - Ryan Hennesy 602-538-5087
(District Center)
NAPA Auto Parts—Apache Junction, Jay Stouse 480-982-0363
NAPA Auto Parts- Kingman Tammy Green, 928-753-2188
NAPA Auto Parts- Yuma Russ Clark, 928-341-4688
NAPA Auto Parts. Grand Canyon Auto Supply, Inc.

Craig Abernethy, 928-445-2240(Prescott)

Off Road Buggy Supply Rich Binder, 928-783-6265 (Y uma)
Payson Auto Supply Ralph Lucht, 928-474-5224 (Payson)
Rieth Auto Bob Curtis, 480-962-4211 (Mesaq)
Safety Kleen John Petty  480-250-3836
Snap On Tools— All Tech Tools (Prescott, Sedona)

Ray Smith 928-899-3547
Southwestern BG, Inc. Doug Garrison, 520-742-6936 (Tucson)
Tri-City Automotive Warehouse

Tom Hartenbower, 480-892-7732 (Phoenix)

World Pac, Kevin Brennan, 602-738-7681 (statewide)

Customer Relations Marketing
CustomerLink Jill Stenson, 916-781-4344 (statewide)

Coallision Industry Vendors

A-1 Automotive Refinish  Troy Schooley 888-489-6338

ALLDATA Derick Hoelscher 602-809-4242 (Phoenix)
800-795-1525 asa@alldata.com (statewide)

Akzo Nobel Coatings Mike Shields 480-804-0068

Audatex Everardo Keeme 602-237-3375

AutoClip Doug Seper  317-538-4892

Bill Heard Chevrolet Mitch Elie 480-481-6610

Camelback Toyota Parts Dept. Ben Barringer 602-264-2841

Camelback VW Subaru Hermann Hartke 602-616-0801

Car-O-Liner Shawn Alarcon 623-512-7630

Doeherman Company Todd Duke 602-252-2964

Enterprise Rent-A-Car Glenn Zeldin  602-818-8075

Ever-Ready Glass Frank Thomas 602-235-6002

Insurance Auto Auctions Charlie Sanders  602-305-5345

Keystone Automotive Jerry Elwood 602-353-3415

Leading Edge of Arizona Tom Lantz 480-966-8819

LKQ All Models Randy Smith  602-470-4580

New Way Auto Parts Kent King  520-622-7781

Power Nissan Parts Don Foote 480-598-6000

Sherwin Williams Automotive  Brian Falls 602-410-6704

Diagnostic Softwar e
ALLDATA Derrick Hoelscher 602-809-4242 (Phoenix)
800-795-1525 asa@alldata.com (statewide)

1

Equipment, Hoists, Lifts, etc.

Cuda Cleaning Systems, Mark Gilson 480-782-7412 (Satewide)

David Blatt LIFTCO, Inc. David Blatt, 520-615-0992 (statewide)

Doehrman Company, Inc. Todd Duke 602-252-2964 (Phoenix)
520-792-9338 (Tucson)

Leading Edge Automotive John Rang, 480-894-9661 (Tempe)

Metro Plating, Inc. Kim Brown, 480-833-8453 (Mesa)

Mutt Enterprises, Inc. / Pro-Cut Distributor, Clayton Hollaway,

928-925-1079 (statewide)

Planet Equipment, Inc. Ron Ryno, 480-844-1437 (Gilbert)

Gordon-Darby, Inc. AnneHagerty, 602-437-8041(Phoenix)

Environmental Consultants
Van's Environmenta Service Brian Vance, 623-674-8267

Gasoline Supply

Arizona Fuel Distributors Spenser Rasi, 602-437-4515
(statewide)

Giant Industries, Inc. Mike Hardy, 480-585-8828 (Scottsdale)
Hallum Oil David Hallum, 602-254-5163 (statewide)

Navajo Refining, Bill Champlin, 480-821-8445(statewide)
Union Distributing Dave Lueth, 602-358-2410 (statewide)
Win Qil, Inc. Jeff Pugliano, 800-845-4914 (statewide)
Woody's Enterprises Jack Lowe, 520-684-7868 (Tucson)

I dentity Theft
Prevention Solutions, Kia Ratliff 800-881-1526 (statewide)

Insurance
Glendale Insurance Jeff Dickerson, 602-843-1802 (Glendale)
The Argus Group 800-777-5300 (statewide)
Dave Perolisxt. 106 Jim Groff xt. 105

Workman Insurance Bob Workman, 520-531-1300 (Tucson)
Wells Fargo, Jack Bender 602-381-2830
Zurich Direct

Dan Oades, 602-312-0039, Mike McCoy 623-238-8792

M er chant Services—Cr edit Cards
Firg Data, Kevin Holladay 480-332-9272 (statewide)

Real Estate
TierraAntigua Realty Mark Hays, 520-444-5401 (Tucson)

Radiators
Hawkes Discount Radiator Terry Stewart 602-426-8183
Performance Radiator Greg Anderson 602-462-9260

Towing

Rapid Towing Ben Wilson, 928-445-7387 (Prescott)

Training

Automotive Training Ingtitute, Ken Brookings, 208-263-8170
Auto Profit Magters  David Rogers 866-826-679(statewide)
CARQUEST Doug Klein, 602-282-6816 (Phoenix)

NAPA Auto Parts - Ryan Hennesy 602-538-5087

(District Center)

Tri-City Automotive Tom Hartenbower, 480-892-7732 Phoenix)

Uniforms
UniFirst Corporation, Frank Hall , 602-253-1144 (statewide)

Used Oil
Safety-Kleen, John Petty, 480-250-3836 (statewide)
SW Petroleum Waste Mgmnt, Lore Parker 623-772-5992

Worker’s Comp. Insurance
SCF of Arizona Phoenix 602-631-2600 / Tucson 520-292-4142
Zurich Direct ~ Dan Oades, 602-312-0039

Mike McCoy 623-238-8792
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AJO
2050 N. Hwy 85
520-387-6962

APACHE JUNCTION
2204 W. Apache Trail
480-982-0363

AVONDALE
519 W. Western
623-932-1550

BENSON
181 S. Patagonia
520-586-2272

BUCKEYE
126 S. 4th Street
623-386-5616

CAMP VERDE

27 West Generd Crook Trl.

928-567-3356

CASA GRANDE
217 E. 2™ Street
520-836-2965

CHANDLER
71 E. FryeRRd
480-963-6402

CHINO VALLEY
1448 S. Hwy 89
928-636-6272

COOLIDGE
403 W. Centrd
520-723-9551

COTTONWOOD
420 S. Main
928-634-4213

DOUGLAS
500 Chiricahua Rd
520-364-7449

EL MIRAGE
12555 NW Grand Ave
623-583-0888

ELOY
451 S. Sunshine
520-466-9231

FLAGSTAFF
1865 E. Butler
928-774-2733

FLORENCE
440 S. Main
520-868-5839

GILA BEND
619 W. Pima
928-683-6324

GILBERT
1022 N. Gilbert Rd
480-892-9866

GLENDALE
6020 W. Myrtle
623-939-8383

GLOBE
1100 N. Broad &
928-425-5714

GREEN VALLEY
19193 S. Alpha Ave.
520-648-6272

KEARNY
393 Alden Rd
520-363-5557

KINGMAN
2545 E. Andy Devine
928-753-6759

LAKE HAVASUCITY
124 N. Lake Havasu
928-855-9171

MARANA
13750 N. Sandario
520-682-3031

MARICOPA
19563 John Wayne Pkwy
520-568-2341

MESA
3051 E. Man St
480-924-6992

MESA EAST
6827 E. Main St.
480-294-6999

MESA WEST
2330 W. Broadway
480-281-0140

NOGALES
570 W. Maricopa
520-761-1602

PAGE
621 Elm St
928-645-8876

PARKER
817 Cdlifornia Ave.
928-669-2262

PAY SON
110 W. Main
928-474-5221

PEORIA
10447 N 83rd Ave
623-979-3363

PHOENIX EAST
2150 E. Thomas Rd
602-267-0677

PHOENIX SOUTH

502 E. Buckeye Rd
602-254-6643

3707 E. Broadway #5
602-437-3028

PHOENIX NORTH
2711E. Bdl Rd
602-344-2000

PHOENIX WEST
2811 W. Thomas
602-272-5611

7622 W. Indian School

623-850-6272

4327 W. Van Buren
602-272-2341

PHOENIX NW
618 W Deer Valley
602-869-0912

PHOENIX CENTRAL
3331 W. PeoriaAve #101
602-978-2200

PRESCOTT
533 N. Madison
928-445-2240

PRESCOTT VALLEY
7563 E. Hwy 69
928-772-9455

QUEEN CREEK
18423 E. San Tan Blvd. #3
480-279-2645

SAFFORD
628 5th S.
928-428-3873

SALOME
HWY 60 & Sort St
928-859-3405

SCOTTSDALE
1923 N Scottsdale Rd
480-949-8808

SCOTTSALE NORTH
8241 E. Evans
480-991-0161

SEDONA
2885 W. Hwy 89A
928-282-4193

SHOWLOW
330 W. Deuce of Clubs
928-537-4317

SIERRA VISTA
409 W. Fry Blvd
520-458-1713

SNOWFLAKE
821 S. Main
928-536-4251

SPRINGERVILLE
106 E. Main &
928-333-2688

ST.JOHNS
1175 W. Cleveland
928-337-4351

STANFIELD
36650 W. Hwy 84
520-424-3321

TEMPE
720 W. Elliot Rd
480-820-7900

1848 E. University
480-968-7282

TUCSON
880 E. 20th St
520-623-8821

WICKENBURG
457 W. Wickenburg
928-684-2861

WILLCOX
650 S. Arizona
520-384-2287

WINSLOW
1507 N. Park Plaza
928-289-2043

YUMA
360 10th St
928-782-4721

3080 S. Pacific Ave
928-341-4668

CALIFORNIA

BLYTHE
184 N. Spring &
760-922-2141

NEEDLES
820 W. Broadway
760-326-2668

@ Get2Good Stuff
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