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CCIF Begins Transition to Restructure for Action 
Tom Bissonnette (CCIF Chairman & Parr Autobody)  
Tom opened the meeting of over 350 repairers, insurers and suppliers with some 
background on why CCIF was created, CCIF’s achievements and how its evolution 
has been steered by the Chairman’s Council. He referred to results achieved in 
clarifying parts information and the processes for dealing with returns and 
improvements. He spoke about the wealth of information provided through CCIF 
on shop efficiency, the repair process and LEAN production methods. Through the 
creation of the CCIF Skills Program, tremendous strides have been made in raising 
awareness of collision repair as a career choice. The exposure of issues created by 
OEM Advanced Vehicle Technology has opened up communication channels 
between OEMs, insurers and collision repairers to help them understand and take 
account of each other’s needs. CCIF had also achieved much by simply connecting 
progressive people across the different stakeholder types and across Canada, with 
many CCIF-initiated contacts growing into profitable business relationships. 
 
Successful though it may be, CCIF recognizes the need for change within itself, 
just as it promotes the need to embrace change by its participants. Tom outlined a 
new direction for CCIF as it prepares to restructure itself for action. During 2013 
the administration of CCIF will transition from Mike Bryan to the Automotive 
Industries Association of Canada (AIA). AIA is well positioned to take on the role 
of administrator, having run the first meetings that led to the creation of CCIF and, 
more recently, becoming the operator of I-CAR Canada. Tom promised to say more 
about this later. 

 

I-CAR Canada Keeps Pace with New Vehicle Technology 
Andrew Shepherd (Automotive Industries Association) 
Reporting on progress in 2012, Andrew explained that the number of trainers had 
increased from 48 to 55  and six new courses had been introduced. There had been 
slightly fewer classes compared to 2011, but the number of live seats increased 
from 6715 to 6792. Independent learning units (self-study, when and where the 
student chooses) rose from 320 to 725. The number of Gold Class shops rose to 
404 from 327 and Andrew was pleased to report that Gold Glass certification was 
being enforced by MPI in Manitoba. There was growing confidence in the system 
and increasing network and insurer buy-in. 
 



For 2013 I-CAR Canada would be introducing a full independent learning option, 
strengthening its OEM partnerships and introducing new courses on blueprinting, 
aluminum, high strength steels and “Vehicle Technology & Trends”. It would also 
be developing a welding qualification delivery network and making a return to 
hands-on training. 

 

CCIF Skills Program Adds More On-Site Painting Competitions 
Leanne Jefferies (CCIF Skills Program) 
Leanne began by stating that the purpose of the CCIF Skills Program was to create 
a national program for promoting careers in the collision repair industry to young 
energetic people, by improving the way we are represented at Skills Competitions 
across Canada. Much progress has been made over the last five years, but there is 
still more to be done to make sure that our industry is recognized as a potential 
career opportunity. Articles in the press and ads on TV often refer to the jobs of 
the future being in the skilled trades, but there are many skilled trades and they 
are all competing for the same talent, said Leanne. That’s why we have to keep 
building our presence, visibility and drawing power at Skills Competitions across 
Canada, she added. 
 
The big dream of holding painting competitions on site at Skills Competitions was 
realized in 2012, through use of the portable, transparent DuroAir booth, but the 
long term dream is still to create a mobile demonstration and training facility. 
 
Leanne asked CCIF participants to respond to several questions; with regard to 
finding new staff, over 57% of collision repairer respondents indicated that it 
would take them longer than two months to find a licensed, qualified technician. 
77% of all respondents agreed that the availability of such technicians would get 
worse over the next five years. On a more positive note, some 24% of all 
respondents had participated as volunteers at Skills Competitions. Leanne hoped 
that they and new volunteers would step up to help at the following 2013 events:  
 
Volunteers needed: Judges, Event Setup/Teardown, Virtual Painting 
WINNIPEG, MANITOBA     April 11th  
WATERLOO, ONTARIO       May 6th & 7th  (on site painting competition) 
EDMONTON, ALBERTA       May 15th & 16th  
VANCOUVER, BC                June 5th – 8th National Competitions (on site painting  
     competition) 
 
Technical Committee Members 
ONTARIO and ALBERTA 
 
Other Needs 
Promotional Giveaways for Students  
DuroAir Paint Booth – looking for a buyer of this gently used booth 
 
Leanne thanked the many sponsors who have enabled the CCIF Skills Program to 
grow and encouraged all CCIF participants to attend the Skills Competitions in 
their area. They are large, busy, eye-opening events at which “collision repair” has 
become a major feature and source of pride for industry members. 

 

 
 



Surveying the Landscape of the North American Collision Repair 
Industry  
Matthew Ohrnstein (Symphony Advisors)  
As a consultant to the automotive aftermarket and insurers, and as the former 
Chairman and CEO of Caliber Collision Centers, Matthew was able to provide a 
detailed and thorough perspective of the current state and future trends shaping 
the collision repair industry. He began by identifying the fundamental issues 
affecting it, such as a reduction in the total kilometers driven, the reduced 
frequency of accidents per household to about one every 10 years, the impact of 
higher deductibles and the impact of new vehicle technology on total losses - all 
factors in reducing demand for collision repair services and intensifying 
competition. New vehicle technology not only affected total losses, but its 
increasing complexity demands new levels of competency in repair. With that in 
mind, Matthew asked CCIF participants if they thought insurance claims and 
collision repair personnel have timely, accurate, actionable  technical repair 
methodology available to them. 56% of collision repairers and 18% of insurers 
answered “no”. 
 
The make-up of the Canadian parts market differs from the USA, particularly in 
terms of OE parts. These have declined as a percentage of total parts sold in the 
USA from about 75% to 63% over the last decade, while in Canada they have held 
steady for the last three years at about 74%. Aftermarket parts in Canada have 
edged up about 1% to a 13% share, while recycled parts have declined by a 
similar percentage, most likely due to short supply, as over 40% of total loss 
vehicles are shipped abroad, rather than filling the parts supply funnel. With 
regard to insurer parts procurement and the fact that the largest US auto insurer 
had adopted this business model, Matthew suggested that it was here to stay and 
not worth fighting against. Better to be on the inside and push for more 
standardization of software to minimize the complexity and administration. A 
survey of CCIF participants showed that 40% of collision repairers present were 
using four or more different parts procurement programs. 
 
While acknowledging the pressure on margins for the collision repairer, Matthew 
provided a perspective on the pressures affecting insurers. The declining market, 
insurer consolidation and financial performance issues were intensifying 
competition and driving their strategies in the market place  
- for example, through taking more control over the customer experience, resizing 
their DRP networks and looking at ways to ensure future repair capacity. Their 
financial pressures include the fact that in several recent years the combined ratio 
of property and casualty has exceeded 100% - in simple terms, they have paid out 
more in claims than they received in premiums. During this time insurers have felt 
the need to respond to intensifying competition by increasing their spending on 
advertising and acting on their understanding that satisfaction with the claims 
process affects 44% of customers’ overall satisfaction with the insurer. That is 
why insurers are beginning to take greater involvement with the customer at shop 
level, for example, when the insurer maintains its own claims staff at the shop, 
managing customer communication, severity and parts usage, while the repairer 
focuses on cycle time and quality. Meanwhile, DRP performance-based 
relationships are becoming the rule and replacement vehicle rental times are 
reducing. 
 
Turning to the impact of OEM trends on collision repair, Matthew cited increasing 
sales, the use of new vehicle technology and a decrease in the number of 



platforms. OEM certification programs were beginning to grow in Canada, partly as 
an answer to the vehicle complexity / repairer competence issue. 
 
Another significant trend is collision repairer consolidation. At a time when market 
conditions are forcing repairers to consider the stark choice of “go, grow or status 
quo”, the “grow” option offers the choice of remaining independent, perhaps 
adding new locations, or joining one of the several different network models. 
“Status quo” is not a viable long term option, due to the impact of external 
changes, but the “go” option is clearly the choice, willingly or otherwise, for many, 
as reflected in the numbers. The Canadian 8,000 shop population at the turn of the 
century is already down to 6,000 and on its way to 4,000 within the next 10 years. 
Similarly, in the USA, shop numbers have decreased in the same period from over 
46,000 to 37,000 and are on their way down to 30,000. The pressure is, and will 
continue to be on mid-sized shops, ($1M -2.5M sales) and many of those who 
choose the “grow” option will join a network. On a North American basis, the 10 
largest non-dealer corporate owned and franchisee networks, or MSOs (Multi-Shop 
Operators), are now handling 12% of collision repair sales volume. They are 
CARSTAR, Fix Auto, Boyd, Caliber, MAACO, Caliber, ABRA, Sterling, Cooks and 
Assured. There are several trends that reflect the growth of such networks and 
their attractiveness to insurers, for example, volume discounts, DRP relationships 
and SOPs that drive uniformity of performance across the network. In the end, 
though, whichever “grow” route a collision repairer chooses to follow, the critical 
success factors remain the same – operating a business that provides first class 
service, is performance based and process-driven, and that is able to leverage its 
partnerships. It must continually innovate, follow LEAN practices and be the 
employer of choice. 
 
As CCIF Chairman, Tom Bissonnette, had mentioned earlier, CCIF is restructuring 
in order to provide greater support to the industry in this time of rapid change. 
That support will be shaped around the needs of the industry, as defined by CCIF 
participants. So, having been given a perspective of the current and future trends, 
CCIF participants were asked to vote on which major industry issues they would 
like CCIF to take action. They selected their top three choices from the following: 
 

 Surviving in a shrinking market 
 Surviving in a consolidating marketplace 
 Gross margin, EBITDA, profitability 
 Vehicle technology, repairability and OE Certification 
 Parts - Supply chain, procurement and software 
 Repair Standards and Facility Standards 
 Human Resources: Attracting, training and retaining employees  
 Insurer relations, programs and consolidation 

 
The top choices of CCIF participants at this point were: 
 

1. Insurer relations, programs and consolidation 
2. Gross margin, EBITDA, profitability 
3. Human Resources: Attracting, training and retaining employees  
4. Vehicle technology, repairability and OE Certification 
5. Surviving in a shrinking market 

 
The next step was to invite a panel, moderated by Matthew Ohrnstein, to discuss 
these issues before asking CCIF participants to vote again on their top choice for 
action. The panel comprised:  



Flavio Battilana                     CSN Collision & Glass /Carrossier ProColor, Canada 
David Low                              Wolf Collision, Halifax NS 
Michael Macaluso                  CARSTAR Automotive, Canada 
Kevin Machell-Cox                 Craftsman Collision, Vancouver 
Sam Piercey                           Budd’s Collision, Oakville, ON  
Paul Prochilo                          Prochilo Brothers, Toronto, ON 
 
On “Surviving in a Shrinking Market”, Sam cited specialization and the addition of 
new locations as the way to grow. Paul spoke of engaging with partners, agreeing 
critical success factors, setting goals and implementing action plans. Building a 
strong brand and winning referrals from satisfied customers, were keys to growth, 
added Kevin. David agreed, but recognised the difficulty for independent, single 
location shops to build a brand. Flavio felt that size was important and that it was 
essential to keep understanding insurers’ needs, recognize the growth of certain 
market segments, e.g. luxury vehicles, and that networks should insist on 
membership criteria always being met. 
 
To strengthen “Gross Margin, EBITDA, Profitability” repairers should find new 
revenue streams that complement the core business, said one panelist. Eliminate 
costs, but not to the point of damaging the business, said another. Focus on the 
actual dollars more than the percentages, he added. Michael estimated that 38% 
of time is being spent on administration and that time studies should be carried 
out to find ways to reduce it. An advantage of networks is that there are 
opportunities to share information and learn from each other. But independents 
should get out and talk to each other, too, said Sam. Learning LEAN, driving 
volume and reducing cycle time were also key factors in improving profitability, as 
well as training, variable compensation and profit sharing. 
 
The issue of “Vehicle technology, repairability and OE Certification” certainly 
provides both opportunities and challenges, one of which is the high level of 
investment required in some cases, said one panelist. Paul felt that OE certification 
was a game changer, because it will drive greater specialization in the 
marketplace. Kevin added that the tendency of high-end vehicle owners is to 
favour specialist repairers. With examples such as the bonding of carbon fibre with 
aluminum, Sam agreed on the trend towards specialization, because it will simply 
not be viable for all repairers to invest in the equipment, tools and training 
necessary to carry out safe, correct repairs with the increasing mix and complexity 
of substrates. 
 
On the topic of “Human Resources: Attracting, training and retaining employees”, 
one panelist was concerned at the repairer’s inability to match the salaries of other 
skilled trades. For the young people who, nevertheless, do enter the trade, it is 
essential to develop a farm system and coach, train and care for them, so that they 
stay, he added. Flavio saw less of a problem for repairers who work at becoming 
employers of choice. Also, as the number of repair facilities continues to decline, 
there will be a pool of skilled labour for the remaining shops to draw from. 
 
There was a realistic and positive tone among panelists on the topic of “Insurer 
relations, programs and consolidation”. They are the customer, so collaborate with 
them. Recognize and work at understanding the natural differences in behaviour 
between large financial services corporations and the entrepreneur repairer. There 
is no reason to think that further insurer consolidation will not take place, so be 
prepared to work with fewer, but more dominant insurance partners. Having said 
that, panelists and comments from CCIF participants made it clear that there is 



frustration with the lack of software and administration process standardization 
among insurers. There is a huge opportunity to increase efficiency to the benefit of 
all parties. As Matthew had stated earlier, just imagine the chaos, inefficiency and 
customer frustration if every airline operated a different reservation and ticketing 
process. A final comment was that with vehicle technology driving the trend 
towards specialization, insurers should recognize the investment in tools, 
equipment and training through differential labour rates. 
 
Having heard the views of panelists and others, CCIF participants were then asked 
to vote on their top three priority major industry issues from the five discussed. 
The result was: 
 

1. Vehicle technology, repairability and OE Certification 
2. Gross margin, EBITDA, profitability 
3.  = Human Resources: Attracting, training and retaining employees  

 = Surviving in a shrinking market 
 
Tom Bissonnette concluded the meeting by referring back to his earlier comments 
about the transition and restructuring of CCIF. Although the transition would not 
take full effect until 2014, the incoming administrator, AIA, would take direction 
from the will of CCIF participants expressed through the final vote. AIA will start 
developing a new business plan to address the priority issues, how CCIF should be 
governed. It would also look at ways to engage industry volunteers in the actions 
necessary to improve collaboration and find solutions to the many aspects within 
these broadly defined major industry issues. AIA’s plan will be a major feature of 
the next CCIF meeting in St John’s, NL on May 25th said Tom. Indeed, plan to be 
there and book your flight and hotel now, because capacity for both is limited.  
 
CCIF would like to thank the following sponsors who made this meeting possible 
and whose support ensures the continuity of CCIF in bringing industry 
stakeholders together: 

 
AkzoNobel Coatings                

Assured Automotive                                      

Audatex                                               

Automotive Recyclers of Canada (ARC)      

BASF Canada                                     

Bodyshop Magazine 

Budget Car & Truck Rentals             

Canadian Hail Repair 

Canadian Underwriter – Insurance Media Group 

Canavan’s Central Appraisals                                    

Carcone’s Auto Recycling                

CAR Management Solutions 

CARFAX Canada 

Car-Part.com 

CarProof                                              

CARSTAR Automotive Canada                                 

C.K. Collision Centres                       

Claims Canada 

Collision Repair Magazine                



Craftsman Collision 

CSN / Carrossier ProColor                

Discount Car & Truck Rentals                      

DuPont Performance Coatings         

Enterprise Rent-A-Car                                               

Fillon Technologies North America  

Fix Auto Canada                                 

Fix Auto Aurora & Fix Auto Richmond Hill 

Impact Auto Auctions                        

Innovative Tools & Technologies 

Intact Insurance                                 

Kent Automotive                                

LKQ / Keystone  

Mirka Abrasives Canada 

Mitchell International                         

NAPA/CMAX                                                   

OEConnection / CollisionLink          

PPG Canada 

Prochilo Brothers Auto Collision 

Rousseau Marketing                                                                  

Sherwin-Williams Automotive Finishes      

Summit Software & Marketing Solutions  

The Dominion                                     

Tiger Auto Parts                                                                                   

Uni-ram                                               

Wedge Clamp Systems                                                         

3M Canada Company 

 
Mike Bryan, CCIF Administrator 
Tel: 905 726 9027    mike@ccif.net 
 

 
 
 
 


