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How to Define Our Future, Grow Our Business and 
Improve Our Bottom Line 
Donald Cooper (The Donald Cooper Corporation) 
Donald addressed the critical need for clarity of vision, starting with the business 
owner, and sharing it throughout the organization, so that everyone is singing 
from the same hymn sheet. A vision should not be a vague feel-good statement, 
but a clear and measurable statement of commitment to what the business will be. 
The future will comprise those things that we cannot change, but also those things 
that we will proactively create. Instead of being a victim of change, we must be its 
architect, insisted Donald, as he enthralled CCIF participants with his passionate, 
direct words. He went on to state how important is to be able to define the 
company’s value proposition off the cuff, leaving no doubt how the business 
understands and meets its customers’ needs. 
 
Don’t try to be all things to all people, advised Donald. In a rapidly changing 
business landscape, look for profitable niches and provide a focused offering of 
products or services, defining yourself by what you mean to your target customers, 
not by what you sell. Hire and train staff for the business you have been committed 
to become, not for what is was, or is today. 
 
Acknowledging the changes and consolidation taking place in the collision repair 
industry, Donald spoke of the need for realism in calculating the after tax profit 
needed to live the life you want, save for retirement and become debt free. Too 
many business owners just hope for the best, but since this is a         non-strategy 
most likely to produce failure, their attitude may change over time from initial 
enthusiasm to resentment and bitterness. The tough questions to ask are: As a 
business owner, are you earning as much as you could working for someone else, 
is your business generating an ROI of at least 10% and if you own the real estate, 
is the business paying rent  to you. If not, then be prepared to find ways to 
increase prices, increase sales and reduce costs….or if the net proceeds from 
selling your real estate would generate a higher income than the business, then 
act accordingly. For more on how Donald Cooper can help businesses within the 
collision repair industry, go to www.donaldcooper.com/ccif2012van 

 



I-CAR Canada Growing in British Columbia  
Andrew Shepherd (I-CAR Canada) 
The rebuilding work is well underway, said Andrew, referring to the recognised 
need to develop I-CAR’s credibility and consistency in the province. In 2011  
 
I-CAR Canada had delivered 42 BC classes with 627 seats and the trend was 
continuing to move upwards in 2012. This is partly due to the strengthening of 
relationships with the provincial insurer, ICBC, and with the Automotive Retailer’s 
Association. Network training requirements, OE certified collision centre programs 
and apprenticeship renewals were also factors playing a role in the growth of I-
CAR in the province. Some 22% of Canada’s collision repair facilities are in British 
Columbia and I-CAR’s penetration is at only 8%, so there is clearly still a long way 
to go. 
 
With over 80 courses and several new ones being added each year, I-CAR Canada 
is keeping up-to-date and relevant to the needs of the industry. The latest addition 
of a High Strength Steel course is a good example of that. With all courses being 
available live, on CD or via Independent Learning, and with its on-line registration 
and tracking, it is becoming easier every day to access the training needed to 
ensure that Canadian technicians develop and maintain the necessary skills to 
carry out safe, correct repairs, concluded Andrew.   
 
 

Staying Ahead of Consumer Trends with the Latest Communications 
Tools to “Wow” Your Customers 
Dave Henderson (AutoWatch) 
While he was enjoying the life of an autobody technician, Dave used to learn about 
web site development in his spare time. He thought it might be interesting and 
helpful to customers to be able to see on-line photos of their vehicles during the 
repair process. He went on to develop a program to make this possible and 
eventually gave up the job he loved to create a business in providing a service to 
collision repairers that would help them keep their customers informed in this 
novel way. A few years later, as current research shows, people are making fewer 
telephone calls, while their use of email, text messaging and web-based 
communication grows. Using online technology, consumers want to instantly track 
and be alerted to events and information they find interesting or important. 
 
 At first glance, providing on-line visual access to the progress of a vehicle’s repair 
may be seen simply as an added value service to the customer. However, the 
growth of social media has created a significant marketing opportunity at no cost. 
For example, a customer who goes on-line to check the progress of her vehicle’s 
repair, is fascinated by what she see and posts some photos on her Facebook page 
for all her “friends” to see. With an average of 130 Facebook “friends” who also 
have an average of 130 “friends”…and so on, the photos, the collision repairer 
name, logo, slogan, etc., will soon have been viewed thousands of times. By 
collecting the vehicle owner’s email address, the repairer can also send emails and 
text messages reminding her to click the web link that will take her straight to the 
latest photos. The combination of web-based photos of the vehicle repair, along 
with email and text message welcome messages, updates, thank yous and 
satisfaction surveys, enables collision repairers to use the latest marketing tools to 
strengthen customer relationships and build a reputation with potential customers. 
“Communication is the key to building customer relationships”, said Dave. There’s 
no excuse not to do this with tools like these at hand. 

 



A Wish List for the Industry 
Tom Bissonnette (Parr Auto Body) 
Tom shared some personal reflections based on his own experience as a collision 
repairer in Saskatchewan and on comments he receives from others on his 
frequent travels across the country.  Recognising that businesses in every field 
must endure their share of challenges, Tom felt that as a collision repairer. It was 
becoming increasingly difficult to operate an ethical, properly equipped shop with 
skilled staff. He wished that collision repairers and insurers would work more 
closely together in thinking through the implications of current trends such as the 
decline in the number of collision centres, the impact of advanced vehicle 
technology, the growing skills shortage, the differing needs of insurers, collision 
repairers and also the OEMs, as they strengthen their certification programs. Tom 
hoped that through trade associations, CCIF and other common interest groups, all 
stakeholders would spend more time listening and understanding the perspectives 
of others. 
 
  

The Collision Repair Industry in British Columbia 
Ken McCormack (Automotive Retailers Association) 
ARA has been serving the British Columbia automotive repair industry for 60 years, 
said Ken. It is the largest association of its kind, with eight divisions, including one 
for its collision repairer members. Despite a growing population, the trends seen 
elsewhere in Canada are reflected in BC, where the number of collision repair 
facilities has declined to about to about 1,000, with a growing consolidation of 
business into a smaller number of shops. In 2009 the volume of business through 
ICBC’s 702 vendor shops was $540M, while in 2011 its 669 vendor shop business 
was $480M. The declines reflect the reduction in claims repaired from 237,000 in 
2009 to 218,000 in 2010, while there were 47,500 (20%) total losses in 2009 and 
48,100 (22.1%) in 2010. The weather, the economy, high deductibles, public 
transit and automotive technology all are playing their roles in the decline, as is 
the increase in total losses, sometimes accepted at as low as 55% of the vehicle’s 
value, because of the high value of salvage. 
 
Ken referred to ARA’s role in representing the industry in negotiations with ICBC, 
reporting that the provincial insurer had interpreted the federal Competition Act in 
a way that prevented it from continuing the practice of negotiating changes in 
rates. He hoped that a resolution would be found so that the industry and insurer 
would be able to continue in their collaboration to ensure a healthy industry with 
the capacity and skilled labour to meet the needs of the province’s vehicle owners. 
 
  

CASIS Vehicle Security Information 
Rene Young (National Automotive Trades Association) 
When the CASIS agreement was established between OEMs and the automotive 
aftermarket, the issue of providing access to vehicle security information remained 
a work in progress. Now it is complete and in a few weeks it will be possible for 
repairers to reset vehicle security codes in-house through the  
 
Vehicle Security Professional process (www.vehiclesecurityprofessional.ca) that 
Rene outlined. 
 
  
 



 
Customs for Urban Teens (C.U.T.) 
Mark McKim & Dan Murray (C.U.T.) 
Customs for Urban Teens was created in 2009 as a non-profit body to provide an 
activity for at risk youth in the Vancouver area. The activity is restoration of old 
vehicles that Mark and his team of volunteers cut up and dismantle so that their 
students may learn how to rebuild them. It gives the students a goal, automotive 
repair skills and the satisfaction of achievement, while providing an outlet for their 
energy. Participants have continued on with schooling or jobs in welding, 
mechanics, auto body repair and refinishing. The students benefit from their 
volunteer instructors’ years of experience in all aspects of car 
restoration/fabrication, including suspension, electrical and interior/exterior 
customization. 
 
Mark and Dan explained that funding for the C.U.T. program is dependent on the 
goodwill of sponsors who donate space, money, tools and equipment. Mark would 
be delighted to see C.U.T. or similar programs set up in other cities and offered 
support and advice for any CCIF participants wanting to do this. “Just like anyone 
else, we’ve learned the hard way, making mistakes and learning as we go along”, 
said Mark. For example, we learned that students work best on a full stomach, so 
we now provide a meal before starting our Monday and Friday 3pm-8pm sessions. 
We also learned to show them how and then let them do the work. We’d be happy 
to share and knowledge and experience to help shorten the learning curve of 
others.” 
 
CCIF Chairman, Tom Bissonnette, asked Mark what was needed to keep C.U.T. 
running successfully. Mark’s answer was “food, consumables such as sanding 
materials, cleaning products etc., a welder and of course, cash.” CCIF participants 
responded immediately with several offering cash donations that amounted to 
$5500 and others offering products. This was a spontaneous and heart-warming 
reaction to the inspiring story told by Mark about how he had been an at risk youth 
who turned his life around and then took action to give back by helping others. See 
www.cutprogram.org for more information. 
 
  

Making a Success of New Hires 
Panel Discussion led by Tom Bissonnette 
With CCIF Skills Program Director, Leanne Jefferies, absent due to her involvement 
at a provincial Skills Competition, it was a good time to reflect on how repairers 
can gain immediate benefit from the Program and the competitions. Tom asked 
panellists, Dana Alexander (CSN Dana’s Collision, Fredericton) and Ken Friesen 
(CSN Concours Collision Centres, Calgary) how they were taking advantage of the 
program. Dana had been impressed by the young Skills Competition finalists who 
had spoken at CCIF Moncton last year and had taken one of them on as an 
apprentice. “We have to recognize that skilled staff are retiring or leaving the 
industry every day”, said Dana, “so we have to invest in our future by finding and 
developing the best young people so that they can take over as the older 
generation retires. I will continue to attend Skills Competitions, since they are 
clearly one of the best potential sources for bright young entry level staff. Make no 
mistake, these competitions are challenging and the young contestants 
demonstrate amazing levels of skill.” Ken agreed, adding that, like Dana, he also 
sponsors his young staff at Skills Competitions. Tom noted that Derrick Ryan, from 
Garland Auto Body, St John’s, had wanted to join this panel, but had decided to 
stay in Newfoundland to continue coaching one of his staff in preparation for the 



upcoming National Skills Competition in Edmonton. Derrick would be flying out 
with him to provide support at the competition. 
 
Reinforcing the message that provincial and national Skills Competitions provide a 
source of top quality young talent, panellist Rene Young (Automotive Retailers 
Association), added that he had been amazed at the sheer numbers of young 
people who attend these competitions in search of career ideas. “The competitions 
are showcases for the industries represented and, compared with the other 
industries’ showcases, we can be proud that collision repair stands out as one of 
the best”, said Rene. “I had heard the stories, but to see so many young people 
lining up at the CCIF Skills Program booth to try their hand at Virtual Painting and 
chat with volunteers about careers in the industry, was really gratifying”, he 
added. “Our trade association will look at ways to play a role in helping to link 
interested students with repairers wanting to invest in their future by growing 
their own talent from entry level. There must be follow-up by collision repairers 
and those who represent them, after the CCIF Skills program has done such a 
great job in raising awareness and whetting the appetites of young people.” 
 
  

Empowering Repairers with Technology to Improve Profit 
Monte Lin (Mitchell International)  
Collision repairers have long since benefited from computer technology for 
estimating, information and management systems, began Monte. With the rapid 
pace of change, many are asking how they can better leverage new technology, 
how they can more easily access the information needed to run their business and 
how technology trends will impact their future. Mitchell’s RepairCenter™ provides 
the answer to all of these questions, said Monte. It connects insurance carriers, 
collision repairers and affiliated service partners, enabling them to use work 
spaces built on a single technology platform, but tailored to their needs and 
preferences. Repairers are able to select the exact tools they want to manage their 
way, using the Shop Workspace that “simply does it all”.  So from a single 
workspace, shops can control their repairs, their business and their customer 
satisfaction management. The open platform technology promotes collaboration 
with best-in-class industry partners, while the tools and functionality help 
repairers meet their insurance partner requirements. 
 
With Mitchell RepairCenter™, shops can design their own Workspace from over 30 
modules centered on the primary areas of shop focus - the Business, the Repair, 
the Customer. With modules for estimating, TechAdvisor, photo management, 
scheduling/status reports for the customer, customer experience management and 
integration with social media, the program provides a comprehensive range of 
tools for managing the business…and yes, there is an app for it, too. Monte gave 
some insight into future developments that will include: 
 
 Predictive Estimatics to validate estimating decisions and reduce supplements  
 Data Mining and Supercomputing Analytics to create valuable input for 

comparable claims and repair workflow.  
 Deformation Analytics: 3D imaging and scanning deliver extreme accuracy and 

fast data collection  
  
 

 
 
 



CCIF- What is It? New CCIF Video 
 
CCIF Administrator, Mike Bryan, was pleased to present a new brief video designed 
to inform people about CCIF and promote participation. It can be viewed at 
www.ccif.net and www.youtube.com/watch?v=SosIXMokmrE 
 

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 Ltd. 
ALLDATA   
Assured Automotive                                                 
Audatex 
Automotive Recyclers of Canada (ARC)    
BASF Canada  
Bodyshop Magazine 
Boyd Autobody & Glass    
Canavans Central Appraisals Limited 
CAR Management Solutions Ltd. 
Car-Part.com                                                  
Carrossier ProColor 
CARSTAR Automotive Canada                               
C.K. Collision Centres Inc. 
CSN Collision & Glass          
Craftsman Collision                                      
Discount Car & Truck Rentals Ltd.                         
DuPont Performance Coatings                    
Enterprise Rent-A-Car                                              
Fillon Technologies North America Inc. 
Fix Auto 
Fix Auto British Columbia 
Impact Auto Auctions 
Innovative Tools & Technologies Inc. 
LKQ Keystone Corporation 
Mitchell International 
NAPA CMAX   
OEConnection / Collision Link 
PPG Canada Inc.                                                        
Quality Assured Collision Services 
Rousseau Marketing                              
Sherwin-Williams Automotive Finishes 
Speciality Product Sales 
Summit Software & Mobile Solutions Inc.  
TD Insurance                                                  
The Dominion 
The Economical Insurance Group               
Tiger Auto Parts Ltd 
Uni-ram  
Wedge Clamp Systems 
3M Canada Company 

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


