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The Coach’s Corner Kim Hickey , ATI Coach
What Would Stella Say?
Sometimes things are so simple, they just hit you like a ton
of bricks. I received an email from Al Sutherland of Al’s 		
Certified Auto Repair, asking me if his granddaughter was
working for ATI or me. The email went on to say:
“I am at lunch with my five-year-old granddaughter Stella
and my wife Sue. We are explaining to Stella that we need to
eat quickly so that we can get back to shop so our service advisor John
can go to lunch. She says ‘Well why doesn’t Daddy run the counter so
John can go to lunch?’ We explain that Daddy doesn’t know how. She
comes back and says ‘You should write down everything you do so
Daddy will know how!”
First thing I did was offer Stella a job, and then I started laughing.
After Stella’s question sank in, I stopped laughing. It was then that I
started wondering how did we stray so far from the basics. At what
point did plain old common sense become such a thing of the past?
“You should write down everything you do so Daddy will know how!” I
want you to read that again “You should write down everything you do
so Daddy will know how!”
How is it a five-year-old has more business sense than most shop
owners? One of the biggest challenges I face as a coach is getting
my team members to get everything out of their heads and on to
paper.

There are many reasons for SOPs.
Let’s start with the obvious ones:

1. If something unexpectedly incapacitated

you — whether on a temporary or a permanent basis — for your
business to survive, it would have to keep running.

C

If there are things that only you do or you
know, what type of burden are you leaving to the people
left behind? Besides your family and employees having to
deal with the emotions revolving around you being
incapacitated or gone, they would simultaneously have
to deal with the burden of keeping your business 			
running. I have heard some of you comment that your
spouse or children or X would just have to sell it. Well,
someone has to keep the business viable until a buyer
could be found. I can’t think of anything more selfish
to do to someone.

3. If you were selling.

C

If you ever decide to sell your business, you have to
prove to the potential buyer that the business they are buying is
viable without you. Not only do you have to prove that
to the potential buyer, but you (or they) also have to
prove that to whoever is financing them. Banks and
other financiers for some crazy reason tend to frown
upon lending money for a business that can’t run
without the previous owner.

4.

Branding and a consistent customer
experience.

C

If you don’t have standards in writing, your external
customers are not all receiving the same experience. I was
speaking with a Team Kim member the other day and they shared
with me that they are now sending some of their customers’ cars
to the car wash. “Great!” I said, and then asked what the criteria/
policy was for a customer to receive a car wash. My member
didn’t know. He said that he didn’t have a policy and was just
“leaving it up to his guys.” I then asked what if one “guy” thinks
that the customer should receive a car wash if they spend $400
and another “guy” thinks it should be on tickets over $1,000?
What does that do for your branding and customer experience
if they don’t know what to expect, or if they get something
different every time? What if another “guy” thinks the customer
should get a car wash with every oil service? How much money
is allocated for car washes in your budget? Do you have enough
staff to get all those vehicles to the car wash? You can see where
I am going with this! Even something as simple as getting a
customer’s car washed can have endless scenarios and
should be in writing.
Do yourself a favor next time you are wondering if
you have the time or energy to put your SOPs in
writing: ask yourself “What would Stella say?”

2. If you wanted to go on vacation, or
SuperConference, or training.

C

The most common reason I hear why you don’t go
on vacation or leave is that the business falls apart
while you are gone. Until you get everything in writing
and standards for everyone to follow, it will continue to
fall apart. Some of you even boast to me that you can’t
even go to lunch without things falling apart. That, my
friend, is NOTHING to brag about. No one is that
important. It is not falling apart because you are that
good, it’s falling apart because you failed at setting
the standards and putting them in writing and failed
to train your internal customers properly.

Do yourself a favor next time you are wondering if you
have the time or energy to put your SOPs in writing:
ask yourself “What would Stella say?”
“Like all magnificent things, it’s very
simple.”
—Natalie Babbitt, “Tuck Everlasting”

“Simplicity is the ultimate sophistication.”
—Clare Boothe Luce

Shocktober is Here! by Kim Hickey, ATI Coach
Monroe’s “Shocktober 2” event starts on September 1. What does
this mean for you? It means that you have a great opportunity to
create awareness and educate your customers about the safety
factors surrounding suspension. Not only is this the perfect time to
educate your external customers about suspension, but it is also
a great time to educate your internal customers. Also, for those of
you with advisors that have NOT been to all three service advisor
classes and feel they can’t sell shocks/struts because they are too
expensive, the Monroe rebate promotion is a way to squash that.
I’m showing my age a little here, but years ago we were told that
“As long as you didn’t mind a bouncy ride, you didn’t have to do
anything with your suspension.” We were told that suspension was
strictly a comfort feature. In fact, we celebrated having a bouncy
ride by putting dog and hula girl figurines on our dashes and
watched how the head or skirt moved. Today we know better.
While I know better now and you know better now, do your internal
and external customers know better? I wonder how many of your
advisors do a good job explaining to your customers that shocks
and struts performing at 50 percent efficiency can add 12 feet of
stopping distance for a car traveling 60 mph? How many parents of
teenage drivers know that number? Bob Crowe Auto Service created
a letter explaining about suspension and included safety stats and
attaches it to every invoice during Shocktober.
During the Shocktober event in the fall (and also during Monroe’s
spring promotion), I encourage you to have your advisors fill out a
suspension log. The suspension log is used to record your vehicles
that come in, their mileage, if the suspension is OE, and some other
items. We all have selective attention, so the log helps to keep
suspension in everyone’s sights. It takes 30 days to form a habit,
so after 60 days of filling out a suspension log, paying attention to
suspension should become such a habit that your advisor and techs
don’t ever not pay attention again.

What should you be doing
during Shocktober?

CFill out suspension log
CSchedule your under car or
Monroe rep to come in and have a class for
your techs and advisors
Schedule a ride and drive for your staff if there is
one in your area
Send an email blast to your customers
Post videos and stats about suspension on all your
social media
Contact your vendor if you have not received your POS
supply kit yet

C
C
C
C

CLook through your outstanding recommendations and
find any regarding suspension — be sure to contact
those customers and let them know about the
promotion

If you don’t sell Monroe products, ask your supplier what kind of
promotion they can offer you. Even without any type of promotion,
this is still a great time to bring suspension safety awareness to both
your internal and external customers.
You can put something about back to school on your suspension
promotion. School is back in session and there are a lot of teens
driving themselves there. Safety is a powerful message for parents
of teen drivers. Your headline could read something like “If your
suspension is not up to factory specs, do you know that your teen
driver will need an extra 15 feet of stopping distance?” I don’t know
about all of you, but the thought of my boys needing an extra 15
feet to stop scares me to death. What about the parents that drive
their children to school, don’t you think they want to be safe while
driving their children and friends to school and events?
You can email me for a copy of the suspension log, Bob Crowe’s
letter, and / or suspension stats and visuals at
khickey@autotraining.net

SuperConference in March 2018
March, the beginning of Spring. What are you doing in March? The average
temperature for March in the United States is only 46.2 degrees. The average
temperature in Florida in March is 79 degrees. Hmm, what to do, what to
do? Ever get into a rut with your shop? Ever need a little boost of inspiration,
education, with a touch of vacation?
How about getting all that, and that great Florida weather? Well then, the
answer is simple. Come to ATI’s SuperConference in March 2018! What could you
learn from hanging out with the sharpest shop owners in North America? How
about almost everything!!
We have great speakers brought from around the country to inspire you,
challenge you and help you make a real difference in your life and your staff.
Learning is a journey that never ends. You want your staff to keep getting better,
faster and smarter. If that’s true then you must do the same. You’ll learn as much
from the other shop owners as you will from the speakers.
But, on top of that, we have the specially created training modules that are
taught by our coaching staff, the Roundtables. Come and experience the sharing
of knowledge that can only happen in this type of environment. There is a ton of
information packed in this four-day event.
We also have the vendors that you need to speak with to help your business
grow to the next level. They are available throughout the Conference but we
have a special night just for you to be able to meet, greet and ask the questions
to help your business.
Do we have some fun? Of course! We have the Welcome Reception and Dinner,
the Awards Dinner and we can’t forget the always popular SuperConference
Olympics! The optional tours planned for Saturday are awesome and you don’t
want to miss them.
Seats are going fast! Last year we had a waiting list by September,
this year it looks like the waiting list may happen even earlier.
Don’t miss out. Don’t wait! Get signed up now with easy
monthly payments and get out of the cold. Get into the
warmth of great weather and your peers to help take your
shop to the next level.
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Hear shop owners talk about their AH-HA moments and tell their
stories of change. Introducing the latest ATI innovation “Driving
Change.” This is a podcast we created to improve our members’
experience and further assist with their growth. Each week I will be
interviewing a client about something they are passionate about.
We have a great start with several clients that have already stepped
up and shared their stories. Will you be next? What wisdom and
experience do you have to share? If you have a burning desire, and a
great story to tell (and I know you do), we want you on the program.
Please email me at podcast@autotraining.net to set up your personal
interview.
Please go to http://drivingchangeatati.podbean.com/ to listen to the
podcasts already there. Be sure to download the app and subscribe
so you will be notified when new podcasts are added. Don’t forget to
leave a comment if you liked it. Share it with a fellow shop owner or
just a friend.

