
Shop Name 

Conant Automotive, Inc.
Crabtree Automotive Inc.
Darrick’s Preferred Auto, Inc.
Daves Ultimate Auto—Central
D’Avico Auto Repair, Inc.
De Pere Auto Center, Inc.
East Ridge Fast Lube
East Ridge Transmission
Electric Laboratories, Inc.
European Auto Solutions
Express Auto Service—
Fredericksburg

Ferber’s Tire & Auto Service, Inc.
Fifth Gear Automotive
Finsanto, LLC
Fox Run Automotive
Frank’s Servicenter
G&C—Chantilly
G&C—Manassas
Geno’s Tire & Alignment
George’s Sierra Shell
German Auto Works
Gil’s Garage
Glenshaw Auto Svc
Good Works Auto Repair, LLC
Haglin Automotive, Inc.
Hanover Lube & Brake Center, Inc.
Heath Goodyear
High-Tech Auto & Truck Center
Hillmuth Certified Automotive
—Columbia

Hillmuth Certified Automotive 
of Clarksville

Hillside Auto Repair
Hiway Tire Company, Inc.
Hoffmann Automotive
Hogan & Sons, Inc—Fairfax

Continued on page 2
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Our coaches have been working diligently to identify their individual top 
clients, yielding a list of 150 highly qualified contenders.

Of these, our management team and review board will do close 
comparisons of how each shop stacks up in all aspects of the ATI program 
and overall business performance.

From these original picks, we will have three additional cuts (see schedule 
below) that will determine the Top 25 finalists.

Then, at SuperConference 2015, we will announce our Top 12 finalists 
representing the very best ATI shops in North America.

Quest for Excellence 2014

ATI “Best of the Best”

Shop Name

12th Street Auto Repair Center
A & H Automotive
A & L Tire Company
Accurate Automotive
Active Green & Ross—AJAX
Active Green & Ross—Barrie
Active Green + Ross—Pick
AG Diesel
All Around Auto Care
Anytime Road Service & Repair
Auburn Foreign Car Repair
Auto Check
Auto Europa
Auto Stop 1
Ayers Automotive
Babcock Auto Care, LLC
Bast Tire & Auto Service
Beck Automotve
Bennett’s Automotive
BG Automotive Inc.
Big A Auto Sales Parts & Service
Big O Tire #70—Petaluma
Big O Tires—Store #5177
Blue Valley Tire & Auto Service
BMW Excluservice
Bobs Main Street Auto & Towing
Bradham Auto Electric
Bransfield Motor Co.
Bridgetown Automotive
Brown Motor Works
Burke Center Automotive
C & M Auto Service
Campus Automotive 
Campus Exxon

Carbondale Car Care, Inc.
Cardinal Plaza Shell
Carmine’s Import Service
Centerville Service Center, Inc.
Community Car Care

Shop Owner

Chad Kaemingh
James Holland
Mike McGee
Lee & Kelli Weatherby
Sid Spencer
Doug Moody
Sid Spencer
Cameron Tormanen
Skeet & Jill Hartman
Brian Pender
Greg Hochhalter
Jim Manouchehri
Andrew Farrar
Tom Lapham
Robert & Nikki Ayers
Jeremy Jeana Babcock
Wayne Moser
Ben Briggeman
James & Leigh Bennett
Bryan & Cendi Gossel
Dan & Kerry Reavis
Randy Scott
Paul McKellar
Bill Oades
Stephane Giabina
Bill & Laurie Rate
John & Claudia Crowder
John Eichler Jr.
Chris Ryser
Keith Huggins
Chris Burr
Craig & Monica Courtney
Matt & Jessica McMurray

James Wheeler
Scott & MaryBeth Brown
Carmine Cupani
Ben Forshee
Scott & Debbie Fleckinger

Shop Location

Sioux Falls, SD
Del City, OK
Ridgecrest, CA
Mesa, AZ
Ajax, ON
Barrie, ON
Pickering, ON
Portland, OR
Westminster
Beaver, UT
Auburn, WA
Missouri City, TX
Naples, FL
Arlington, VA
Santa Barbara, CA
Rochester, MN
Waterloo, ON
Franklin, IN
Smyrna, TN
Fort Collins, CO
Dubuque, IA
Petaluma, CA
San Leandro, CA
Leawood, KS
Rockville, MD
West Bend, WI
Alexandria, VA
Reisterstown, MD
Portland, OR
Columbia, SC
Burke, VA
Morgan Hill, CA
Blacksburg, VA

Carbondale, CO
Springfield, VA
Kernersville, NC
Centerville, OH
Alexandria, KY

Shop Owner

Joe Conant
Tim Connaghan
Darrick Schewe
Dave Erb
John & Ashley D’Avico
Steve Fisette
Jim Grant
Don Britton
Dennis Albrecht
Tim Allen
Daniel Ritchie

Robert Ferber
Bill Bernick & Rick Jordan
Steve Findley
Michael De Fino
Frank Dischinger III
Greg Caldwell
Greg Caldwell
Manny Geno III
Doug Whiteman
Steve Sanders
Mike Brewster
Sam Concelman Jr
Glen Hayward
Dana Haglin
Dean Wright
Larry Harer
Carl Kessler
William Hillmuth

Doug Hillmuth

David Carney
Steve Millar
Jeff Hoffmann
John, Philip & Susan Hogan

Shop Location

Stoughton, WI
Albany, OR
Blooming Prairie, MN
Austin, TX
Wayne, PA
De Pere, WI
Chattanooga, TN
Chattanooga, TN
Fresno, CA
Waltham, MA
Fredericksburg, VA

Ashland, VA
Lewisville, TX
San Antonio, TX
Bear, DE
Southampton, PA
Chantilly, VA
Manassas, VA
Booneville, MS
Fontana, CA
St Louis Park, MN
Burnt Hills, NY
Glenshaw, PA
Tempe, AZ
Boulder, CO
Hanover, PA
Heath, OH
Chantilly, VA
Columbia, MD

Clarksville, MD

Torrance, CA
Canby, OR
Davis, CA
Faifax, VA
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How to Get the Results You Planned For
By Eric M. Twiggs, ATI Coach

UPCOMING CLASSES
J U N E 	
1	 Service Advisor Part 1 - The Role of the Service 		
	 Advisor
6, 7, 8	 Shop Owners Course Part 1 - Aligning Your Shop 	
	 For Profit
6, 7, 8	 Collision Owners Course Part 1 - Keys to a 
	 Successful Collision Repair Business
11, 12	 Service Manager
11, 12	 Collision Repair Estimating and Sales Course Part 2
13, 14, 15	 Shop Owners Course Part 5 - Succession Planning
13, 14, 15	 Collision Owners Course Part 5 - Succession Planning
13, 14, 15	 Shop Owners Course Part 2 - Advanced 		
	 Management and Leadership
13, 14, 15	 Collision Owners Course Part 2 - Advanced 		
	 Management and Leadership
20, 21, 22	 Shop Owner Course Part 3 - A.B.M. Always Be 		
	 Marketing
20, 21, 22	 Collision Owners Course Part 3 - A.B.M. Always Be 	
	 Marketing
21, 22	 Service Advisor Course Part 2 - ATI’s 7 Step Process
28, 29	 Service Advisor Advanced Sales

J U LY 	
9, 10	 Service Advisor Part 1 - The Role of the Service 		
	 Advisor
9, 10	 Collision Production Course
11, 12, 13	 Shop Owners Course Part 1 - Aligning Your Shop 	
	 For Profit
11, 12, 13	 Collision Owners Course Part 1 - Keys to a 
	 Successful Collision Repair Business
16, 17	 Shop Owner Course Part 4 - Staffing and Hiring
16, 17	 Collision Owners Course Part  4 - Staffing and 		
	 Hiring
23, 24	 Service Advisor Course Part 2 - ATI’s 7 Step Process
23, 24, 25	 Shop Owner Course Part 3 - A.B.M. Always Be 		
	 Marketing
23, 24, 25	 Collision Owners Course Part 3 - A.B.M. Always Be 	
	 Marketing

A U G U S T 	
1, 2, 3	 Shop Owners Course Part 1 - Aligning Your Shop 	
	 For Profit
1, 2, 3	 Collision Owners Course Part 1 - Keys to a 
	 Successful Collision Repair Business
9, 10	 Service Advisor Part 1 - The Role of the Service 		
	 Advisor
13, 14	 Collision Repair Estimating and Sales Course Part 1
20, 21, 22	 Shop Owners Course Part 5 - Succession Planning
20, 21, 22	 Collision Owners Course Part 5 - Succession Planning
23, 24	 Service Advisor Course Part 2 - ATI’s 7 Step Process
30, 31	 Service Advisor Advanced Sales 

S E P T E M B E R 	
5, 6, 7	 Shop Owners Course Part 1 - Aligning Your Shop 	
	 For Profit
5, 6, 7	 Collision Owners Course Part 1 - Keys to a 
	 Successful Collision Repair Business
12, 13, 14	 Shop Owner Course Part 3 - A.B.M. Always Be 		
	 Marketing
12, 13, 14	 Collision Owners Course Part 3 - A.B.M. Always Be 	
	 Marketing
17, 18	 Shop Owner Course Part 4 - Staffing and Hiring
17, 18	 Collision Repair Estimating and Sales Course Part 2
19, 20, 21	 Shop Owners Course Part 2 - Advanced 
	 Management and Leadership
19, 20, 21	 Collision Owners Course Part 2 - Advanced 		
	 Management and Leadership
7, 18	 Collision Repair Estimating and Sales Course Part 2
24, 25	 Service Advisor Part 1 - The Role of the Service 		
	 Advisor

Are you getting the results you planned for? I thought 
about this last week as I embarked on my morning run. 
One of the specific running results that I planned for was 
to run two miles in under an eight minute per mile pace. 
I even watched a running instruction video to learn the 
correct posture. 

While running the following morning, I applied the 
newly learned posture as I looked at my smartphone to 
monitor my pace. I ran a nine minute mile. 

Later that evening, I listened to an exercise audio podcast 
that discussed the correct breathing method to apply 
while running. The next morning, I ran with the correct 
posture along with the new breathing method. 

I watched the time on my phone during the entire 
run while listening to my Rocky music. I felt driven and 
determined! My drive and determination resulted in a 
disappointing nine minute and fifteen second mile. 

On day three, I decided that I would only focus on 
running with the right posture and breathing, without 
looking at the average mile pace on my phone. The 
audio on my running app was set for a two mile run. 

Once I heard the announcement that my run was over, 
I looked down at the time, and you’ll never guess what 
I saw on my phone. I ran a seven minute fifty three 
second mile! 

Here’s the big takeaway: The key to getting the results 
you planned for is to focus more on the process than 
on the outcome. 

There are two aspects of the process that will allow you 
to get the results you planned for. Keep reading to learn 
what they are.

                    Flexibility 

Initially, during my morning run, I wasn’t getting the 
results I planned for. My results didn’t change until I 
changed my approach. 

Back in January, you set goals for 2018. Your run is almost 
halfway over, are you getting the results you planned for?

To get what you want at the shop, you must be fixed on 
your purpose while remaining flexible on the path.

For example, it’s good to stay fixed on your purpose of 
hiring a technician. However, if your plan of “just hoping 
for the best,” hasn’t produced results, it’s time to embrace 
a new strategy. 

It’s good to stay fixed on your purpose of growing your 
car count. However, if posting your ad in the yellow pages 
book isn’t working for you, then consider changing your 
approach. 

It’s good to stay fixed on your purpose of increasing gross 
profit. However, if you’ve had the same labor rate since 
2008, you may need a new plan. 

Take a look at the goals you set back in January. If you’re 
on track to achieve them, then congratulations! 

If not, then ask yourself the following question: What can 
I do differently to experience a different outcome? 
Asking this question will help you to stay flexible on 
the path.

              Commitment

There is a famous story told about a chicken and a pig. 
One day the chicken had an “entrepreneurial seizure” and 
decided that the two should start their own restaurant.

“Great idea” says the pig. “What shall we name our 
restaurant?” To which the chicken replies “Ham and 
Eggs!” The pig’s response is classic: “No way! As the pig, 
I’d be committed, while you’d only be involved!” 

When it comes to your 2018 goals, are you committed 
or involved? The following scenarios will help you decide: 

 1) You may be only involved, if you set a goal for 
a specific Average Repair Order result, but aren’t 
conducting daily repair order audits to inspect what 
you expect. 2) You may be only involved, if you set a 
specific car count improvement goal, but are unwilling 
to embrace the exit appointment process. 3) You may 
be only involved, if you set a goal to become a Top 
Shop, but can’t find the time to attend your 20 Group 
meetings. 

There’s a battle brewing between what you want and 
what you have to do to get it. If you stay committed to 
the process, you can possess the prize. 

Becoming a champion is not an easy process… It’s 
done by focusing on what it takes to get there and 

not on getting there.
      — Nick Saban

Summary
So, there you have it. If you
remain flexible, and stay 
committed, you can get 
the  results you planned fr. 

When it comes to your 
success, I’m more committed 
than a pig at the grand opening of a Ham & 
Eggs restaurant! 

Sincerely,
Eric M. Twiggs
The Accountability Coach
www.autotraining.net

PS. Email etwiggs@autotraining.net to receive 
The 7 Processes That All the Top Shops Have in 
Common!



I Need More Cars! Rick Johnson , ATI Coach

			   If there’s anything I hear all week, it is 	
			   reduced or lower car counts. Along 	
			   with many fundamentals and basics 	
			   like Google placement and social media 
			   presence, there are two old-time 		
			   proven ways that I have found most 
			   shops to have gone away from or 	
			   maybe even never tried. And that is exit 
scheduling with the mystery envelopes or scratch cards, and the 
Car Care Club card.

You spend a ton of money trying to get more new customers 
in the door to increase car count, which of course is important. 
But most spend very little effort to keep them “locked in” and 
coming back! Did you know that it costs on average $400 
to get a new customer? Don’t believe me? Do the math. You 
spend $2500 mailing out 6000 post cards and you get 50 new 
people to come in — how many new customers do you have? 
NONE! In my way of thinking they are not a customer until 
they come back the second time. Maybe 40 out of the 50 that 
responded were coupon shoppers and only came in for the 
discounted service or special. Out of the 10 left maybe 5 or 
6 come back. Now those 3 or 4 customers will spend a lot of 
money over a lifetime, if we build the relationship and wow 
them and that is great, but it still cost a lot of money to get 
them to become customers.

My suggestion to increase car count is to start exit scheduling 
with the mystery envelopes. That will ensure that they will be 
on the schedule three to four 
months from today. They love 
the idea of the coupon and 
trust me, a little discount to 
keep them coming back over 
and over is far cheaper than 
finding new ones to replace them. 
Add to that selling them the Car Care Club card will only 
complement that effort.

Just think about it. They buy the Car Care Club card so they 
now have their next four oil changes paid for in advance. Plus, 
some very valuable coupons to go with it. They have their next 
appointment set with an unknown discount inside that can 
only be opened by the service writer when they come back 
for their next appointment. So, I ask you, why would they go 
anywhere else once they leave your shop?

So, what is holding you back from these tried and true 
methods? I have emailed out two client testimonials in the last 
two months of how exit scheduling has greatly improved their 
businesses. Now add to that the implementation of the Car 
Care Club card and I can assure you that if you get on board 
and start using them, you too will see improved results and 
your customers will like it as well. Seems like a win win to me.

We can only “Do the right thing” if it is “done” by way of our 
own personal integrity. I am still learning how to best hear 
the shop owner and to do so consultatively. It’s a leap of 
faith. I hope I never stop improving in my own approach. 
Can you trust yourself to move down the road with the 
shop owner, to let go, and to give them the wheel? Are they 
actually going to “slam” someone who truly understands 
their needs and might just have a solution? Oh ho ho, yes! 
You better believe they are! They are going to “slam” you up 
and down the coast of France, especially when they know 
they need help. But so what? Being slammed doesn’t have 
to hurt you, or your pride, does it? You are bigger than that!

We work with people over time. We can, as the interconnect 
team we are, understand why we must be extremely 
courteous; simple answer: it stays with them. The next 
time they hear the letters “ATI” they will have a good recall, 
whether consciously or subconsciously, of how somebody 
did indeed, “do the right thing,” and wished them a really 
prosperous year. Do you really mean it? I hope so. I do. 
Everyone deserves to have a good year. You do, don’t you?

All of our talented departments can find meaning in ATI’s 
very first Fundamental. It’s an honor. Thank you.

How does ATI Fundamental #1 
“Do the right thing” influence 
your shop?

As an outside contractor, I 
have always truly enjoyed 
working with ATI because of 
their courtesy, kindness, and 
friendliness.
—Ellen Douglas, Proofreader

The ATI Way
Fundamental #1: Do the Right Thing
Integrity is not about convenience. It’s an unwavering 
commitment to do the right thing in every action we 
take and in every decision we make, even when no 
one’s looking. Make decisions that build strong, trusting 
relationships.
—Charlie Zeleny, ATI New Business Development Department

Sam’s Corner  



Collision Repair and the Autonomous Vehicle  Keith Manich - Director, Collision Division

The collision industry has been 
undergoing a change in the 
types of repairs required to 
meet the influx of vehicles with 
autonomous vehicle safety 
systems as they enter the 
market. Systems such as collision 
avoidance, blind spot detection, 
and parking assist are requiring 
collision repair shops to 
change their damage diagnosis 
processes. Even the estimating 
process has graduated to 

damage analysis also known as blueprinting, which requires a much 
more detailed review of the damage.

Why? These systems require a systematic approach to the repair which 
must be followed to properly diagnose system fault codes. These codes 
identify the parts that are damaged, most of which are not identified 
in the “dash panel” diagnostics. The vehicle manufacturer specifies 
the procedures which are required for their vehicles and they must be 
followed completely. Once this is accomplished the individual sensors, 
systems and electronic control unit have to be reset so that the sensors 
operate properly. This also requires calibration processes which may 
include driving the vehicle a specified distance, adding weight to the 
vehicle and other procedures which may be new and different from 
previous repair processes. It also requires that strategically placed 
targets at premeasured distances which are read by the sensors to 
validate system operational readiness. This is a process away from the 
vehicle but necessary to reset the vehicle systems.

With this new technology comes the learning curve needed by insurers 
or “third party payers” to understand that these sophisticated systems 
need new tools, new equipment, new training and added time and 
operations to perform the required repairs. The vehicle manufacturers 
do provide position statements to assist in this knowledge gap. 
However, in some cases the costs associated with the additional repair 
steps aren’t recognized by some insurers, causing a reluctance to pay for 
them. So the systems have also required collision repairers to develop 
new approaches to the negotiation process; these are needed to 
“convince” some insurance personnel that the required steps are indeed 
necessary and required.

Until recently manufacturer repair steps and repair information have 
been difficult to find. Fortunately several companies now provide the 
information, some free and some by subscription, that the repair planner 
can access. If a step-by-step sequence of events is developed by collision 
repairers, it makes the decision by the insurers not to recognize and pay 
for the repairs almost impossible. The steps include:

Safety 1st

Following these steps will typically make sure that these new options 
and the corresponding repair procedures will get paid for with the 
least amount of difficulty. If there are questions once these steps are 
followed, they can be resolved by a productive conversation centered 
on the “facts” that have been presented. There is a need for all folks 
who are “touch points” in the repair diagnostic and repair to be 
properly trained in what is to come with autonomous vehicle systems. 

By the year 2020 the industry predicts these systems will permeate 
throughout vehicle manufacturing including large trucks. The 
diagnostic procedures required to identify when the systems have 
been compromised will be a “normal” course of business. However, 
until that happens collision repairers will need to take steps to make 
sure they are protected against those who don’t recognize the 
diagnostic needs and the disregard for consumer safety it causes.

Be sure to set repair expectations with the customer. Share the need 
for the testing and don’t hesitate to provide the documentation. After 
all, the information is about their vehicle. They may not know the 
intricacies of the systems they have purchased. By providing some 
insight into them, you are gaining trust with the customer. That trust 
can become the repairer’s biggest asset when dealing with the third 
party payer or insurer. In the event the discussions with the third party 
become difficult, the customer can become the repairer’s advocate. 
Since the customer is the one that has the contract with the payer, 
they are the ones that have leverage with them.

So the changes that the repair industry is going through specifically 
around autonomous systems are creating a new set of challenges 
for repairers. Not only for the repairs specifically, but the diagnostics, 
testing and payment for the services which are required to be 
performed.

• Properly identify vehicles where these steps might apply
• Identify damages that must be diagnosed using the new 
  procedural steps
• Obtain customer authorization for the scanning processes
• Research the OEM repair procedures by 
  vehicle to identify all required steps
• Complete the scanning processes and identify 
  all “current codes”
• Complete the repair plan including the identified codes 
• Place all needed repair steps including 
  associated parts on the repair plan
• Print copies of the repair steps for the owner, 
  technician, and insurer

 

Don’t miss out on our next Hiring & Staffing on 
July 16 & 17, 2018 Enroll today!

What shop owner say about ATI’s 
Hiring & Staffing Course:

I’m learning why 
“Always be hiring” 

is so important. I’m currently caught 
with my pants down. Recent turnover 

has taught me that I suck at hiring an advisor. 
Please share any interview 

questions that you have for a 
service advisor. 

Thank you, ATI family!

-Fred Gestwicki Jr to ATI Owners Group
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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 passion-
ate 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. 

“Driving Change” Podcast By Geoff Berman, ATI Coach


