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Upcoming Classes:
Shop Owner
Align Your Shop for Profit
September 9,10 & 11
October 7, 8 & 9

A.B.M. “Always Be Marketing” 
September 16,17 & 18
October 14, 15 & 16

Leadership Mastery
September 23,24 & 25
October 28, 29 & 30

Service Advisor 
The Role of the Service Advisor 
August 31 & September 1
October 5 & 6

ATI’s 7 Step Sales Process 
September 28 & 29
October 26 & 27

The Role of the Service Advisor- West Coast
October 15 & 16

Service Manager Course
October 12 & 13

Collision Course
Collision Repair Production
October 19 & 20

Keys to a Successful Collision Repair Business
October 7, 8 & 9

Always Be Marketing
September 16,17 & 18

Collision Estimating & Sales P1:
September 21 & 22

Collision Estimating & Sales P2:
September 28 & 29

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

The Disconnect
Eric Twiggs, ATI Coach

“What is necessary to change a person 
is to change his awareness of himself.”   
~Abraham Maslow

The year was 2002 and I had the world by the tail. 
I was a district manager with responsibility over 
17 automotive service locations. Out of 81 districts 
in the company, mine ranked first in net profit 
percentage to sales and third in sales increase. The 
company gave its employees the opportunity to 
give 360-degree feedback to their supervisors, 
evaluating their strengths and weaknesses. 

Since I was consistently receiving awards and 
“kudos” from my superiors, I was looking forward 
to the upcoming review my managers were about 
to give me. I figured this would be just another 
feather in my cap, confirming what I already knew 
about my leadership abilities. Before the review 
went out, my boss asked me what I thought about 
the morale in the district. I replied: “We are a team 
and everyone is on board!” 

The actual results told a different story. My 
managers hammered me! Several made 
comments about how I was too hard on them. 
Others mentioned how I always harped on the 
negative. There were comments stating that I 
didn’t recognize my people’s accomplishments. 
Why was my perception of my leadership and 
theirs so different?

I was the victim of something that happens to 
leaders known as “The Disconnect.”  This occurs 
when you and your team’s perceptions of your 
leadership are vastly different. It may be the real 
reason you haven't been able to attract the right 
technician to come and work for you. 

This happens because we tend to have an inflated 
view of our own abilities. According to a study 
done by Success Magazine editor Darren Hardy, 75 

percent of people in leadership positions believe 
they are in the top 10 percent of their field when it 
comes to leadership ability. The math just doesn’t 
add up! 

I thought I was in the top 10 percent, until I 
received my managers’ feedback. Below are two 
steps I took to get connected with reality. 

Three Ups and Three Downs 
I had monthly meetings with my team. At the end 

of the meeting, I gave everyone a sheet of paper 
instructing them NOT to put their names on it. On 
the front, they were to list at least three things they 
liked about my leadership and the district (three 
ups). On the back, they would put three areas they 
felt needed to change (three downs).

I took note of what they liked and kept doing 
those things. The negative feedback coming from 
multiple managers gave me insight on how my 
direction was really being perceived. If they shared 
the same negative opinion, it meant that I needed 
to change my approach. 

For example, five people said that I didn’t provide 
enough recognition. Based on this feedback, 
I started presenting certificates to my top 
performers at the beginning of every meeting. 

Bad news is different from fine wine because it 
doesn’t get better with age! Most of the major 
morale issues I have encountered in shops, started 
out as minor problems that didn’t get addressed 
in a timely fashion. Implementing the three ups 
and three downs process will reduce your stress 
and allow you to address problems while they are 
smaller.

Exit Interviews
When someone left my organization, I conducted 
an exit interview. I wanted to know why they were 
leaving and if there was something I could have 
done better. In addition to doing the exit interview 
personally, I would have (continued on page 3)



Sam’s Corner
Stupendous News!
SuperConference 2016 Registration 
Is Open for Business 
I’m sure you’ve heard by now that registration for 
SuperConference 2016 is open. This year, the conference will be 
held in Florida at the beautiful Omni Amelia Island Plantation 
Resort from March 16 through 19. 

If you’ve been to any of our SuperConferences, you know we 
put on the best show in the business. World-class speakers, 
informative Round Table sessions, more networking and fun 
than we should be able to squeeze into three and a half days 
— and all in the luxury of a destination resort. If you haven’t 
been to SuperConference yet, well, what are you waiting for? 
But don’t take my word for it, ask any other shop owners you’ve 
met at ATI.

SuperConference officially kicks off at 1:00 p.m. on 
Wednesday, March 16, 2016, with our 20 Group Summit and 
SuperConference Orientation, but for those of you planning 
to arrive early we will be offering all-day Inshore and Offshore 
Fishing Charters on Tuesday. We’re also going to have a 
5K Fun Run/Walk on Wednesday morning to benefit our 
SuperConference charity (to be announced later this fall).

After the Welcome Reception on Wednesday evening, we’ll 
be hosting an optional Dine-Around on property. This is the 
perfect time to catch up with old friends or make new ones 
as you break bread together in one of the Omni’s signature 
restaurants.

General Session kicks off on Thursday with our best 
SuperConference speaker, yours truly. After lunch, we’ll be 
offering Round Table sessions hosted by our coaches. Later 
that evening, meet with top vendors in our industry and enjoy 
cocktails and hors d’oeuvres at our annual Trade Show.

Friday morning kicks off with a bonus round of Round Tables 
before we resume General Session with more of the greatest 
speakers and topics ever. After lunch, spend some time learning 
from some of our preferred vendors at two Bonus Breakout 
sessions. Then, join us on the beach for a SuperConference 
tradition, the Beach Olympics! That evening, we’ll be hosting 
our Scavenger Hunt in historic downtown Fernandina Beach. 

We’ll be providing a continuous shuttle, so after the Scavenger 
Hunt you will have time to take in some local cuisine at one of 
the many local restaurants.

Saturday morning we’ll wrap up our best SuperConference 
General Session ever and you’ll have the opportunity to see 
the sights with one of our Optional Tours. Tours include: the 
Segway Tour, the Amelia Island Trolley Tour, a half-day Inshore 
Fishing Charter, and the Amelia Island River Cruise. For more 
information click on “details” during your registration. Saturday 
evening join us for our Re-Engineered Awards Banquet as we 
recognize the industry’s top shops. We wrap the evening up 
with great entertainment. Then, join us at Afterglow — the 
SuperConference After Party to say goodbye to friends old and 
new.

Check with your coach to see what incentives you qualify for. 
We’ve been overwhelmed by the response since registration 
opened and expect to sell out again this year, so please don’t 
wait to get registered. SuperConference is not to be 
missed! Ask anyone who attends year after year.

If you need help with your registration, please 
call Helen Sullivan at 301-575-9127.

–Chubby

“The only place success comes 
before work is in the dictionary.”

~Vince Lombardi



The Coach’s Corner
Language Barriers
José Cruz Sr., ATI Coach

Is there a real language barrier in your area? Actually, there just may 
be. Two of the top five languages spoken in the world are English 
(#2) and Spanish (#3). 

Most of us live in areas where we have a diverse clientele. How is 
this dealt with, especially when one cannot speak to the customer 
in their native tongue? How can you as a shop owner effectively 
communicate your point to someone with limited knowledge of 
the language? Is it possible to find someone that is bilingual? Of 
course, but such a person is a hot commodity. You in fact could 
be that hot commodity. I have found that person to be one that 
most companies look for. One that can communicate between 
two languages, English and Spanish. It’s not always easy. Different 
dialects are usually a problem, or in some cases the speed of how 
fast someone speaks. But you have tools such as Rosetta Stone, or 
Google Translate, or even night-school classes.

As someone who has operated multiple auto-related repair shops, 
I have come across several people with Latin descent who are 
limited in their English vocabulary. The need to slow things down in 
order for them to comprehend and get an accurate description of 
their vehicle’s problems can be trying. The language barrier can cost 
you a lot of money.

Here are some tips for you that may help you with the “language 
barrier.”

1. Conduct surveys within your demographic area. You can 
perform a Wikipedia search online, drive around the area or 

even take a walk. You would be surprised at how diverse your 
area truly is.

2. Use the technology you have. If you have access to the 
Internet, you can learn a language. Google Translate is a great 
resource for you to be able to translate. Be careful, there are 
words that aren’t used in everyday conversation and do not 
translate properly, for which you will need clarification.

3. Use visuals. That’s right; it can be a lot easier if you escort you 
customers to their car. We are visual creatures, and if you can 
show them what’s wrong with their vehicle it is easier for them 
to understand. And perhaps they can even tell you the correct 
wording for whatever the problem may be.

4. Avoid using vernacular/slang. Not everyone can understand 
certain terminology that we tend to use from time to time. 
Keep it simple, easy to comprehend wording.

5. Hire a bilingual employee. This will be the most difficult but 
not impossible. Take out a want ad for an employee who is 
first experienced in automotive and is also bilingual. Make 
it known this is what you are looking for. Do not discount a 
possible great employee if he or she doesn’t speak another 
language. But make it known this is your primary focus. Look 
for a counter person and even a technician.

6. Don’t be shy! You may know some words or phrases that 
can help you get past that language barrier. Words you have 
picked up over the years can help you out.

If you follow some of these simple tips, you will 
overcome the language barrier in ways that 
assist in your success of creating a profitable 
business.

my HR person speak to the employee.

I found this to be helpful, because it gave the former employee a 
neutral person to speak with. Sometimes they would give my HR 
person valuable feedback that they wouldn’t share with me.

As an ATI coach, I have done several exit interviews for my clients’ 
exiting employees. I did one in particular where my shop owner’s best 
technician named Jack was leaving to work for the competitor down 
the road. The technician told the owner he was leaving the shop for 
more money. 

Jack told me a different story. He said the real reason for his 
resignation was because the owner’s negative approach made him 
impossible to work for! I dug deeper and discovered that the service 
manager and the other technicians at the shop felt the same way. 

Thanks to the exit interview process, we were able to address the 
owner’s leadership style, which was the root cause of his staffing 

issues. He now has regular team meetings and is doing a better job of 
attracting and keeping good people. 

Based on these results, I recommend having your ATI coach conduct 
an exit interview with your employees who decide to leave. 

Conclusion
As a result of making these changes, my 360 results dramatically 
improved. The following year, my ratings in each 360 category were 
well above the national average! I found it easier to attract top talent, 
and to get my people to do what I was asking them to do. 

If you implement my three ups and three downs, and follow the exit 
interview process, you will overcome “the disconnect,” and reconnect 
with your goals!

P.S. If you would like a copy of a 360-degree feedback survey, so 
that you keep “the disconnect” from happening to you, email 
etwiggs@autotraining.net, and I will send it. 

(continued from page 1)
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For All You Crafty Clients!
Kim Hickey, ATI Coach
I saw this adorable idea in a magazine.  I also love the idea of 
her “Blue Christmas without you” jar because it could easily 
be changed to “It would be a blue Christmas without you.” 
I think any of these jars would be a great way to give out 
referral cards.

The thing about these jars and the other great ideas that 
some of you come up with is that besides showing your 
appreciation for your customer and the business they give 
you, you are giving them conversation pieces. These types of 
gifts are not just gifts, they are literally conversation pieces. 
These are items that your customers will show and tell all 
of their friends about. Ask yourself when was the last time 
you received something special, regardless of how small, 
from someone you purchased a service or product from. 
Talk about creating a customer experience and not just 
completing a transaction!

Let your imagination run wild. This would be great for awareness 
months as well. I can picture jars with pink candy and maybe a pink 
bow with a little card inside giving possible life-saving information 
about breast cancer. If you make any themed jars, please don’t forget 
to send me pictures and the contents of what you put in them so 
that I can share your brilliant idea with everyone on our team.

•To assemble jars to give as a gift, 
dump M&M's into bottom of jar and 
top with wrapped caramels. Screw 
on lid and place apple on top. Using 
baker's twine, secure apple atop jar.

• To make caramel apples, remove 
M&M's and place them inside lid. 
Unwrap caramels and place in jar. 
Add water and microwave for 1 

minute at 50% power. Stir and microwave for another 15-30 
seconds at 50% power; stir until smooth. Be sure to watch 
carefully. 

• Insert stick into of apple, then dip apple into melted caramel.
Use knife to coat entire apple in caramel. Dip and roll apple into 
M&M's. Set on parchment paper and enjoy! Makes 1 apple.

Make it yourself!
1/2 cup M&M's Minis
8 oz. wide-mouth mason jar
12 wrapped caramels
Small apple
1 tsp. water 
Lollipop stick


