A U T O M O T I V E

T R A I N I N G

I N S T I T U T E

ShopTalk
www.autotraining.net

705 Digital Drive, Suite V, Linthicum, Md. 21090 • 1-888-471-5800
December 2014

July 2015for Excellence 2014
Quest
What is your real labor rate?
In This Issue:

ATI “Best of the Best”

• Coaches Corner
Steve Privette, ATI CFRM
• Sam’s Corner
• What is your real
Our coaches have been working diligentlyWhen
to identify
their individual
topdoors every morning,
we open
our shop
labor rate?

clients, yielding a list of 150 highly qualified
contenders.
we typically
have two products to sell, parts and

time.
We will
selldoour
time at an hourly rate we call
Of these, our management team and review
board
close
Upcoming Classes:
our
“labor”
rate.
When
talking to shop owners
comparisons of how each shop stacks up in all aspects of the ATI program
I
often
refer
to
our
labor
rate as our “desired”
Shop
Owner
and overall business performance.

Succession Planning

rate, because we don’t always get our labor

Align Your Shop for Profit

per hour and a customer gets an oil change that

A.B.M. “Always Be Marketing”

would have to charge $30.00 labor for that 0.3

rateadditional
for all ofcuts
the(see
timeschedule
we sell to customers. As
From
these original picks, we will have three
August 3, 4 & 5
an example, let’s say your labor rate is $100.00
below) that will determine the Top 25 finalists.

August
6&7
Then,
at 5,
SuperConference
2015, we will you
announce
Top0.3
12hours
finaliststo perform. If you were
pay aour
tech
September 9,10
& 11best ATI shops in North America.
representing
the very
going to get your labor rate for that service, you

addition, when the customer comes in to pick
up the car they may present you with a coupon
or discount which may then be applied to labor
and lower our “real” rate even further.
A good practice would be to determine your
effective labor rate on your estimates or ROs
before you present the sale, to make sure it is
reasonable by adding up the total time on the
RO divided into the labor dollars we will be
asking the customer to pay; and if not, tweak
your estimate to compensate.
Additional ways to combat the things that

Shop Name
Shop Owner
Shop Location
Shop Name
Shop Owner
Shop Location
August
12, 13 & 14
hours, which in most cases we cannot do while lower your “desired” rate are to implement the
September
16,17
& 18
12th
Street Auto
Repair
Center Chad Kaemingh
Sioux Falls, SD
Conant Automotive, Inc.
Joe Conant
Stoughton,
labor
matrix
which
helps
to
offset
theWIthings
being competitive.
Let’s say youCrabtree
get aAutomotive
more Inc.
AStaffing
& H Automotive
James Holland
Del City, OK
Tim
Connaghan
Albany,
OR
that
hurt
your
labor
rate.
Your
diagnostic
rate
& Hiring
realistic $10.00Ridgecrest,
labor for
which Auto, Inc.
AAugust
& L Tire20,
Company
Mike McGee
CA an oil change,
Darrick’s Preferred
Darrick
Schewe
Blooming
Prairie,rate,
MN
should
be
higher
than
your
regular
labor
& 21
calculate
toAZ$33.34 per Daves
hour Ultimate
on that
Accurate Automotive
Lee & Kelliwould
Weatherby
Mesa,
Auto—Central
Dave Erb
Austin, TX
which should
also help to compensate
for
Leadership
service ($10.00Ajax,
divided
by 0.3 = $33.34).
There
Active
Green Mastery
& Ross—AJAX
Sid Spencer
ON
D’Avico Auto
Repair, Inc.
John & Ashley D’Avico
Wayne, PA
those
hours
sold
to
customers
where
you
do
August
26,
27
&
28
Active Green & Ross—Barrie
Doug Moody
Barrie,
ON prevent usDe
Pere Auto
Center, Inc.
Steve Fisette
De Pere, WI
are many things
that
from
getting
not
get
your
“desired”
rate.
How
about
when
September
& 25
Active
Green +23,24
Ross—Pick
Sid Spencer
Pickering,
ON
East
Ridge
Fast
Lube
Jim
Grant
Chattanooga,
TN
our “desired” rate, like coupons or discounts
performing
repairs forChattanooga,
failed parts,
AG Diesel
Cameron Tormanen
Portland,
OR where we
Eastare
Ridgepaying
Transmission
Donwarranty
Britton
TN to
off labor, warranty
time
All Around Auto Care
Skeet & Jill Hartman
Westminster
Electric Laboratories, Inc.
Dennis
Albrecht
Fresno,
CA
submit
a
labor
claim
to
your
parts
vendor
to
a tech but getting
no labor payment
from the
Anytime
Road
Service & Repair Brian Pender
Beaver, UT
European Auto Solutions
Tim
Allendollars back. When
Waltham,
MA your
Service
Advisor
get
some
labor
raising
customer. Then
there’s
Auburn Foreign Car Repair
Greg Hochhalter
Auburn,
WA our menu/canned
Express Autoprice
Service—
Daniel Ritchie
Fredericksburg, VA
The
Role
of
the
Service
Advisor
maintenance
services
where
to
be
competitive labor rate do not forget to adjust your canned/
Auto Check
Jim Manouchehri
Missouri City, TX
Fredericksburg
menuInc.setRobert
jobs Ferber
to reflect the rateAshland,
increase.
If you
August
3&4
we do not always
getFLour “desired”Ferber’s
rate. Tire & Auto Service,
Auto
Europa
Andrew Farrar
Naples,
VA
do
not
do
this
in
reality
you
are
only
increasing
August
31
&
September
1
Auto Stop 1
Tom Lapham
Arlington, VA
Fifth Gear Automotive
Bill Bernick & Rick Jordan Lewisville, TX
rate hours
to ALL
Ayers
Automotive
Robert & Nikki
Findley sold, as opposed
San Antonio,
TX of
YourAyers
effective Santa
laborBarbara,
rate isCA
what I Finsanto,
call yourLLC“real” your flat Steve
ATI’s
7
Step
Sales
Process
your
hours
sold.
Babcock Auto Care, LLC
Jeremy Jeana
Babcock
Rochester,
MN
Fox
Run
Automotive
Michael
De
Fino
Bear,
DE
rate. It is easily determined by dividing the
August 17 & 18
Bast Tire & Auto Service
Wayne Moser
Waterloo, ON
Frank’s Servicenter
Frank Dischinger III
Southampton, PA
September 28 & 29
total time youFranklin,
sold to
by the total
Beck Automotve
Ben Briggeman
IN a customer
G&C—Chantilly
Greg Caldwell
Chantilly,not
VA giving
Way
too
often
do
I
see
shop
owners
labor
dollars Smyrna,
they paid
time. Below
ATI’s 7 Step
Sales Process - WestJames
Coast & Leigh
Bennett’s
Automotive
Bennett
TN for thatG&C—Manassas
Greg labor
Caldwellrate the attention
Manassas,
VA
the
effective
it
requires.
is anGossel
exampleFort
of Collins,
a repair
a
August
20 & 21
BG
Automotive
Inc.
Bryan & Cendi
CO order estimate
Geno’s Tire &for
Alignment
Manny Geno III
Booneville, MS
always
focused on Fontana,
the other
key
Big A Auto Sales Parts & Service Dan & Kerry
Reavis that Dubuque,
Sierra Shell We are Doug
Whiteman
CA
customer
came inIArequestingGeorge’s
an oil change
performance
indicators
such
as
parts
margin,
Big O Tire #70—Petaluma
Randy Scott
CA
German
Works
Steve Sanders
St Louis Park, MN
and a coolant Petaluma,
leak diagnostic,
while
weAuto
have
a
Collision
Course
labor margin,
average repair order,
Big
O Tires—Store
#5177
Paul McKellar
Leandro,
CA
Garage
Mike Brewster
Burntetc.
Hills, NY
“desired” laborSan
rate
of $100.00
perGil’s
hour:
Blue
Valley
Tire
&
Auto
Service
Bill
Oades
Leawood,
KS
Glenshaw
Auto
Svc
Sam
Concelman
Jr
Glenshaw,
PA
Collision Repair Production Stephane Giabina
BMW Excluservice
Rockville, MD
Good Works Auto Repair,
LLC in Glen
Hayward
Tempe, AZ
Keep
mind
also
when
determining
how
August 3 & 4
OilRate
change 0.3West
hours,
customer
labor
Bobs Main Street Auto & Towing Bill & Laurie
Bend,
WI
Haglin$10.00
Automotive, Inc.much you
Dana
Haglin
Boulder,
CO should
can
afford
to
pay
a
tech,
you
Water
pump 3.0
hours, VA
customer labor
Staffing Auto
& Hiring
Bradham
Electric
John & Claudia
Crowder
Alexandria,
Hanover$300.00
Lube & Brake Center, Inc. Dean Wright
Hanover, PA
that
calculation off of
your effective
August 20
& 21Co.
Coolant
service
0.8 hours,
customer
labor be basingLarry
Bransfield
Motor
John Eichler
Jr.
Reisterstown,
MD
Heath Goodyear
Harer
Heath, OH
labor
rate
(real),
not
your
door
rate
Bridgetown
Chris Ryser$60.00
Portland, OR
High-Tech Auto & Truck Center
Carl Kessler
Chantilly, (desired).
VA
LeadershipAutomotive
Mastery & Human Resources
Making
this
mistake
will
make
you MD
wonder
Brown
Motor
Keith Huggins
SCcustomerHillmuth
Certified Automotive
William Hillmuth
Columbia,
Total estimate Columbia,
4.1 hours,
labor $370.00
August
26, Works
27 & 28
why
you
are
not
getting
the
labor
margin
you
Burke Center Automotive
Chris Burr $370.00 divided
Burke,
VA
—Columbia
by 4.1 = $90.25 effective labor
Be Service
Marketing
CAlways
& M Auto
Craig & Monica Courtney Morgan Hill, CA
Hillmuth Certified Automotive
Doug
Hillmuth
Clarksville,
MD
expected
after
setting
up
a
flat
rate
pay
plan
for
rate on this repair order.
September
16,17 & 18
Campus
Automotive
Matt & Jessica McMurray Blacksburg, VA
of Clarksville
a tech.
Campus Exxon
Hillside Auto Repair
David Carney
Torrance, CA
Collision
Estimating & Sales P1:
So in this example
we sold
Carbondale
James Wheeler
Carbondale,
CO our time
Hiwayfor
Tire$90.25
Company, Inc.
Steve Millar
Canby, OR
SeptemberCar
23Care,
& 22Inc.
So
remind
yourself
that
you
only have two
per hour
of the
per hour
we
Cardinal Plaza Shell
Scott & MaryBeth
Browninstead
Springfield,
VA $100.00Hoffmann
Automotive
Jeff Hoffmann
Davis, CA
Collision
Estimating
&
Sales
P2:
things
to
sell,
parts
and
time.
How
much
Carmine’s Import Service
Hogan & Sons, Inc—Fairfax
Carmine Cupani
Kernersville,
John, Philip & Susan Hogan Faifax,
VA are you
desired, because
two NC
of the menu/canned
September
28
&
29
really
selling
your
time
for?
Centerville Service Center, Inc. Ben Forshee
services in theCenterville,
estimateOHwere not priced at our
Continued on page 2
Community Car Care
Scott & Debbie
Fleckinger
Alexandria,
KY to be competitive. In
$100.00
labor rate
in order

Sam’s Corner
Nominate an ATI Alumni for
2015 Motor Age Top Shop Contest

I can’t begin to tell you how proud of you I am! Regardless of your short
or long term success in our program, it takes real guts to take feedback
and attempt change in your business. Many of you have succeeded in reengineering your business beyond everyone in your area and are looked
up to as an authority in automotive service. It is truly important to the
industry to be able to see what is actually obtainable by the top shops in
North America. We all need to see the real high-water benchmarks in profits,
marketing, operations, websites, aftermarket involvement and community
activity. It helps make everyone better and there are a lot of ATI clients that
fit this description. ATI Top Shops are the best of the best! We don’t just
measure sales volume! We are focused on being the best from our gross
profit to our humanitarian efforts. If you are too bashful to nominate yourself,
nominate another ATI Alumni shop. Last year, long-time ATI Alumni member
Doug and Linda Whiteman from George’s Sierra Shell were featured in Motor
Age magazine’s Top Shop Contest as the first-place winners.
I am personally asking you to enter or nominate a friend for the 2015 Motor
Age Top Shop Contest. Yes, you will be on the front cover of the largest
automotive shop owner magazine in North America. Yes, you can hang
it on the wall of your shop’s waiting room and receive tons of local press,
which will all be good for your business. But the most important reason is
you will give everyone in the industry standards to look up to that really
mean something. You are so much farther ahead than the average shop in
North America and it is important you share your success so others have
something to aspire to!
There will be one Grand Prize and nine First-Place Prize Winners. First-Place
Winners and their shop will be featured in a shop profile in the Top Shop
section of the December 2015 issue of Motor Age. Your coaches and I have
been writing articles in Motor Age for almost a decade. They are a class act
and read by 150,000 owners and service advisors. Mention Chubby and ATI
in your training and education responses, it might help!
Simply go to www.searchautoparts.com then hover over Motor Age and
then click on Top Shops. Download the Top Shop Rules and start the
process of filling out the information. It will take some effort on your part to
answer the questions, and those of you working on your business instead
of in it have the time! I will also be giving special recognition at our next
SuperConference and dinner with yours truly to show our appreciation.
Now’s a good time, get started and delegate some of it; prove you’re a
great leader! I always knew it!
Thanks,
–Chubby

Congratulations to ATI President’s
Award Recipients
Every year, ATI recognizes our
best of the best by inducting
them into The President’s Club.
These associates have consistently
demonstrated an unparalleled
commitment and dedication to
ATI and our clients. Please join us
in congratulating them on their
outstanding performance in 2014.
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Kim Hickey
Brian Hunnicutt
Rick Johnson
Kevin Meyers
Steve Privette
Bryan Stasch
George Zeeks

The Coach’s Corner
What is Your Focus?
Rick Johnson, ATI Coach

What are you truly focused on when running your business?
Making money is a common answer that I hear. We spend
a large part of our day chasing money and looking at the
bottom line; and I think we should watch our profits, but let
me share with you a quote that comes from one of my all-time
favorite people to quote. And that is Henry Ford; I believe it is
fair to say that Mr. Ford knew a thing or two about running a
business and money. Henry Ford said,“A business that makes
nothing but money is a poor business.”
Wait, what? I wonder what he meant by that? Do you suppose
he meant that if all we focus on is money and the making of it
that we have it all wrong? Do you suppose he meant that our
focus is wrong — that if all we really think about and spend all
our efforts on is making money, that we run the risk of failing?
Well, here is another quote by good ole Henry:“A business
absolutely devoted to service will have only one worry about
profits. They will be embarrassingly large.”
Wow! I love that! Who wouldn’t want embarrassingly large
profits? Could it be that some of us are not devoted or
“focused”on service and we are constantly chasing money
and the making of it? Could that really be our biggest
problem? So what do you think would happen next week,
next month, next quarter if we decided to take Mr. Ford’s
advice and be devoted to customer service? I don’t mean
just talking about customer service, just giving lip service to
the idea, but really truly deciding to provide the best damn
customer service you have ever done and certainly better than
anybody in your area.
Maybe try cleaning up the office and shop, getting rid of
10-year-old magazines and putting on a fresh coat of paint.
Replace the lighting with brighter modern lights and some
new chairs and some refreshments. How about some new
uniforms that don’t look like they have been patched and
washed 300 times? How about getting up from your chair and
greeting the customer as they come in the door and grabbing
a clipboard (or today a tablet) and going out to his or her car
and getting the mileage and doing the walk-around? Building

value in his or her car and finding something to admire on it?
Then actually looking up previous recommended services and
recommending that the customer take care of those things as
well. Pulling a maintenance schedule and going over that with
them and showing genuine interest in not only the vehicle but
the customer as well.
Then of course setting the customer’s expectations and
exceeding them as far as price and done times. Doing a real
quality control process as far as road testing and cleaning up
the car when done to ensure that the vehicle is truly ready for
delivery. Reselling the job when the customer picks it up and
again going over the features and benefits of what they just
invested in. Setting the next appointment and a real policy of
follow-up calls and thank-you calls as well. What I am talking
about here, of course, is what we teach in class! Most of us can
talk the talk, right? Mr. Ford suggests that we actually walk the
walk.
I am personally witnessing the reverse cycle of focus where
I live. The previous owner of a business was amazing at
customer service. He had a tremendous business and
following, and the customers were very loyal and loved
the guy. He never focused on money and was constantly
reinvesting in the business, and you could see it. The new
owners, however, are focused on nothing but money! They
have let the business suffer the last six years and have not
invested one dime back in the business. And yet they have
doubled the prices of what the previous owner was charging
because they constantly have a lack of funds. I have tried
talking to them and they just don’t get it. It is a sad thing to
witness, and I am sure that they will soon have to sell as they
just won’t be able to make it much longer.
So, sit down with your staff, ask the hard question: What are
we focused on? And if not on customer service, then I strongly
recommend that you point your compass in that direction and
quit just chasing money. Mr. Ford had something to say about
a business that was only making money! Instead let’s make
happy, well-serviced customers who leave
our business saying,“WOW why would I go
anywhere else?”
One last quote from Henry:“If everyone
is moving forward together, then success
takes care of itself.”

“Opportunity is missed by most people because it is dressed
in overalls and looks like work.” – Thomas Edison
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Back To School Savings
Mike Bennett, ATI Coach
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mbennett@autotraining.net.
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IS YOUR VEHICLE MAKING THE GRADE?
and attention totem pole.
If you want to maintain
Oil & Filter Change
Summer is quickly coming to an end and
Tire Rotation
decent car count, this is the New School Year is just around the corner!
Our Back To School Special will help to ensure
an opportune time of
$39.89
year to send out a “Back to your vehicle receives Straight A's in
Performance and Reliability.
School” active customer
Just call 334-6882
to schedule your appointment.
base special. Now is time
We look forward to seeing you soon!
to start preparing as you
have about 6 weeks till the
Thank you for trusting Mike's KARS for all of your vehicle's needs.
reality of the season hits
us. Whether you want to
and

Oil & filter Change(up to 5qts Castrol 5W30)
Tire Rotation (as needed)
Test Battery

$63.00 Value for

Inspect Belts & Hoses

plus tax

Complete Brake Inspection
27 Point Vehicle Inspection

Additional charge for synthetic oil and some select filters. One coupon per customer per visit.

Cannot be combined with any other offers. Taxes not included.

Offer expires 9/30/2012

