Zoom Fit + - ] < < > >l

© 2010 AGRR Magazine. All rights reserved. No reproduction LContents) .. Search) »Archives) E'Ma|D Subscribe)

of any type without expressed written permission.

The Only Magazine Devoted Exclusively to the Auto Glass Industry :

Maich/Aoril 2010 Yoluima 12 > [ssua 2

Inside Detroit

Also-Inside~

e Safety Updates

* The Newest
Repal®systems

e Anddre!

subscription
Form on Page

]

www.agrrmag.com o www.glassBYTEs.com™

A Publication of Key Communications Inc.



http://www.agrrmag.com
http://www.glassBYTEs.com
www.agrrmag.com
http://www.glass.com/subcenter.php
www.agrrmag.com
http://www.agrrmag.com/digital
www.glass.com/subcenter.php

Zoom Fit + - | Ik < > >l

|

© 2010 AGRR Magazine. All rights reserved. No reproduction \LContents) ‘ Search) » Archives) . E.Ma") Subscribe)

of any type without expressed written permission.



www.agrrmag.com
www.glass.com/subcenter.php
http://www.agrrmag.com/digital

Zoom Fit + - | < < > >l

© 2010 AGRR Magazine. All rights reserved. No reproduction . ContentsJ .. Search) }Archives) E.Malu Subscribe)

of any type without expressed written permission.

Setting the Stancdard for 20 Years

IN THE COLD USE GOLD

Made in
the USA
T-105B  T-107B  T-108B

5/8" (17mm) 3/4" (20mm) 17 (25mm)

T-1098 T-105BFL T-107BFL

1-1/4" (31mm) 5/8" (17mm) 3/4" (20mm)

Economy Line
High Quality & Saves You Money

ET-105B ET-107B ET-108B

5/8" (17mm) 3/4" (20mm) 17 (25mm)

ET-109B ET-105BFL ET-107BFL

1-1/4" (31mm) 5/8" (17mm) 3/4" (20mm)

Other
Movuldings
Ask for FREE
) Universal Moulding
Underside Wall Chart

Movuldings


www.gggcorp.com
www.agrrmag.com
www.glass.com/subcenter.php
http://www.agrrmag.com/digital

Zoom Fit + - ) K& < > 3l

e

4 The Only Magazine Devoted Exclusively to the Auto Glass Industry x

© 2010 AGRR Magazine. All rights reserved. No reproduction kContents) ‘ Search) }Archives) . E.Mall) Subscribe)

The Only Magazine Devoted Exclusively to the Auto Glass Industry

of any type without expressed written permission.

— Fe a t u r e S e | Volume 12 © Issue 2 March/April 2010

é Field of Vision letter from the editor
f_i Customer Service tips for quality service
ol o7 8 Independent’s Da an iga viewpoint
Responsibility . P Y ge viewp
and Sensibility Departments
This year’s Detroit Auto
Show was a bit more 10 AGRReports breaking news
low-key than in years -
past, but still saw 14 Insurance Talk policy briefs
many innovations. -
E Price Points competitive pricing and stats
18 Industry Insiders people in the news

3 Fear Factor 20 On the Road calendar of events

Read the latest about the
Auto Glass Replacement 22 The Showroom new products

Safety Standard Council

Inc.s third-party @ Showcase directory of suppliers
validation review program,
and hear from som‘:e oi the 47 Advertising Index index of advertisers
first business owners to
experience the process. @ Avocations competitive pricing and stats
. Windshield and Glass Repair

Save the ’Shields
SuperGlass Windshield Q ASkthe Doctor helpful hints
Repair got its start nearly
30 years ago as a single ﬂ Repair Round-Up nwra reports
shop, and now has
franchisees all over the ﬁ WGRReports repair news
world. Take a look inside

3 the multi-million-dollar
company on page 38.

©2010 by Key Communications, Inc. All rights reserved. AGRR (USPS 020-897) is published
6 times per year by Key Communications Inc., 385 Garrisonville Road, Suite 116, Stafford,
VA 22554; 540/720-5584; fax 540/720-5687. Advertising offices listed on page 4. Un-
solicited manuscripts and other materials will not be returned unless accompanied by a
self-addressed, stamped envelope. All contents are ©2010 by Key Communications Inc.
Neither publisher nor its representatives nor its subcontractors assume liability for errors
in text, charts, advertisements, etc. and suggest appropriate companies be contacted
before specification or use of products advertised or included in editorial materials. Views

and opinions expressed by authors are not necessarily those of the publisher. For per-
C 0 I umns / D e p d t men t ) mission to reprint, contact editorial offices. Printed in the U.S. Postmaster: SEND AD-
DRESS CHANGES TO AGRR, P.0. Box 569, Garrisonville, VA 22463. ©2010 by Key

Drivin Technolo e ferks hsiness e Communications, Inc. No reproduction permitted without expressed written permission
8 gy 9 Y P of the publisher. Periodicals postage paid at Stafford, VA, and additional post offices.

Questions? Call 540/720-5584.

2 AGRRI March/April 2010 www.agrrmag.com



http://www.agrrmag.com
http://www.agrrmag.com
www.agrrmag.com
www.agrrmag.com
www.glass.com/subcenter.php
http://www.agrrmag.com/digital

‘Zoom Fit + - )

£ 2010 AGRR Magazine, Al ights eserved.No repoduction. - Contents ) Search | Archives J  E-Mail]  Subscribe |

> WE NOW OFFER DOOR WINDOW MOTORS-
REGULATORS & MORE.
> MADE IN THE USA. GREAT PRICES'!

distance=1lbm

>Toll Free USA & (Canada
>800.334.1334

>International: 512.388.7715

>web: equalizer-.com
>email: salesdequalizer.com



mailto:sales@equalizer.com
www.equalizer.com
www.agrrmag.com
www.glass.com/subcenter.php
http://www.agrrmag.com/digital

Zoom Fit + - |

kK < >

>l )

4 The Only Magazine Devoted Exclusively to the Auto Glass Industry 3

© 2010 AGRR Magazine. All rights reserved. No reproduction
of any type without expressed written permission.

from the editor

pstacey@glass.com

Contents |

‘Search |  Archives |

E-Mail

Subscribe)

Safety Sense

by Penny Stacey

ACH YEAR AGRR MAGAZINE

. X K Exhibit Tina Czar

chooses one issue to devote to | Paley of Freedom Glass in Richmond, Manager Extension 115+ iczar@glass.com

safety, and, for the last couple of | Va., whose shop was the first ever vali- Marketing Holly Biller, vice president
years, it has been the March/April |dated by the AGRSS Council. Paley, Director  Extension 123 « hbiller@glass.com
issue. I'll admit, this is always one of | whose validation review occurred on Customer Janeen Mulligan
my favorite issues of the year. Though | November 11, 2009, explained to me | Relations Mgr.  Extension 112 « imulligan@glass.com
we do, of course, include other con- | that, though many of his customers are Web Bryan. Hovey

h . include a look | sh ing f . hich v Developer Extension 125 ¢ bhovey@glass.com

tent, each year we aim to include alook | s opping for price (which really is no Video Marshall Stephens
at the Auto Glass Replacement Safety | surprise in today’s economy), that he’ll Producer Extension 121 » mstephens@glass.com
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ring with the standard and its registra- | www.safewindshields.org site to Columnists ~ Chuck Lloyd Dave Zoldowski
. : Dale Malcolm Carl Tompkins
tion program. choose a different shop.
“Ifigure, if they’re not going to bring Published by Key
. Communications Inc.
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featl.lred on page 32 and all tthose pro e,
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party validation review program. begin to take this issue to heart as Fax (44) 1-702-477559
well—if for no other reason than the China &Asia  Sean Xiao

This year, that article, which appears
on page 32, takes a look at some of the
businesses across the United States
that have been among the first ever to
undergo independent, on-site third-
party validation reviews by the AGRSS
Council. Though I hope you’ll check

got an 8-year-old son, and what if he’s
standing at the bus stop one day when

one to which Paley points, the safety of
the children in our midst.

And, if you've had good luck in con-
vincing consumers to seek safety,
please e-mail me at pstacey@glass.com

and tell me what has worked for you. I
look forward to hearing from you. H
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out the full article, one comment made
to me while writing the article really
stuck with me.
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So, What’s That Cost?

RAVELING THROUGH AGRR

land during the first couple

months this year has led me to
hear many comments revolving
around money, and, with the state of
our economy, for good reason. Some of
the more common quotes are, “I can’t
afford that,” “I sure need to reduce ex-
penses,” “We're cutting back” and even,
“I'm certainly not going to buy that.”

No doubt that a tough economy
causes businesses to be very careful in
how money is spent, but I sometimes
wonder if companies truly understand
what things really cost. More to the
point,  wonder if the thoughts and ac-
tions taken by many during this test of
tough times are going to help.

The best way that I can cause read-
ers to reconsider their current posi-
tions in running their businesses is to
share a story with you.

The Hamburger Guy
A man once lived by the side of the
road and sold hamburgers. He couldn’t
see or hear very well and he didn't have
much, but he sold good hamburgers.
He put up a sign, telling the world
how good they were. He'd stand on the
side of the road and encourage people
to buy his hamburgers—which they did.
He started buying his meat and
ketchup in bulk, and he even upgraded
his kitchen appliances. But then one
day, his daughter, who helped him with
the business, came home and advised
him the Great Depression had begun.
This made the father think, “Well,
my daughter is a smart, college-edu-
cated girl. She is up on current events.”
So, he cut back on his ground beef and
ketchup orders and no longer bothered
to stand outside encouraging people to

6 AGRR | March/April 2010

by Carl Tompkins

“Do not be one who merely
floats along with the current of the
time and economy. Start paddling
hard and making some waves due

to your own current

buy his hamburgers.

His business started to fail, and he
thought his daughter must have been
right about the Great Depression.

The Right Attitude

I truly hope that the moral of the
story rings loud and clear for everyone.
The right attitude and supporting ac-
tivities is important at all times, but es-
pecially when times get tough. You
must maximize productivity and sales
to help offset thinner margins and re-
duced demand.

Productivity is based upon well-
trained people following effective and
efficient policies using quality products.
To maximize sales is to interface with
potential customers as much as possi-
ble through as many mediums possible.
Investments are critical to support sales.
Those business leaders possessing the
greatest wisdom are those who are ex-
panding their businesses at this pointin
time. One distributor of products within
our own industry is buying a company
and adding salespeople. Why? Because
all good salespeople return ten times
what they’re paid in the form of addi-
tional revenue, and when each territory
is yielding fewer potential dollars, you
must add new territories to offset the
losses. Hey, didn’t Warren Buffet just buy
arailroad company? Hmmm ...

Finishing up on the “attitude” side of
things, don't fall prey to excuses! Typical
excuses I hear are, “Well, we certainly

III
O

haven't had the winter we need to drive
our sales,” “Boy, the only guys doing any
work are those who are giving it away,”
and “I've never seen it so bad.” Now,
when I refer to “not falling prey” to such
excuses, this does not imply that we
don't have problems and that the
weather, cheap prices and a bad econ-
omy don't affect our industry. These are,
in fact, hurdles, but they are not dead-
ends. Instead, don’t allow such excuses
to become a call to sit back and do noth-
ing. While many will whine and conduct
layoffs, you get out there and hustle-up
some new business. Do some new
things with your time and efforts and get
everyone involved. A technician without
an installation is someone who should
be out looking for one. Do not be one
who merely floats along with the current
of the time and economy. Start paddling
hard and making some waves due to
your own current! There is no better way
to avoid the waterfall ahead.

(By the way, the man by the side of
the road is putting back up his sign,
having now added two new products
to his menu that are being advertised
in four colors instead of two. The ham-
burger was great and the fries and
peach-iced tea were even better!) H

Carl Tompkins is the Western states area

manager for SIKA Corp. in Madison
Heights, Mich. He is based in Spokane, Wash.
Mr. Tompkins’ opinions are solely his own and
not necessarily those of this magazine.

www.agrrmag.com
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In God I Trust: All Others, Bring Data

it.” This is probably one of the

more frustrating retorts in the
English language. While this phrase
may come up in conversations about
unruly teenagers, politicians and
teams with losing records, it also is one
of the most common mantras of the
auto glass industry. Independent
shops will believe unfair business prac-
tices are being eliminated when they
see it happen. More than anything,
others will see steering for the serious
problem it is when they see examples

I’LL BELIEVE IT WHEN I SEE

by David Zoldowski

of how it is hurting each individual in-
dependent shop.

We all experience incidents of steer-
ing in our own shops, but often they go
undetected outside of our front doors.
It's become the mission of the Inde-
pendent Glass Association (IGA) to col-
lect all of the data about these
incidents in one place. Our anti-steer-
ing database is located at www.iga.org
where you will find a button that says
“Report Steering.”

Not only has the IGA vowed to collect
these incidents, but we are recognizing

the most shameful of these examples
and making them public. While all pri-
vate information will be kept confiden-
tial, the IGA will be releasing a “Steer of
the Month” that will tell the story of an
independent shop facing the practices
of competitor-administrators.

The IGA will select the worst steer-
ing incident from the many incident
reports being tabulated in our anti-
steering database. The company that
is selected each month will be in the
running for the dubious honor “Steer
of the Year” award to be presented at

PRECISICW\.

IS0 9001:2008

Demand Quality . . . Demand Precision™

Precision SVR mirror.

Precision’s Side View Mirrors (SVR) and
Wiper Blades are two great items you can
up sell to your customers to improve

the safety of their vehicle.

Side View Mirro s
* Replace cracked or damaged side view mirrors with a

 Precision SVR mirrors meet all required Federal Motor

Vehicle Safety Standards (FMVSS).

Wiper Blades

* Prevent damage to a new windshield by replacing
the wiper blades at time of the installation. >

 Vehicle manufacturers recommend
replacing wiper blades every six months.

o
7

Call 1-800-367-8241
for more information

WWW.prp.com

Ask About Our
New Frameless
Style Beam Blades
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“The real winners, however, will be our
industry, if we are successful in
shining a light on unethical steering
with real-life examples and hard data.”

the 2010 IGA Annual Conference in
May in Ft. Myers, Fla. While the
monthly winner will receive a tongue-
in-cheek anti-steering t-shirt, the IGA
also will invite the member with the
most egregious “Steer of the
Year” to attend the IGA Spring Con-
ference on Sanibel Island in Florida.
This month’s “Steer of the Month”
came through the IGAs Steering Report
Form in October. The shop’s employee
attempted to file the claim via phone in-
side the shop with the insured present.
The competitor-administrator asked to

speak with the insured. Upon comple-
tion of the claims process the customer
hung up the phone and began to walk
out of the shop, looking quite frustrated.
The employee asked if the competitor-
administrator was able to help him file
his claim and the customer stated,
“Yeah, but they just took the business
away from you guys. They are making
me call this number now.” The competi-
tor-administrator had told the customer
to hang up and call their phone number
to schedule an appointment with the
glass company it owned.

If you experience a steering incident
please log on to www.iga.org and click
on the “Report Steering” button on the
right side of the page. The IGA will treat
all information that you share as confi-
dential and we will not release any per-
sonal details in our “Steer of the
Month” award. |

David Zoldowski is the president of Auto

One in Brighton, Mich., and president of
the Independent Glass Association (IGA). Mr.
Zoldowski’s opinions are solely his own and
not necessarily those of this magazine.
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breaking news

COMPANY NEWS

powered by

Safelite to Move East Coast Distribution
Center to New Facility in Georgia

AFELITE® GROUP WILL BE
S moving its main East Coast dis-

tribution center from Enfield,
N.C,, to a new 357,000-square-foot fa-
cility in Braselton, Ga. The new distri-
bution center is expected to become
operational in September, and will be
its largest to date (and parent company
Belron’s largest in the world).

The facility will support distribu-
tion to states east of the Mississippi
River. The new facility is 36 percent
larger than the distribution center in
Enfield, allowing for storage of
250,000 windshields and 90,000 other

company.

Novus Holds 2010 Super Session in San Diego

Novus Glass franchisees from across the country gathered in early March in San
Diego at the Hotel Del Coronado to share education and experiences. The Novus
Super Session 2010 featured a number of educational seminars and an interac-
tive vendor fair, as well as the company’s annual franchisee awards.

The 2010 Novus Awards Banquet also was held during the event. Franchisees
were treated to dinner and cheered on their fellow franchises as director of national
accounts Jim Olson announced the winners. Mark Pixley, George Lytton and
Vanessa Terrell from Sheridan, Wyo. were named Franchises of the Year, while Gary
Fix and family from Mora, Minn., and Rusty and Carrie Cox from Chehalis, Wash.,
were announced as the runner-ups. Novus recognized those who have been in busi-
ness the longest, including the presentation of a 30-year award to Paul Torgerson
from Coeur d’Alene, Idaho.

In a recent interview with AGRR magazine, Allan Skidmore, co-executive chair-
person and chief executive officer of TCG International Inc., parent company of
Novus, predicted that more and more auto glass transactions will take place on-
line in the coming years. Skidmore’s company, which also owns Speedy Glass,
Trans America Glass Network and Shat R Proof, launched its own site for this,
www.windshields.com, in late 2007.

“A very big change I expect to occur in the next ten years are more online
glass transactions, which are already starting to take place through Internet
media such as windshields.com,” says Skidmore. “Online glass transactions will
form a major part of the retail glass business. Businesses will need to embrace
this new way of operating to survive. With this change, I still expect to see the
independent family operations existing with the major operators throughout
Canada and United States.”

Windshields.com offers an auto glass business locator service, quoting
mechanisms and a variety of information about auto glass to consumers. It
also offers an online option for auto glass businesses to sign up to be listed.
> www.windshields.com

10 AGRR | March/April 2010

vehicle glass parts, according to the

Safelite’s new East Coast distribution in Braselton, Ga., is expected to open
in September 2010.

As a result of the move, Safelite will
be restructuring the Enfield distribu-
tion center, which is connected to its
manufacturing plant. The company
says it will retain its manufacturing
operations there, along with 288 em-
ployees in that capacity, and the cur-
rent distribution center in Enfield will
now serve as a warehouse, and some
of the distribution center employees
will move to the manufacturing part
of the facility.

“We considered maintaining our
East Coast distribution center opera-
tions in Enfield, which are adjacent to
the manufacturing plant, but because
of the inability for us to further ex-
pand in that location we had to con-
sider new options,” says Tom Feeney,
president and chief executive officer
of Safelite.

Safelite explored several options for
the facility, according to a company
statement, and looked at various sites
along 1-85 between Atlanta and Char-
lotte “in areas that would allow for more
efficient and lower-cost transport of
manufactured glass to points east of the
Mississippi River.”

Safelite officials say they plan to ex-
pand 12 more warehouses in 2010,
though details were not available at
press time.

www.agrrmag.com
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EFTEC Aftermarket
Sold to Dutch Company

The EMS Group, which previously
owned industry supplier EFTEC After-
market, has sold its aftermarket adhe-
sive division to a Dutch company,
Facilitas Bergeyk B.V. Specific terms of
the purchase were not disclosed, but in
its statement about the sale, EMS notes
that the purchase price was a “high sin-
gle-digit Euro million figure.” EMS
Group will retain its OEM adhesive divi-
sion, EMS-EFTEC.

The transfer of ownership has al-
ready occurred, and Facilitas has taken
over EFTEC’s production site and lo-

gistics center in Lugde, Germany.

In a company statement, EMS notes
that this expands the automotive after-
market offerings of FACILITAS and that
the company has made a long-term
agreement to now supply aftermarket
auto glass adhesives to EMS. Likewise,
EMS-EFTEC will continue to supply
FACILITAS with its product, which is
made in Romanshorn, Switzerland.

EFTEC North America spokesper-
son Joseph Renzi says no changes are
expected for the way the company op-
erates or for its customers.

“It’s an absolutely huge opportunity
for us,” he told AGRR magazine/glass-

BYTEs.com™. “We’re extremely ex-
cited about it, because we are now ex-
panding our operations.”

SIKA Acquires ADCO’s
Replacement Adhesive
Systems Business

SIKA AG has announced that its U.S.
subsidiary, SIKA Corp., has acquired
the automotive glass replacement
business of ADCO Products Inc.

According to a statement from SIKA
AG, ADCO will be integrated into SIKA's
aftermarket business unit in the

continued on page 12
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Reports

United States and its industry division
in Canada and Latin America.

As part of the transaction, SIKA ac-
quired the rights to the “Titan” brand
name of auto glass adhesives. Four sales
representatives from ADCO’s AGR divi-
sion are expected to join SIKA's existing
21-person sales force, according to the
press release. The names of those mov-
ing to SIKA had not yet been released.

Reid Achieves ISO
9001:2008 Certification

Reid Manufacturing Co. in Coop-
ersville, Mich., has become certified to
ISO 9001:2008 standards.

“The system streamlines everything,”
says Reid president Jeffrey Cothery. “We
can respond to customers faster, imple-
ment changes faster, and manufacture
products faster while we make sure our
quality remains extremely high.” |

12 AGRRI March/April 2010 www.agrrmag.com
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We are a Major Manufacturer of

Domest'\c,Fore'\g-n and
Universal Moldings.

We SET the Standard of Quality"

QUALITY is why we sell our products to 63 countries Worldwide.

E-mail:yihtair@flexlinemoldings.com
TOLL FREE: 877-975-5554 & 866-499-5462

PLEASE REFER TO OUR NUMBERING SYSTEM IN
THE NAGS CATALOGUE AND HARDWARE GUIDE.

S;/j')www.flexlinemoldings.com | BVIHTAIR INDUSTRIAL ING.
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Minnesota Court Upholds
$400,000 Arbitration Settlement

HE U.S. DISTRICT COURT FOR
I the District of Minnesota issued
an order in March upholding an
arbitration settlement of more than
$400,000 from Farmers Insurance and
Mid-Century Insurance Company for
more than 1,100 “short-pay” claims
filed by Minneapolis-based Alpine
Glass. The original suit by Alpine asked
the court to rule that it be allowed to
engage in arbitration with the insurers
to settle the short-pay disputes; though
Farmers had filed a counterclaim al-
leging that it was not liable to Alpine,
the court had ordered that the compa-
nies should arbitrate the short-pay
claims “in a single consolidated pro-
ceeding,” according to the most recent
opinion issued in the case. Farmers
then motioned for the court “to vacate
that award,” according to court docu-
ments—and that motion also was de-
nied with the most recent ruling.
Farmers had made several claims in
its motion to have the award vacated.
Among these claims, the
insurer alleged that
Alpine had violated
Minnesota’s anti-in-
centive statute, ar-
guing that by
promising cus-
tomers “that if an
insurer did not
pay Alpine’s bill
in full, the cus-
tomer
would

14 AGRR | March/April 2010

not be responsible for the difference.”
Farmers had argued that this was a
form of an incentive to encourage the
customer to purchase auto glass serv-
ices, according to court documents.
The court ruled against this claim as
well.

In addition, Farmers had argued
that no assignments of proceeds were
made to Alpine Glass. (This is not the
first time the assignment of proceeds
issue has come up. However, previ-
ously an insurer had claimed that the
assignment of proceeds clause could
not apply to a glass shop. Last summer,
the Minnesota Supreme Court ruled
that it could.) (See related story in Sep-
tember/October 2009 AGRR, page 16.)

However, the court dismissed this
claim as well, as part of its denial of the
motion, noting that it had reviewed the
arbitration records in the case.

“Having reviewed that record, the
Court finds that Alpine has established,
by a preponderance of the evidence,
that the 91 insureds did, in fact, assign

their claims to Alpine. In every one of

the 1,120 short-pay claims that were

arbitrated—including every one of

the 91 challenged claims—Farmers

made a partial payment directly to
Alpine,” writes the judge.

The judge goes on to

point out that

Farmers

national

claims manager
Michelle Keller testi-
fied that, while an
assignment specifi-
cally is not required,
awork order must be
signed by the policy-

holder before the invoice can be
processed, and that Safelite Solutions,
Farmers’ claims administrator, must
“look for a signed payment authoriza-
tion ... before it will send any payment
directly to an auto glass shop.”

Farmers also had argued against the
arbitrator’s ruling that “Farmers was
paying a rate not based upon compet-
itive pricing in the auto glass replace-
ment industry in Minnesota” in its
motion for the court to vacate the
award.

However, the court ruled that under
Minnesota’s No-Fault Act, “an arbitra-
tor’s findings of fact are ‘conclusive.””

Farmers went on to argue that the
arbitrator should have looked at each
of the short-pay claims presented sep-
arately, but the judge, Patrick Schiltz,
writes that one reason for arbitration
in the state is to “decrease the cost and
complexity of litigation.”

“The efficiencies inherent in the
ability to present and consider gener-
alized evidence are the primary reason
why the Minnesota Supreme Court
permits consolidation of no-fault
claims in appropriate cases,” writes
Schiltz.

Alpine was represented by Chuck
Lloyd of Livgard & Lloyd LLP in Min-
neapolis, along with Joshua P
Brotemarkle of Rabuse Law Firm PA.
Steven Kluz of Stoel Rives LLP and

Diane B. Bratvold of Briggs and Mor-
gan represented Farmers
in the case. ®

Calling All Readers
Please send news for Insurance Talk
to pstacey@glass.com.
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EXTREME
TEMPS
AHEAD

HOLDS AT EXTREMES TRUSTED BY:

For performance in extreme conditions, insist on DINITROL® D-9000, our Daimler
leading one-part urethane. Cold applied and fast curing. One-hour drive away
time with dual airbags (0°-115°F). Crash-test proven. Volkswagen

The full line of high quality DINITROL products from EFTEC is designed Audi
to help you get auto glass installations done quickly, so you can get your
customers back on the road fast. Whether it's through winter cold or
summer heat, DINITROL adhesives, sealers and primers perform in a
wide range of weather conditions and temperatures.

Volvo
Ford
GM

As a supplier to the world’s largest vehicle manufacturers, EFTEC
products are OEM used and approved. Available in 10.5 oz. cartridge or
20.3 oz. foil wrap.

Rl A

=- ® bom:_ing For EFTEC product availability, call
- coatin
- i s §66-596-7772
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2010 Dodge Challenger

OR ITS RECURRING PRICE
FPoints department, AGRR sur-

veyed five major cities in the
United States for the windshield re-
placement on a 2010 Dodge Chal-
lenger (two-door with a green tinted
windshield). As usual, the companies
were told that insurance will not be in-
volved and the customer wishes to pay
for the windshield out of pocket.

AGRR also asked shops to break out
parts and labor. When available, this is
noted at right. In some cases, shops
were not willing to provide the break-
down—or would only include a por-
tion of it—and this is noted
accordingly. |

Calling ALl Readers

Is there a car you'd
like to see featured in

Price Points? Please e-mail
pstacey@glass.com.
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NAGS Part No. DW01760 © 3.3 Labor Hours (calculated at $40 per hour)
NAGS Part Price: $476.75 ¢ NAGS Total: $608.75
Total Price Glass Price Labor Urethane Glass % % off
off NAGS NAGS Total
Shop #1 $282.56 N/A N/A N/A N/A -53.6
Shop #2 $260.00 N/A N/A N/A N/A -57.3
Shop #3 $270.00 N/A N/A N/A N/A -55.6
Shop #4 $235.00 N/A N/A N/A N/A -61.4
Average** $261.89 N/A N/A N/A N/A -57.0
Median $265.00 N/A N/A N/A N/A -56.5
Total Price Glass Price Labor Urethane Glass % % off
off NAGS NAGS Total
Shop #1 $309.52 N/A N/A N/A N/A -49.2
Shop #2 $286.52 $256.52  $30.00 N/A -46.2 -52.9
Shop #3 $446.00 N/A N/A N/A N/A -26.7
Shop #4 $625.00 $536.15 $85.00  $24.00 +12.5 +2.7
Average  $416.76 $396.34 $57.50 N/A -16.9 -31.5
Median $377.76 N/A N/A N/A N/A -37.9
Total Price Glass Price Labor Urethane Glass % % off
off NAGS NAGS Total
Shop #1 $416.18 $273.41 $100.00 $20.00 -42.7 -31.6
Shop #2 $295.00 $115.00 $165.00 N/A -75.9 -51.5
Shop #3 $475.00 $375.00 $100.00 N/A -21.3 -22.0
Shop #4 $280.00 $220.00 $60.00 N/A -53.9 -54.0
Average  $366.55 $245.85 $106.25 N/A -48.4 -39.8
Median $355.59 $246.71 $100.00 N/A -48.3 -41.6
Total Price Glass Price Labor Urethane Glass % % off
off NAGS NAGS Total
Shop #1 $295.00 $209.00 $48.00 $38.00 -56.2 -51.5
Shop #2 $345.56 $235.00 $75.00 $26.00 -50.7 -43.2
Shop #3 $363.02 $213.72 $120.00 $15.00 -55.2 -40.4
Shop #4 $210.00 $170.00 $40.00 N/A -64.3 -65.5
Average  $303.40 $206.93 $70.75 $26.33 -56.6 -50.2
Median $320.28 $211.36 $61.50 $26.00 -55.7 -47.4
Total Price Glass Price Labor Urethane Glass % % off
off NAGS NAGS Total
Shop #1 $411.48 $235.50 $115.50 $30.00 -50.6 -32.4
Shop #2 $505.24 $405.24 $100.00 N/A -15.0 -17.0
Shop #3 $355.00 N/A N/A N/A N/A -41.7
Shop #4 $325.00 N/A N/A N/A N/A -46.6
Average  $399.18 $320.37 $107.50 N/A -32.8 -34.4
Median $383.24 N/A N/A N/A -19.6 -37.0
Total Price  Glass Price  Glass % Off NAGS* % off NAGS Total
Nat'l Average $349.55 $250.75 -47.4 -42.3
Nat'l Median $317.26 $235.25 -50.7 -47.9
*Figures calculated based on glass only.
** For columns with N/As included, only the data available was averaged.
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From Miami to Manitoba,
BETASEAL™ Adhesives Mean Business

Help your customers get back on the road again quickly and safely —in any type

of climate — with BETASEAL™ glass bonding systems from Dow Automotive
Systems. Qur superior OEM-quality products can help you repair to “like new”
condition, and our innovative technologies mean faster safe drive-away times
—even in blazing heat or bone-chilling cold. Boost your own business by getting

your customers back in business faster.

Automotive Systems

Let our experience work for you. www.dowautomotive.com

®™Trademark of The Dow Chemical Company (“Dow”) or an affiliated company of Dow
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(LT in the news

Binswanger Tech Becomes
National Hero; Rescues
Six from Burning

Building in Austin, Texas

A glass technician recently became a
national hero when he rescued six peo-
ple from a burning building in Austin,
Texas. Robin DeHaven of Binswanger
Glass was driving to a job on February
18 when he observed a plane crashing
off the highway and immediately went
to help.

“It seemed out of the ordinary,” De-
Haven, a native of Logansport, Ind., told
AGRR  magazine/glassBYTEs.com™
during an exclusive interview. “The
plane went south and it was going down
and I didn’t know what was going to hap-
pen. A big cloud of smoke came down.”

That’s when the U.S. Army veteran’s

instincts kicked in and he decided to
try to help.

“I exited right away and flew into a
parking lot,” he recalls. “I tried to call
911, too, but of course they were busy
with all the calls.”

Though he finally got through to
911, he continued to head into the di-
rection of the building where the plane
had hit. (It has since been revealed that
alocal man had crashed the plane into
the Internal Revenue Services building
to which DeHaven headed to help out.)

As DeHaven pulled into the parking
lot, another bystander noticed he had a
large ladder on the truck and asked if he
would help out. Without hesitation, De-
Haven says he propped the ladder
against the building, trying to ensure
that it was stable, and began his climb
up to the second story where five people
were waiting.

DeHaven has been with Binswanger
for two years.

“We tried to put it near a brace ... I
got to the top and the ladder slipped a
little bit and started dropping a few
inches,” he says. “I grabbed the ledge
and eventually got into the building
through the window.”

Knowing the ledge he'd used would-
n't work for the climb down, DeHaven
quickly looked for another option and

18 AGRRIMarch/April 2010
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saw that there was what appeared to be
asturdier ledge at the next window over.

“There was a window still intact over
it, so we had to break out that window,”
he says.

Once DeHaven attached the ladder
to the second window, he began to at-
tempt the rescue mission, escorting
each employee out the window, onto
the ledge and then onto the ladder. He
rescued six people in total.

By that time, the local fire depart-
ment had arrived on the scene, so De-
Haven gathered his ladder (after getting
the okay from the fire department) and
thought he'd sneak away to have a quiet
lunch break, catch his breath, and then
continue on to his next job.

“I took my ladder, called my boss
and told him I helped some people
when a plane crashed,” DeHaven says.
“I thought I was just going to get my
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ladder and go. I didn’t say my name [to
anyone there], but I guess someone
called the corporate office and corpo-
rate found out and called me.”

Though he remembers the details
clearly, DeHaven says the rescue took
approximately five minutes in total;
the fire hadn't yet entered the office in
which he assisted, but the hallways
had already begun to fill with smoke at
the point he arrived.

DeHaven attributes his ability and
quick-to-assist nature to his time in the
U.S. Army.

OBITUARIE

MGA Secretary-Treasurer
Kevin Foley Passes Away
Kevin Foley, secretary-treasurer of
the Minnesota Glass Association
(MGA) and owner of Auto Glass Today

in Minneapolis,
passed away on
Thursday, January 28.
He was 44.

Foley entered the
glass business only a
few years ago with his
purchase of Auto Glass
Today, according to a
statement from the MGA, and he im-
mersed himself in the industry quickly.
He immediately became involved with
the MGA and was elected to the Board
as secretary treasurer.

He is survived by his wife, Heidji; fa-
ther, John Foley; sister, Debbie Foley;
cousin, John Polley; parents-in-law,
Fern and Stuart Johnson; sisters-in law,
Janice (Tom) Jordan; Susan (Scott)
James, Joyce Johnson; brother-in-law
Perry (Shelly) Johnson; and many
nieces and nephews. |

Kevin Foley
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SUPERGLASS
WINDSHIELD REPAIR
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Safety In Windshield Repair

e Always wear eye and skin protection while repairing glass.
* Never repair a windshield on a vehicle that is running.  Always have a copy of your resin MSDS while working.
* Check your tools before you leave — Foreign Object Debris is dangerous to others.

Safety In Scratch Removal From Glass

e Always use a Ground Fault Interrupter when using electrical tools.
e Never work in standing water with electrical tools. ® Always wear eye and hand protection when using power tools.
e Always keep your balance when working with power tools.

Safety In Headlight Lens Repair

* Always wear eye protection when working with power tools.  Ensure that people know you are working in the area. Orange
cones can help. ® Never work on the headlights of a vehicle that is running. e Use sufficient water to contain the acrylic debris.
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Simply The Best

PLANNER

May 21-22, 2010
Spring Auto Glass Show™

“Delta Kits products are well designed and Co-sponsored by the Independent Glass
constructed, with consistent performing tooling Association (IGA) and National Wind-
and resins that are super simple to use and shield Repair Association (NWRA).
maintain. Simply put...Delta Kits tooling is ?E.n;f;;rgag:ur Resort.

advanced engineering and technology Contact: IGA and NWRA at 540/720-7484.
delivered through simplicity.” May 20 - 22, 2010

Independent Glass Association
(IGA) Annual Conference and
_ Rri ; ; ; ; ; Spring Auto Glass Show
Brian Fenner, 2009 Windshield Repair Olympics Champion Sponsored by the IGA.
Sanibel Harbour Resort and Spa.
; : ; : ; Ft. Myers, Fla.
Professional Windshield Repair Equipment Contact: TGA at 540,/720-7484 or visit

www.iga.org/springautoglassshow.php.

o ) ) ) May 20 - 22, 2010
For over 25 years Delta Kits is the choice of windshield National Windshield Repair
; : : Association (NWRA) Annual Conference
repair technicans and glass shops worldwide. Sponsored by the NWRA.
Sanibel Harbour Resort and Spa.
Ft. Myers, Fla.

www.deltakits.com 1.800.548.8332 Contact: NWRA at 540/720-7484
or visit www.nwraassn.org/conference.

N (| 2 21, 2010 6
National Glass Association (NGA) Auto

Glass Certification Committee Meeting
Sponsored by NGA.

Sanibel Harbour Resort and Spa.
Ft. Myers, Fla.

Contact: NGA at 866/342-5642
or visit www.glass.org.
September 14-19, 2010
Automechanika Frankfurt
Sponsored by Messe Frankfurt.
Messe Frankfurt.

Contact: Visit http://ww.auto-
mechanika.messefrankfurt.com.
October 10-13, 2010

NACE Expo

Sponsored by the Automotive Service
Association (ASA).

Mandalay Bay Convention Center.
Las Vegas.

Contact: Show organizers at
972/536-6324.

November 2-5, 2010

SEMA Show

Sponsored by the Specialty Equipment
Market Association (SEMA).

Las Vegas Convention Center.

Las Vegas.

Contact: Visit www.semashow.com. |

Please send events for the calendar

to pstacey@glass.com, or add them

online at www.agrrmag.com.
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Mainstreet Releases

Check-Processing Module
Mainstreet Computers has a new
electronic check processing module
available. The module eliminates the
need for daily trips to the bank, allows
businesses to save money on per-item
deposit fees, and it reduces
the risk of insufficient
funds notices, as the
check is processed

immediately.

In order to use
the scanner, the
operator  must

scan the paper

check, and the image is

routed automatically for deposit
through the Point-of-Sale or Accounts
Receivable program within Main-

new products
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street’s Glas-Avenue line of products—
simplifying both the user’s deposit
process and record-keeping needs.
ID>» www.mainstreetcomp.com

The Cutting Edge

The “Tech-
nician” 11-blade toolkit from BTB
Tools includes blades with precise cut-
ting depth control to cut from inside

or outside the vehicle, long blades for
deep-dash windshields and BTB’s
“winged” anti-scratch pinchweld
scraper blades. Also included is the
WK10HD power tool, designed for
long life. It is compact and lightweight
for maneuverability when removing
small quarter panels, combined with
low vibration and noise levels.

The tool kit is available from Equal-
izer Industries.
I www.equalizer.com

MOULDINGS

FlexLine is

Flexible, Says Company
Yih-Tair Industrial Co. Ltd. offers its

FlexLine universal mouldings, which

are designed to resist deterioration

caused by ultraviolet rays. The

mouldings also are extruded with a

22 AGRR | March/April 2010
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metal filament to resist stretching and
shrinkage, and are available in three
widths to cover a range of parts, allow-
ing for a reduction of in-shop inventory.
Yih-Tair also designed the mould-
ings so that they would attach easily to
the windshield edge and lay evenly on
the vehicle’s body along straight areas
and corners and they are said to be pli-
able as well, easing installation in cold-
weather temperatures, according to
the company.
> wwuw.flexline.com

Get Mouldings Quickly

The newest moulding program from
Pilkington North America allows retail-
ers to place orders for mouldings
through its quick delivery program: the
Pilkington Express Expedited Moulding
Program. The company says using this
program, mouldings will be delivered to

your door in less than five business days.
I www.pilkingtonexpress.com

It’s Universal

Creative Extruded’s FlexiTrim™ uni-
versal mouldings offer a range of bene-
fits, including cold-weather flexibility;
special packaging to eliminate kinks,
twists and rolls; anti-itech material that
doesn't mark or squeak; and a
patented, non-metallic stabilizer de-
signed for length and flexibility. In ad-
dition, the mouldings are easy to apply;

stay securely attached to the glass; re-
sist cracking, fading, discoloration and
shrinkage; and reduce the inventory
auto glass businesses need to have on-
hand, according to the company.

D> www.creativeextruded.com

PRP Universal Mouldings
Designed for Performance

Precision Replacement Parts (PRP)
recently launched a universal cavity-
style moulding sold on a 75-foot sin-
gle-line spool. The RPW16R moulding
is designed to retain contact with the
vehicle’s body all the way around, even
on tight radius corners such as those
on the Toyota Sienna or Dodge Cara-
van. Key features of the mouldings are
a unique profile design and custom
compound that is designed to remain
flexible in all climates.

1> www.prp.com |

Crash-proven according to Federal Motor
Vehicle Safety Standards (FMVSS)

Safe drive-away times as fast as one hour

From Miami to Manitoba

Restore Safety with BETASEAL™ Adhesives

A windshield provides up to 60 percent of a vehicle's roof-crush protection in a rollover. That's why glass
replacement jobs require a strong adhesive that lasts. The use of OEM-quality products — like BETASEAL™
glass bonding adhesives, the only glass adhesives approved by all major vehicle manufacturers — ensures that

repairs won't compromise safety.

Learn more at www.dowautomotiveaftermarket.com/AGRSSwebcast, where you can view the webinar

defining the AGRSS validation process now in effect.

Let our experience work for you.

-

Automotive Systems

www.dowautomotiveaftermarket.com

®™Trademark of The Dow Chemical Company (“Dow”) or an affiliated company of

f Dow
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Sika - Always Taking the High Road to Safety!

Only urethane manufacturer 1991-Present to— - — = = = == - == -
crash test FMVSS 212/208 without “belted” dummies!
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Sika Enters the Force Dedicated to AGR
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#1 for all the right reasons!

www.noshortcutstosafety.com
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15t Non-Traditional
Contaminate Solution

15t with Cutout
Lubricant

15t with Single Use

Pinchweld Primer Stix
15t One-Component
1 Hour SDAT Adhesive
15t with Comprehensive Annual
Technical Training Manual 15t with AGR
Super Kits

15t with Single Use
Glass Prep Pad

With Sika, There is “No Shortcut to Safety!”

Since entering the AGR market in 1991, Sika has always taken the High Road to safety!
Sika continues to provide its customers with the safest, most user friendly, cost effective
adhesive system in the AGR Industry. Sika continually strives to set the standard of
innovation and leadership that has made us the leader in the AGR Market!

For additional information contact your local Sika Representative, call 1-800-688-7452
or visit www.noshortcutstosafety.com.

1-800-688-7452 . www.sikaindustry.com
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GLASSDOCTO R. FRANCHISE OPPORTUNITIES AVAILABLE

ACROSS THE UNITED STATES AND CANADA.
e fxyourpanest® ONLY ONE WILL BE AWARDED IN EACH MARKET.

GLASS DOCTOR - THE NATIONAL LEADER IN AUTO AND FLAT GLASS FRANCHISING

How has your business changed over the last couple of years2 The economy has shifted, but has your business adapted to the
changes? With Glass Doctor, you'll be better suited to handle market volatility because you’ll have diversity in services, great
marketing support, the best training resources available and a team of experts working to help you every day.

Join today and take your glass business to a new level of prosperity. With Glass Doctor, you get -

* World-class training and support. * Discounts on supplies, vehicles, insurance and more.

* National marketing and internet marketing. * Systems to build equity in your business.

* Sophisticated software systems. * Control of your business and an improved quality of life.
* Strong network of other franchise owners.

(# MR,
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(800) 280-9858 MR s
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GlassDoctorFranchise.com AnSim
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by Penny Stacey

hen David Cooper, pres-
ident of Auto Glass Plus in
Richmond, Va., learned
last fall that his company
would be undergoing a
third-party validation review

by the Auto Glass Replacement Safety
Standards Council Inc. (AGRSS), he
wasn't concerned about his techni-
cians making an installation error or
doing something that goes against the

—_

ment Safety Standard
(AGRSS). But, like oth-
ers that have under-
gone the first of the
reviews, he did have
some apprehension.

“I think even the
most confident person is apprehensive
about being in the spotlight,” says
Cooper, who has been in the industry
for more than 20 years.

He also was worried about how it
might impact his business.

“My biggest concern was not so
much getting an unfavorable review,
but not being able to devote enough
time to the AGRSS validator and not
have that time away negatively impact
my clients,” adds Cooper.

But fortunately for Cooper, and oth-
ers, he discovered that the validation re-
view had minimal impact on his
business, and, with preparation, the val-
idation was a mostly seamless process.

Cooper’s nerves also were trumped
by the pride he took in what would
occur.

“In my 20 years in this industry, I was

32 AGRR| March/April 2010

very impressed to hear that a represen-
tative was personally flying to our loca-
tion to conduct the review,” he says.
“This was a sign to me that AGRSS has
a vested interest in ensuring our shop
(as well as others) is following proper
procedures and adhering to the rules
and regulations of glass installation.”
Cooper’s company was one of sev-
eral to undergo the first round of vali-
dation reviews as part of the first

________________________________________________________

cluster randomly selected in Novem-
ber 2009. Since then, validations of two
clusters of ten shops have been com-
pleted. The validation review program,
launched last fall, was designed to
send independent auditors into ran-
domly selected AGRSS-registered
shops to observe a number of items to
ensure they are compliant with the
AGRSS Standard. Orion Registrar
Corp., based in Arvada, Colo., is the
company administering the reviews.

Expectations Revealed

Cooper and others found that with
preparation, training and communica-
tion, there was little unknown about
what to expect from the review.

Bruce Hardy, divisional manager for
Harmon Glass of Michigan, describes
the process as “pretty painless.” His

Businesses Across the United States Undergo
First-Ever AGRSS Third-Party Validation Reviews

company underwent a validation re-
view this January.

John Cox, director of glass opera-
tions for Belle Tire Auto Glass in Royal
Oak, Mich., agrees.

“Because of the preparatory work
and communication [involved], I knew
pretty much exactly what to expect,”
he says.

The many seminars and webinars
that the AGRSS Council held in prepara-

helped, according to
Michael Paley, owner of
Freedom Glass in Rich-
mond, whose business
was the first ever to un-
dergo a validation re-
view.

“For us, the biggest reason the vali-
dation was what we expected was be-
cause at the AGRSS Conference in
November 2009, [the speakers] not
only talked about the validation
process in detail, but [Glasspro’s] Jeff
Olive and [Orion Registrar Corp. repre-
sentative] Penny Ouelette performed a
mock audit,” says Paley.

The seminars actually started the
previous year, as preparation for the
program got underway—so Paley also
had started thinking about it early.

“At the conference in 2008, I began to
see the value and potential importance
of the validation process for each and
every shop performing auto glass re-
placements,” he says. “However, the
year between AGRSS Conferences ‘08
and ‘09, my anxiety built because as an
owner I knew the importance of passing

www.agrrmag.com
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Dominion Auto Glass president Charles Groves (left) and technician Doug
Douse (right) work together to install a windshield. The company
underwent an on-site AGRSS validation review in November.

the validation but I was not sure I could
emphasize it strongly enough to my
team members. The last thing I wanted
was for our team to tackle this audit
haphazardly or lightheartedly, and then
have to pay for a follow-up audit.”

Pertinent Preparation

Once businesses learn that they’ll be
validated, the amount of preparation
work often varies and depends some-
what on how you've been conducting
business in the past.

Charles Groves, president of Do-
minion Auto Glass in Richmond, Va.,
says as long as technicians are already
well-trained and versed in the AGRSS
Standard, not a lot of additional steps
are needed.

“The installers just have to be edu-
cated,” he says. “That pretty much all
there is to it.”

Groves says he also met with his ad-
hesive manufacturer, a representative
from SIKA Corp., who went over some
of the details of how the validation re-
view would work.

Though Cooper felt his staff was
prepared for the validation, his staff
did review various processes once they
were notified.

“[The time after our notification] al-
lowed my staff and technicians and I to
review the everyday practices of instal-
lation, as well as some of the more
technical detail-oriented techniques
needed for larger, more complicated
jobs,” he says.

Hardy took a similar approach.

“Everyone here tries to do every-

Www.agrrmag.com

thing correctly all the time,” he says.
“We had a couple breakfast meetings
to make sure everyone was up to
speed.”

Cox says that since Belle Tire Auto
Glass has trained to the AGRSS Stan-
dard since its entrance into the busi-
ness, little to no preparation work was
needed.

“To tell you the truth, there was not
a whole lot of additional prep work on
our part to get ready for the audit, be-
cause we had been doing this since day
one,” he says. “We trained to it from the
day we opened across our locations.
We've been following AGRSS to the ‘t.””

In fact, when Cox learned the com-
pany was going to be validated, he was
excited about the opportunity.

“We were actually kind of anxious to
get someone out to validate that we
were doing things right because we
thought we were and it turned out that
we were correct,” he says.

Extra Hurdles

Despite optimism on the part of
many company owners, such as Cox,
often there is another hurdle to cross—
that of nervous technicians who are
concerned about the basic idea of the
validation; having someone watching
them closely and asking questions.
Cooper said a simple reassurance to
his technicians helped them.

“I reminded [my technicians] that
they'd been installing glass for years by
the book and that the only difference
was that they'd have someone asking
questions about their work, kind of like

Rough Spots
When a business undergoes a vali-

dation review by the Auto Glass Re-

placement Safety Standards (AGRSS)

Council Inc., there's always a possibil-

ity that they might not be found to be

compliant with the AGRSS Standard.

In those cases, a company has three

options:

e to be deemed non-compliant and
to no longer be considered AGRSS-
Registered;

e to appeal to the AGRSS Validation
Review Board, if there is a dis-
agreement about the area in which
the business was cited; or

e to propose an auditable remedy
and explain to the AGRSS Valida-
tion Review Board explaining how
the business has remedied those
areas in which it was deemed non-
compliant.

a fly on the wall,” he says. “We also all
sat down and watched the webinar
during lunch one day to help better
prepare ourselves with what to expect.”

Though Paley’s technician experi-
enced a similar case of nerves, once the
validator arrived on site, he says this
feeling subsided quickly.

“My [nervousness] ended about five
minutes into the audit process,” says
Paley. “[Our technician] didn’'t have
someone standing over his shoulder as
we both feared would happen. I think
our technician’s worries were put at
ease because of the validator himself,
talking with our technician as if to learn
rather than talking as if teaching.”

Paley wasn't alone in his assessment.

“The validator was punctual, thor-
ough and very personable,” agrees
Cooper. “Immediately upon meeting the
gentleman, my staff and I felt that in-
stead of having to deal with an unpleas-
ant, hard-nosed auditor type, we were
going to be interacting with someone
who knew what the technicians were ex-
pected to know and do, and would sim-
ply record what they observed.”

Cooper also points out that the way
the validation worked was a bit more
informal than he would have expected,
though in a positive way.

continued on page 34
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+ After the Validation

i Once a validation is complete, if all
E goes well, a business is left with some-
1 thing exciting to consider: how to pro-
i mote their success in the validation
! review to customers. Though most of
i the validations have occurred too re-
E cently for major marketing changes to
i be implemented, some who've passed
E with flying colors have taken steps to
' promote this positive to customers.

. “It's something to differentiate
E yourself from non-compliant shops,”
i says John Cox, director of Glass Oper-
i ations for Belle Tire Auto Glass in Royal
* 0ak, Mich.

i Cox says the company started pro-
E moting its recent validation review and
I the success it had in its television and
i radio advertising almost immediately.
' “We've done press releases, inde-
i pendent letters to insurance compa-
E nies, and we also have some
i hand-carry pieces we take to insurance
E agents,” he says. “ ... Most of our
! clientele are informed, so it was just a
i good chance to go out there and jump
E up and down and say ‘we did it!"”

! For David Cooper, president of Auto
i Glass Plus in Richmond, Va., he con-
E siders the positive validation the Auto
i Glass Replacement Safety Standards
E Council Inc!s “stamp of approval,” and
! plans to use this in the future, though
i he hasn't implemented this yet.

E “We proudly display our AGRSS ap-
i proval and will be certain to note our
E perfect score, as well as our other cer-
! tifications, in our marketing material,”

34 AGRR| March/April 2010

“In addition to checking items off
their list, the validator also would light-
heartedly quiz us from time to time
during an installation process, to
which, I'm proud to say, we gave a cor-
rect response,” he says.

Meet the Validators

Cox says the validator that visited
his shop also showed a strong sense of
professionalism and confidentiality.

“[He was] there to do a job and [he]
did the job professionally, the way you
would expect them to do it,” Cox says.
“They don’t want to talk about or will
not talk about any competitors, or val-
idations done elsewhere. What they do
is strictly one-on-one and confidential
and they keep it to that.”

One criticism of the program, before
it began, was that the validators em-
ployed by Orion do not have a detailed
background in auto glass, though they
have undergone basic, classroom
training with industry expert Bob Be-
ranek. Hardy says this paid off.

“If you were to ask me if they could
do a replacement, I'd say no,” but if
[you asked if] they know the funda-
mentals of the process we use, I would
say ‘yes,”” he says. “They didn't have
any hands-on experience, but the
questions they asked were pertinent to
what we do.”

The validations varied in time, de-
pending on the number of techni-
cians a shop has, as each one must be
observed during a company’s valida-
tion. Both Hardy’s and Groves’ com-
pany reviews took the better portion
of a day.

Freedom Glass in Richmond, Va., was
the validator's first stop last
November—and the first company
ever to be validated in the history of
the program.

Scheduling has been a challenge.
Because the validator has to observe
and interview the work of every single
technician, this can change the way a
company is used to working.

For example, Paley’s company is all-
mobile, and he had to contend with
rain on the day the validation review
was scheduled.

“Fortunately we were able to coordi-
nate with one of the companies we
work with and perform our replace-
ment indoors.”

Hardy had a similar problem; the
validator visited his Michigan-based
company on a cold January day.

“Everything we do—or probably 90
percent of it—is mobile,” he says.
“We're all over the place, so the hardest
part was coordinating, and I'm not
sure the validators were entirely com-
fortable standing outside [during the
entire process].”

The Results are In ...

Once a validation review is complete,
the validator holds a closing meeting
with the owner of the business and goes
over the results of the validation.

If any items of non-compliance are
found, a formal process occurs to give
the business a chance to resolve
these.

“I had a couple of instances, one
where the technician forgot to mark his
tube of urethane with the time and
date and I had to send back a letter
saying what happened, why it hap-
pened and how we would prevent it in
the future,” says Hardy.

This was the difficult part, he says—
the validator required the letter to be
written in a certain format of which
Hardy was unaware.

“[My first letter] wasn'’t [written] to
their qualifications,” says Hardy, so he
had to re-submit it in the validator’s
numbered format.

However, once he submitted it in
the required format, nothing further
was required.

Groves dealt with a different issue.

www.agrrmag.com
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“[The validator’s] report showed
about five issues on it, and it turned
out three of them were things he
shouldn't have cited us on,” he says.

He explains, “One of the things they
cited me on was that I didn’t track DOT
numbers, but we're not required to do
that ... I explained that we don’t record
that, and [the] AGRSS [Council] said
‘you’re right.”

Groves' technicians also received
some negative feedback on items that
were designed to be a part of the vali-
dation review.

“One of [the citations] was that our
installer didn't know the amount of
time for a pinchweld primer, and he
said another guy touched the glass on
the frit band,” Groves recalls.

Tips for the Future

Though Groves says he disagrees
with the validator’s assessment of what
he saw, as far as the frit band his con-
cerned, the primer issue offered a
learning experience.

“[The technician] knows [primer
times] now,” he says.

Groves says after the validation, he
received a letter detailing the items for
which the company was non-compli-
ant, explaining what section of the

AGRSS Standard was violated (see re-

lated sidebar on page 33).

For the other items, those which the
company didn't feel should have been
evaluated, official correspondence was
exchanged.

“We had to reply with a letter after
they told us we weren’t deficient in
those three things, [and] we had to an-
swer them and agree we're not defi-
cient,” Groves says.

As others prepare for future valida-
tions—or the possibility of one—
Cooper says he encourages them to
review as he did with his technicians.

“I would urge all glass shop man-
agers to compare their technicians’ in-
stallation practices to the guidelines
set forth in their adhesive manufac-
turer’s training manual,” he says. “If

Www.agrrmag.com

Many who have undergone validation reviews have noted that the process
is simple, as long as a company has been installing windshields in
accordance with the AGRSS Standard in the past.

they're not one in the same, I would
suggest a refresher course be given im-
mediately. Close attention should be
paid to the curing times as it applies to
temperature and humidity.”

Preparing technicians for the types
of questions validators might ask also
is a must, Hardy says.

“When the validator is asking ques-
tions, make sure who ever being inter-
viewed is actually listening to the
questions,” he says. “Sometimes
theyre asking for set times on ure-
thanes and sometimes they might be
asking hypotheticals. For example,
they might ask, ‘what if humidity was
such and such?”

Paley says what he has learned
from attending past AGRSS Confer-
ences also is invaluable. He suggests
seeking advice from your adhesive
manufacturer, too.

“With respect to the adhesive man-

ufacturers, I feel that their involvement
in our (or any shop’s) preparedness for
the validation is instrumental,” he
says. “After all, the primary purpose of
AGRSS is to ensure that the windshield
is reinstalled so as to protect the occu-
pants in that vehicle. The role of the
adhesive manufacturers, and its repre-
sentatives, in this process cannot be
discounted.”

And Cox stresses that all of this is
much more important than just
preparing for a validation.

“My biggest tip would be that it really
should have nothing to do with the
audit,” he says. “It should be your way of
doing business—your technicians, your
way of doing installations, and then the
audit is nothing but a blue ribbon that
says you do what you say youdo.” W

Penny Stacey is the editor of AGRR
magazine.
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THURSDAY, MAY 20, 2010

1:00 PM. - 5:00 PM. REGISTRATION OPEN
2:00 PM. - 5:00 PM. LYNX SERVICES TOUR
(included but must register in advance)

6:00 PM. - 9:00 PM. COCKTAIL PARTY/DINNER CRUISE*

*Additional fee applies and pre-registration is required. Ship port is on-premises. Please arrive by 5:45
p-m. to ensure proper boarding.

FRIDAY, MAY 21, 2010

7:30 A.M. - 7:00 PM. REGISTRATION OPEN
8:30 AM. - 8:45 AM. OPENING & WELCOME BY MEMBERS OF
THE NWRA BOARD OF DIRECTORS

9:00 A.M. - 10:00 A.M. LEGISLATIVE & STANDARDS UPDATE
10:00 AM. - 11:00 A.M. AUTO INSURANCE COMPANY
PANEL DISCUSSION

11:00 A.M. - 12:00 PM. TEN SUREFIRE WEB STRATEGIES
12:00 PM. - 1:00 PM. LUNCH ON YOUR OWN
1:00 PM. - 2:00 PM. STEERING & GRASS ROOTS INITIATIVES

2:00 PM. -3:00 PM. INTERNET MARKETING: WEBSITES THAT
PRODUCE RESULTS FOR REPAIR COMPANIES

3:00 PM. - 7:00 PM. SPRING AUTO GLASS SHOW™

E 5:00 PM. - 7:00 PM. COCKTAIL PARTY ON SHOW FLOOR

SATURDAY, MAY 22, 2010

7:30 A.M. - 2:00 PM. REGISTRATION OPEN
8:00 A.M. - 9:00 A.M. JOINT NWRA/IGA BREAKFAST/ROUNDTABLES
9:00 AM. - 10:15 A.M. WINDSHIELD REPAIR MARKETING TIPS
10:30 AM. - 11:45 A M. WINDSHIELD REPAIR TECHNICAL TIPS
2:00 PM. - 2:30 PM. NWRA CERTIFICATION TRAINING

2:30 PM. - 3:00 PM. NWRA REPAIR OF LAMINATED GLASS
CERTIFICATION EXAMINATION

10:00 A.M. - 2:00 PM. SPRING AUTO GLASS SHOW™

S
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National Windshield Repair Association

Visit hitp://www.nwraassn.org/conference/ for more information.
Visit http://www.nwraassn.org/conference/register.php to register. '
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COME JOIN US WHEN THE
AUTO GLASS INDUSTRY

AC GATHERS IN MAY
ane,.G May 20-22
)

Sanibel Harbour Marriott
0 Resort and Spa
Fort Myers (Sanibel Island), Fla.

THURSDAY, MAY 20, 2010
1:00 PM. - 5:00 PM. REGISTRATION
SPRING AUTO
2:00 PM. - 5:00 PM. LYNX SERVICES TOUR
(included but must register in advance) G L ASS S H OW e
6:00 PM. - 9:00 PM. COCKTAIL PARTY/
DINNER CRUISE*
*Additional fee applies and pre-registration is required. Ship Show Hours
port is on-premises. Please arrive by 5:45 p.m. to ensure proper May 21 3 p.m.-7p.m.
boarding. May 22 10 a.m. - 2 p.m.
Registration for the Spring
FRIDAY, MAY 21, 2010 Auto Glass Show is
included with registrati
7:30 A.M. - 7:00 PM. REGISTRATION OPEN e IGA o NWRA
9:00 A.M. - 10:00 A.M. LEGISLATIVE & STANDARDS UPDATE Annual Conferences.
10:00 A.M. - 10:45 A.M. “FREEDOM OF CHOICE”:
THE AUTO BODY PERSPECTIVE
11:00 A.M. - 12:00 PM. TEN GREAT MARKETING IDEAS
12:00 PM. - 1:00 PM. LUNCH ON YOUR OWN
1:00 PM. - 2:00 PM. ANTI-STEERING & GRASS ROOTS INITIATIVES
2:00 PM. - 3:00 PM. INTERNET MARKETING: WEBSITES
THAT PRODUCE RESULTS
73:00 PM. - 7:00 PM. SPRING AUTO GLASS SHOW™
5:00 PM. - 7:00 PM. COCKTAIL PARTY ON SHOW FLOOR
SATURDAY, MAY 22, 2010
7:30 A.M. - 2:00 PM. REGISTRATION OPEN
8:00 A.M. - 9:00 A.M. JOINT NWRA/IGA BREAKFAST/ROUND TABLES
9:00 A.M. - 10:30 A.M. LEGAL STRATEGY UPDATE
10:30 A.M. - 12:00 PM. NEW CARS & ADHESIVE UPDATE
10:00 A.M. - 2:00 PM. SPRING AUTO GLASS SHOW™
1:00 PM. - 2:00 PM. CERTIFICATION TRAINING
Y 2:00 PM. - 3:00 PM. CERTIFICATION EXAMINATION
Visit http://www.iga.org/springautoglassshow.php for more information.
Visit http://www.glassexpos.com/iga/ to register. INDEPENDENT

Glas\s Association
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we don't make money.” These are
the words of SuperGlass Wind-
shield Repair founder and president
David Casey of Orlando, Fla. Though
this is not an official company motto,
the company instills the same concept
within all of its franchisees. And the
franchisees don'’t just learn how to re-
pair the glass, but they actually are
trained to serve as “repair specialists.”
It is this focus on repair—with re-
placement not even available as an op-
tion from SuperGlass—that has helped
the company serve its customers (and
its customers’ customers) over the years
and has made SuperGlass into a multi-
million dollar worldwide business.
“If you save a customer’s wind-
shield, you're going to make him/her

11 If we don’t save the windshield,

38 AGRR | March/April 2010
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Shields

happy,” says Casey. “It's our marketing
point.”

And Casey, a staunch environmen-
talist, takes issue with any company
that might replace glass that could
have been repaired.

“Any company that replaces glass
that doesn’t need to be replaced has a
moral issue with safety and with the
environment,” he says.

To make sure all franchisees remain
committed to the environment as
well—and are aware of the positive im-
pact their work can have—Casey con-
tinually provides them with reports on
cost savings and how much they have
saved customers by repairing their
windshields.

“We’re in business against a con-
cept,” he says. “This gives us a mission.”

The Mission’s Origins

Together with his business partner,
Bill Costello, vice president of market-
ing, Casey got into the windshield re-
pair business in 1981—almost 30 years
ago.

“It was before networks and insur-
ance came into play,” recalls Casey,
who has long served on the Board of
Directors for the National Windshield
Repair Association and is a founding
board member of the Global Glass
Conservation Alliance.

When Casey got his start, repair was
hardly known as a service. “There
weren't many people doingit at all,” he
says.

The two used the Kier System, and
eventually founded a company called
Star Technology Windshield Repair,

www.agrrmag.com
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SuperGlass Windshield Repair president David Casey got into the
windshield repair business in the early 1980s.

which they operated until 1991. They
founded SuperGlass Windshield Repair
in 1992.

Their initial goal was to open two
stores. Franchising wasn’t originally
part of the plan. “It was my lawyer
who at one point told me to start
franchising,” says Casey. “It was an
evolution. It wasn't something we
planned.”

The fact that repair was so unknown
also helped this progression. “It was lit-
erally like magic,” he says. “People
would get excited quickly.”

Though the two got their start in
Boulder, Colo., where Casey had gone
because of the music and rock scene
there, they eventually moved to
Grand Junction, Colo., and then later,
in the early 1990s, transferred the

www.agrrmag.com

company to Atlanta.

“We were in a small town and we
wanted to move to a metro center,” he
says.

Just a few years later, in 1996, Super-
Glass moved its headquarters to its
current location in Orlando, Fla.

The mild climate there has been a
boon for the franchise part of the
business, Casey says. “People really
have enjoyed coming here for the
training,” he says, and notes that Or-
lando also is a good international hub,
and this definitely has come in handy.
Today, the company has 220 franchise
owners, spread across the world.
Though the majority of these are in
the United States, SuperGlass also has
franchises in South Africa, Spain,
France and Germany.

Working for the Man

One of SuperGlass’s claims to fame
is the attention that it pays to its fran-
chisees. As you walk through the halls
of SuperGlass’s main office, Casey
points out several people along the
way—Costello, his business partner;
his daughters, Fawn Moore and
Meghan Casey, both of whom have
been working with him for the last sev-
eral years—and he’ll tell you that,
though they each have a different spe-
cific duty, they all have one common
goal: “getting business for franchisees.”

“We just try to help our people make
money,” says Casey.

Once a franchisee joins the com-
pany, he/she travels to Orlando for a
five-day training course. “We use every
single minute of it,” he says.

Training includes not only technical
repair skills, but also marketing and
business skills.

“Any aspect of running a business—
that’s what we want to give to them,”
Casey says.

While the training is occurring,
Costello is working to set up appoint-
ments with local companies for the
following week for the franchisee, and
a SuperGlass official will then travel
with the franchisee to his/her loca-
tion during the following week to ac-
company him/her on the first of their
appointments.

“The most important reason we do
this is we're showing them how to get
business,” he says.

Fleet work—rental car companies
specifically—has become a niche for
the company at large, so most of these
appointments are of this sort.

“With the independent motorist it is
hard to make an impact,” Casey says.
“Fleet work is like a friendship or mar-
riage—you can prove yourself over
time.”

Casey says there are two major rea-
sons the company spends so much
time on helping franchisees get started
in the business.

1 - “It’s the right thing to do.”

2 - “It’s good for business.”

continued on page 40
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Lastly, once SuperGlass signs a new
franchisee up, Casey feels a responsi-
bility to them. “I have to make money
for my people, because they’re family
now,” he says.

Saving the Airways

Though SuperGlass Windshield Re-
pair puts a large emphasis on saving
windshields, for both environmental
and economical reasons, there’s an
even pricier type of glass out there it’s
now looking to save. Just last year, the
company launched an additional busi-
ness, Aerospace Transparencies Repair
& Restoration Inc., to focus on restor-
ing jet windows. SuperGlass became a
Federal Aviation Administration (FAA)-
certified repair location in April 2009.

“Tt would cost $115,000 to replace
the windshields on a Lear jet,” says
Casey, offering some insight into the
service it provides.

The business requires extreme pre-
cision, and, because you must become
an FAA-certified repair location to work
on jet windows, the service isn't one
usually offered by SuperGlass fran-
chisees. Becoming an FAA repair sta-
tion required the SuperGlass staff to
conduct a specific anti-drug and alco-
hol program and more. It has 22 tech-
nicians available to complete the
aircraft polishing.

“When you work in the aircraft in-
dustry, you are never allowed to
guess,” says Casey. “If you don’t un-
derstand the job 100 percent, you're
not touching the glass.”

And “little mistakes” aren't an
option.

“With the airlines, they replace
everything two years before it's going
to break—if only everyone would do
business that way,” he says.

The company has done a number of
notable jobs already, including the jets
of both the Miami Dolphins and Orlando
Magic, Professional Golf Association
chairperson Timothy Finchem’s jet and
even Donald Rumsfeld’s Gulfstream jet.

80 AGRR | March/April 2010

Making the Cut

But not everyone is qualified to be
part of that family, according to Casey.
“You're going to find that just because
someone wants to [run a franchise]
doesn’'t mean they should be doing it,”
he said.

SuperGlass looks for a few simple
requirements from its franchisees. One
is communication. “We fix glass, but
we also deal with people,” Casey says.
“You can't fix the glass if you can't talk
to people.”

But the quality of the repair also is,
of course, important, and an enjoy-
ment of working outdoors also is a
plus. The company also looks at the
town where a franchise is located and
what potential there is there.

For locating new franchisees,
though, Casey points out that the com-
pany’s work mostly markets itself.
Many SuperGlass franchisees started
out as customers of other franchisees.

“Ifwe do 15 to 16 [franchises] a year,
that’s fine with us,” he says. “We're
happy; they’re successful.”

More to Discover

When Casey and Costello aren’t
training a new recruit, they’re looking
for the latest products and services to
offer their franchisees as add-ons.

Among these are headlight restora-
tion and scratch removal for both ar-
chitectural and automotive glass.

Its latest addition is called Super
Virus Shield, and it’s a coating designed
to kill germs mechanically. Franchisees
can sell it to dealerships for used vehi-
cles, but it also works for hotels, gyms,
radio stations and office buildings, and
can not only kill germs—but also can
prevent the spread of the germ for up
to six to nine months.

In addition, SuperGlass also has
launched an addition business in re-
cent years, Aerospace Transparencies
Repair and Restoration Inc., to restore
windows for the airline industry (see
sidebar at left).

Looking Ahead

Though the SuperGlass franchise
agreement is a ten-year one (and can
be renewed for 10 years at a time),
most stay for longer.

“No one has ever walked away,”
Casey says.

And its commitment hasn’'t gone
unnoticed, even outside the auto glass
industry. Entrepreneur® magazine
ranked SuperGlass No. 47 on the 2009
low-cost franchise list, No. 55 on the
list of top home-based franchises, and
No. 149 on the list of America’s Top

SuperGlass conducts training for new franchisees at its headquarters in

Orlando, Fla.

www.agrrmag.com
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Global Franchises.

The company has 22 franchises that
have exceeded sales of $1 million with
their franchise, and two franchises that
have exceeded $2 million in sales—all
doing repair only. As a chain, Super-
Glass has surpassed $92 million in re-
pair sales since its inception and
expects to exceed $100 million (since
their founding) this year.

And, despite a continuing down side
in the economy, Casey says the future
looks bright.

“I'feel good about where repair is in
this economy,” he says.

He adds, “A lot of companies have
moved backwards this year, and we've
had some decent growth and remain
stable.” |
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Bill Costello (left), vice president of marketing, and David Casey (right),
Penny Stacey is the editor of AGRR president, work closely to generate business for franchisees across the
magazine. world.

WWW. Corp.com
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Curing Under Pressure

NE OF THE FUNDAMENTAL
O rules to achieving a struc-

turally sound, long-lasting and
visually superior windshield repair
comes at the very end of the process.
This also is when you can ruin what
would have been a perfect repair.

Windshield repair is a chemical
process—period. The only thing you
leave the customer with is the
resin/adhesive. A properly designed
windshield repair tool and curing light
should assist in maximizing your ad-
hesive properties to the substrate(s).
Knowing the adhesive’s properties and
the stresses of the substrate is the first
fundamental rule of any adhesive ap-
plication; match the adhesive to the
substrate(s) and its stresses.

We have both glass and polyvinyl
butyral (PVB) as substrates and both
aesthetics and structural restoration
are important. Stone breaks/chips will
be subject to thermal stress caused by
expansion and contraction of the glass
from heat and cold. The most extreme
stress condition is the defroster on a
cold, un-garaged vehicle—more so
than the shock of a car wash on a hot
day, because resin is brittle when cold
and elastic when hot. The PVB also
turns soft, almost liquid, in the sum-
mer heat, to hard in the winter cold. If
either of these bonds gives way, the re-
pair will become visible or fail.

Windshield repair resins are
acrylic—ultraviolet (UV) radical cur-
ing acrylics, to be exact. Low-viscosity
acrylic resins, with which stone breaks
are repaired, wet the glass and NOT
the PVB. This creates surface tension.
There is no chemical bond between
the PVB and the resin. Acrylic resin
pulls back and off of the PVB upon

82 AGRR | March/April 2010

by Richard Campfield

“Not curing under pressure
compromises both the
mechanical and chemical bond
to the glass and leaves no
bond to the PVB.”

curing, and this can create an un-
sightly repair because the void be-
tween the resin and the PVB will be
black and/or refracting and will in-
crease as the PVB turns from hard
(from cold winter weather) to soft
(from hot weather). Even if you do not
see this immediately after the repair,
the separation is there and it will be
visible afterwards from weathering.
How do you easily avoid this? By
proper curing.

Not curing under pressure compro-
mises both the mechanical and chem-
ical bond to the glass and leaves no
bond to the PVB.

Curing Under Pressure
Curing under pressure has several

benefits, as follows:

It creates a mechanical bond to the
PVB, so it does not separate upon
curing or over time, creating an un-
sightly repair.

e Curingunder pressure increases both
the mechanical and chemical bond
to the glass because the pressure
keeps the resin in place while it cures.

e It compensates for shrinkage. The
rule of thumb to address adhesive
shrinkage is to overfill, and the only
way to overfill a stone break is to cure
under pressure. Shrinkage is caused
by the tight-knit structure of the free-

radical double-bonding; the UV cure
being exothermic, a chemical reac-
tion that releases heat; and surface
tension caused by the wetting of the
glass and not the PVB. Shrinkage
causes the cross linkage to be stressed
instead of relaxed, creating residual
stress within the structure. Relaxed
cross linkage gives the repair more
elasticity to expand and contract
without crosslinks snapping/break-
ing, creating a better bond and pre-
venting deterioration. Slow cure also

controls shrinkage, as too fast of a

cure increases shrinkage and stress.

e Curing under pressure improves the
cohesive strength, which is the in-
ternal bond of the resin, to itself by
allowing more monomers to join
with other molecules to form poly-
mers. This is needed to bridge and
fill any void/gap in the break, legs
and bullseye.

In summary, do not remove your tool
before you cure. Curing with your repair
tool in the pressure mode forces the
resin to stay put while curing, instead of
shrinking and pulling off of the PVB. B

Junction, Colo. Mr. Campfield’s opinions are

Richard Campfield is the founder and
president of Ultra Bond Inc. in Grand

solely his own and not necessarily those of
this magazine.
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nwra reports

mike@nwrassn.org

New Time, New Location

S YOU MAY HAVE ALREADY | Schedule at a Glance
heard, the National Windshield | Show schedule is subject to change. Please visit our website, www.nwrassn.org,
epair Association’s (NWRA) | for show updates.
2010 Annual Conferen(:fe will b'e held Thursday, May 20, 2010
May 20-22, 2010, and will provide the | posictation OPen ...........ereeeessesessssesssesssseesssssessseeenne 1:00 p.m. - 5:00 p.m.
perfect venue for windshield repair | - ¢oncarance Opening Cocktail Party/Dinner Cruise* ............. 6:00 p.m. - 9:00 p.m.

technicians to obtain the information
and education necessary for a strong

business—especially in these tough REGISEEERN OFEM ocossosossossssconsascossascossascossascossascoasancoos 7:30 a.m. - 7:00 p.m.
economic times. Moreover. the NWRA | Educational Seminar Program..........coccoceverencncncncnncnne. 9:00 a.m. - 3:00 p.m.
is joining forces with the Independent Spn'ng'Auto (118 ST ccononoconanoronanconaaaconanaconaaonanaacnonn 3:00 p.m. - 7:00 p.m.
Glass Association (IGA) and the Na- Cocktail Party on Show FLOOT ...euveuueeieiieeieieeeeeeeieeeeeeeeees 5:00 p.m. - 7:00 p.m.

tional Glass Association (NGA) for one
co-located spring event. Both the IGA
and NWRA will host their annual con-
ferences there—two educational con-
ferences with an expansive
exposition—while the NGA will host its
auto glass-related committee meetings
there as well. These will be the only auto
glass events for all three groups in 2010.

A Hot Spot

Also, this year, the NWRA 2010 con-
ference moves to a new, lush (though
reasonably priced) location: the Sani-
bel Harbour Marriott Resort and Spa in
Fort Myers, Fla. This new destination
provides a world-class backdrop with
all of the accommodations you've
come to expect for a comfortable stay,
allowing you to focus on your wind-
shield repair education, while also
basking in the warm Florida sun.

At this year’s meeting, the NWRA
will expand our auto glass industry
green commitment and present tried
and true marketing and repair tips.

The annual conference will also
once again involve major industry
players—both industry supplier and
retailers will be present—so come pre-
pared to learn how to not only help fur-
ther your business, but also to make

Www.agrrmag.com

by Mike Boyle

Friday, May 21, 2010

Saturday, May 22, 2010

Registration Open ......ceeveeeeeeeeeeeeeennnnes
Joint NWRA/IGA Breakfast........ccccce......
Educational Seminar Program ................

Spring Auto Glass Show™

.......................... 7:30 a.m. - 2:00 p.m.
.................................. 8a.m. - 9a.m.
........................ 9:00 a.m. - 12:00 p.m.
........................ 10:00 a.m. - 2:00 p.m.

*Additional fee applies and pre-registration is required. For more information,
please call 540/720-7484 or visit us online at www.nwrassn.org.

important industry contacts.

The NWRA also will be presenting an
hour-long certification training course.
Following the training course, attendees
may elect to take the written certification
examination (additional fee applies), as
well have the ability to satisfy the practi-
cal portion of the program, by perform-
ing an on-site repair before an NWRA
practical assessment administrator.

After Hours

Optional events include a dinner
cruise aboard a regal 100-foot private
luxury yacht, as well a tour of LYNX
Services’ main call center (pre-regis-
tration required for both). Tour partic-
ipants will have the opportunity to see
the inner workings of one of this in-
dustry’s claims administrators.

(As a bonus, those who attend the
2010 NWRA Conference also can regis-
ter for the IGA Conference at a dis-
counted rate.)

The 2010 conference is all about the
windshield repair technician, and what
the NWRA—and its parent organiza-
tion, the Global Glass Conservation Al-
liance (GGCA)—can do to assist
technicians, by advising them on how
to increase their business profitability,
as well how to further the message of
repair as the first (and most environ-
mentally friendly) option.

As you can see, this year’s confer-
ence continues the NWRA’s mission: to
change the world one repair at a time.

To read more about the NWRA 2010
Annual Conference, as well to register
online, please visit www.nwrassn.org.

I hope to see you in Florida. |

. Mike Boyle is the president of the Na-

(NWRA). He also serves as president of Glass

tional Windshield Repair Association
Mechanix in Bend, Ore. Mr. Boyle’s opinions
are solely his own and not necessarily those

of this magazine.
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repair news

PRODUCT

Get Cool

The HX1000 Heat X-Changer from
Delta Kits Inc. works as a heat sink, re-
moving heat from the glass and trans-
ferring it into the tool. The heater is
equipped with specially designed ra-
dial cooling fins that allow the heat to
dissipate rapidly so the tool heats
slowly and cools quickly after use.

NEWS

The HX1000 has a 2-inch surface di-
ameter, is made from anodized 7075 T6
aircraft aluminum alloy, and is only 6.3
ounces, making it ergonomically
friendly at well.

D> www.deltakits.com

GlasWeld
Introduces ecoVac™

The new ecoVac Mini windshield
repair system from GlasWeld is de-
signed to be efficient, economical

and ecological. Its design is based on
the company’s ProVac™ technology,
with several advancements. Accord-
ing to the company, the new mini sys-
tem is easy to use, has an efficient
design, creates high-quality repairs
and is ecological, in that it uses only
four drops of resin per repair. Like-
wise, it has few moving parts, provid-
ing for ease of use and longevity of
life, according to GlasWeld.

The system comes with a lifetime
warranty and is available in a silver or
graphite anodized aluminum finish, or
a completely stainless steel version.
I>» www.glasweld.com

Repairin’ in the Rain

Ultra Bond’s new Rain Resin is de-
signed to allow technicians to repair
windshields even in the rain, as the
resin can be mixed with water without
affecting repairs, according to the
company. In addition, the company of-
fers a Rain Proof Additive that it says
can be added to any acrylic resin to
“rain-proof” it.
D> www.ultrabond.com

Annihilate Breaks

The Annihilator from Glass Pro Sys-
tems allows a technician to perform a
high-quality repair quickly, according
to its manufacturer. Glass Pro Systems

C.R. Laurence Introduces Windshield Saver
C.R. Laurence Co. Inc. has a new windshield repair kit available. The Wind-

shield Saver uses a two-party epoxy
compound available in single- or
five application fleet packs.

“The compound hardens and
bonds to fill chip crevices, prevent-
ing radial cracks,” says product man-
ager Gary Byrum. “There is no drilling
required, so application is easy and
effective on a wide range of pit types.
The clear epoxy will not
affect visibility, and re-
stores the windshield to
nearly new condition.”
1> www.crlaurence.com
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officials say the dry-vacuum system is
extremely fast to use and works on ver-
tical glass as well as cracks and normal
damage.

ID>» www.glassprosystems.com

Speed Up with QuikSilver
The new

QuikSilver

Technology™

from AEGIS

Tools Interna-

tional is de-

signed so

that technicians can

complete windshield re-

pairs in as little as five minutes, accord-

ing to its manufacturer. The system

uses a dry vacuum to remove moisture

and debris from a break, along with a

gauged pump so that the technician

can verify when an adequate vacuum

is achieved. When the injector is low-

ered into position, air is unable to re-

enter the break, so it fills quickly and

completely with repair resin.

ID>» www.aegistools.com

BRIEFLY...

The National Windshield Repair
Association (NWRA) will take over as
secretariat of the ANSI/NGA/NWRA Re-
pair of Laminated Auto Glass Standard
(ROLAGS) in the coming months, pend-
ing ANSI approval ... Glass Mechanix
has launched a new division, Surface

Mechanix, to provide residential
restoration services for glass, metal,
stone and other surfaces. |

www.agrrmag.com
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SUPERGLASS
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A Few SuperGlass Windshield

Repair Franchisees of

The USA

St. Charles, MO Trenton, NJ
SuperGlass #220 SuperGlass #244
Dave Juengst Scott Gobac
Raleigh, NC
SuperGlass #69
Richard Champion
//
SUPERGLASS
. WINDSHIELD REPAIR
Oklahoma City, 0K Z Z e
SuperGlass #46
Joe Alvarez New Urleans; LA Windshield Repair * Watershield Treatment
SuperGlass #145 Headlight Restoration ¢ Scratch Removal

* Over 200 SuperGlass Franchichees Nationwide Robert Anderson WWW.Sgwr.com
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Adhesives/Sealants
SRP GLASS RESTORATION
10425 Hampshire Ave. S
Bloomington, MN 55438
800,/328-0042 (phone)
952/946-0461 (fax)
www.srpglassrestoration.com
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RV GLASS

COACH GLASS

98 North Polk

Eugene, OR 97402
800/714-7171 (phone)
888/714-7171 (fax)
rv@coachglass.com

sales@shatrproof.com

AuTO GLASS ADHESIVE SYSTEMS

Information Sources
ASSOCIATIONS

SHAT-R-PROOF CORP.
12800 Hwy. 13, Suite 500
Savage, MN 55378
952/946-0450 (phone)
952/946-0435 (fax)
www.shatrproof.com
info@shatrproof.com

Auto Glass

GLAZEX

P.0. Box 2180

Orem, UT 84059
800/545-2770 (phone)
800/226-6464 (fax)

www.glazex.com

NATIONAL GLASS
BROKERS, LLC

3115 Fry Rd., Suite #401
Katy, TX 77449
281/599-1550 (phone)
281/599-8158 (fax)
www.nationalglassbrokers.com
sales@nationalglasshrokers.com

SAINT-GOBAIN

AUTOVER USA, INC.

6951 Alan Schwartzwalder St.
Columbus, OH 43217
614/409-1901 (phone)
614/409-1906 (fax)
www.autover.us
Dorothy.moorhead@saint-gobain.com

NATIONAL WINDSHIELD
REPAIR ASSOCIATION
P.0. Box 569
Garrisonville, VA 22463
540/720-7484 (phone)
540,/720-3470 (fax)

www.nwrassn.org

INDEPENDENT GLASS
ASSOCIATION

385 Garrisonville Rd.
Suite 116

Stafford, VA 22554
540/720-7484 (phone)
540/720-3470 (fax)

www.iga.org

PUBLICATIONS
AGRR MAGAZINE

Key Communications, Inc.

385 Garrisonville Rd.
Suite 116

Stafford, VA 22554
540/720-5584 (phone)
540/720-5687 (fax)
www.agrrmag.com

Software

AuTo GLASS-RELATED
GLASSMATE (MITCHELL)
9889 Willow Creek Rd.
San Diego, CA 92131
800/551-4012 (phone)
858/653-5447 (fax)
www.mitchell.com

Tools and Supplies
A.N. DESIGNS INC./
ULTRAWIZ®

30 Norwood Street
Torrington, CT 06790
860/482-2921 (phone)
860/482-8585 (fax)

EQUALIZER
INDUSTRIES, INC.
2611 Oakmont Drive
Round Rock, TX 78665
512/388-7715 (phone)
512/388-4188 (fax)
www.equalizer.com
sales@equalizer.com

Windshield Removal Tool
EXTRACTOR/CRYSTAL
GLASS CANADA

9508 - 45 Ave.

Edmonton, AB T6E 5Y9
Canada

877/628-8837 (phone)
780/438-5915 (fax)

www.extractortools.com

Windshield

Repair Products
DELTA KITS INC.

P.0. Box 26509

Eugene, OR 97402
541/345-8554 (phone)
800,/548-8332 (toll free)
541/345-1591 (fax)
sales@deltakits.com

GLASS MECHANIX

4881 W. Hacienda Ave., Ste. 6
Las Vegas, NV 89118
702/932-1281 (phone)
702/932-1287 (fax)
www.glassmechanix.com

GET THE ATTENTION YOUR BUSINESS NEEDS

To place your listings in the AGRR Suppliers’ Guide, please
contact Janeen Mulligan at 540/720-5584, ext. 112,
or e-mail jmulligan@glass.com. Rates start at

$350 per listing, and run for an entire year.
Don’t miss this opportunity to get your company noticed!
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GLASS PRO SYSTEMS
1116 Deanna Dr.
Rockford, IL 61103
815/713-4480 (phone)
815/713-2030 (fax)
www.glassprosystems.com

GLASS TECHNOLOGY, INC.
434 Turner Drive

Durango, CO 81303
800/441-4527 (toll free)
974/247-9374 (phone)
974/247-9375 (fax)

www.gtglass.com
rory@agtglass.com

GLASWELD SYSTEMS
20578 Empire Blvd.
Bend, OR 97701
541/388-1156 (phone)
541/388-1157 (fax)
www.glasweld.com

LIQUID RESINS/A.C.T.
4295 N. Holly Rd.

Olney, IL 62450
618/392-3590 (phone)
800/458-2098 (toll free)
618/392-3202 (fax)
www.liguidresins.com

REPAIR SYSTEMS & SERVICES
GLASS MEDIC

7177 Northgate Way, Ste. C
Westerville, OH 43082
614/891-9222 (phone)
614/891-9227 (fax)
www.glassmedic.com

AEGIS TOOLS
INTERNATIONAL

P.0. Box 259688

Madison, WI 53725-9688
608/274-9254 (phone)
608/274-9395 (fax)
www.aegistools.com
info@aegistools.com

WINDSHIELD REMOVAL ToOLS
A.N. DESIGNS INC./
ULTRAWIZ®

111 Putter Lane
Torrington, CT 06790
860/482-2921 (phone)
860/482-8585 (fax) |

Wwww.agrrmag.com
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ADVERTISING INDEX

Company

AEGIS Tools International
Coach Glass

Creative Extruded Products
Delta Kits Inc.

Dow Automotive

EFTEC Aftermarket
Equalizer Industries

Glass Doctor

Gold Glass Group
Independent Glass Association

Mainstreet Computers

National Windshield Repair Association

Northstar Automotive Glass
Pilkington North America

Precision Replacement Parts

Shat R Proof Corp.

SIKA Corp.

Sunroof Express/Night Watchman Co.
SuperGlass Windshield Repair
Yih-Tair Industrial Inc.

Phone

888/247-6000
800/714-7171
800/273-1535
800/548-8332
800/698-6246
866/596-7772
800/334-1334
800/280-9858
800/448-5188
540/720-7484
800/698-6248
540/720-7484
866/664-5262
866/377-3647
800/367-8241
800/728-1817
800/688-7452
800/322-8867
866/557-7497
877/975-5554

Fax

608/274-9395
541/393-5896
937/667-3647
541/345-1591
734/697-8228
866/596-7778
512/388-4188
254/745-5098
631/981-4299
540/720-3470
734/698-8228
540/720-3470
316/269-2656
419/247-3821
800/545-5083
952/946-0461
248/577-0810
586,/498-2301
407/240-3266
210/310-0982

Web Address

www.aegistools.com

www.coachglass.com

www.creativeextruded.com

www.deltakits.com

www.dowautomotive.com

www.eftecna.com

www.equalizer.com

www.glassdoctorfranchise.com

www. corp.com

www.iga.org
www.mainstreetcomp.com

www.nwraassociation.org

www.northstarautomotiveglass.com

www.epremier.net

WWW.prp.com
www.shatrproof.com

www.sikaindustry.com

www.nightwatchman.net

WWW.SQWr.com
www.flexlinemoldings.com

Subscribe to

for FREE

or subscribe online at www.glass.com/subcenter.php
I want to start/continue my FREE SUBSCRIPTION to AGRR: A YES L NO

Print your name: Signature: Date:
Company: Title:
Address:
City: State: Zip:
Phone: Fax: Email:
1. Please check the ONE category that BEST describes the business activity of your company:
1 [ Retailer/dealer of auto glass &/or related 4 [ Manufacturer/fabricator of AGR glass &/or related

products(repair &/or replacement).
Distributor/wholesaler of auto glass
&/or related products (repair &/or
replacement).
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cations
life heyond the auto glass business

Defensive Maneuvers

Brian Fenner, Owner, Safe Glass Technologies

NYONE WHO'’S BEEN IN THE
auto glass business for any
mount of time would probably

agree that some afterhours stress relief
is needed. It was this need, along with

a desire to get into shape, that initially ||

drove Brian Fenner, owner of Safe
Glass Technologies in Easton, Pa., to
become involved in the Gracie style of
Brazilian Jiu Jitsu.

“I'was looking for a physical activity
to release stress ... and lose weight,” he
says. “I have always been intrigued by
the martial arts and I am a big fan
of Mixed Martial Arts (MMA). One of
the staple disciplines in most fighters
is Jiu Jitsu and I thought this was a
good fit for me.”

Since Fenner discovered the sport,
approximately 18 months ago, he has
been attending a local class at least
twice a week, for two to three hours at
a time. He recently earned his blue
belt—the second of five achievable
belts in the sport.

“In my opinion, out of all the dif-
ferent styles of martial arts, Jiu Jitsu is
the most technical style, so it takes a
long time to gain rank, and it means a
lot when you do achieve different
ranks, because of what all is involved

T

.’I

|

FAST FACTS
Name: Brian Fenner
Day Job: Owner, Safe
Glass Technologies
Location: Easton, Pa.
Alter Ego: Brazilian Jiu
Jitsu Participant

Brazilian Jiu Jitsu instructor John Terry applies a choke hold to Safe Glass

Technologies owner Brian Fenner.

and how hard it is to do it,” he says.

To work through the ranks, the class
participates in drilling and sparring ac-
tivities with a partner. Fenner’s in-
structor, John Terry, who once trained
under Ultimate Fighting Champion
(UFC) Royce Gracie, observes Fenner
and his fellow classmates and their de-
veloping skills.

“At the academy I go to, part of
every class is live rolling or sparring,”
Fenner says, “and that’s basically
where, the style is so interactive it re-

Interested in Brazilian Jiu Jitsu?
For those interested in joining in the growing sport of Brazilian Jiu Jitsu, Brian
Fenner, owner of Safe Glass Technologies in Easton, Pa., says getting started can

be a simple process.

“You basically learn as you go and you become conditioned as well,” he says. “If
you're not in great shape starting out, as far as cardiovascular fitness, endurance,

etc., it comes with time.”

The first step, Fenner says, is finding an academy.

“T would certainly suggest that you do some research online for who's in the gen-
eral area you're looking for as far as the Gracie discipline of Brazilian Jiu Jitsu,” he says.

Once you find an academy, he says one of the most important aspects is re-

membering to relax.

“You find yourself in positions that are uncomfortable,” Fenner warns.

"Tl’yi n g

to relax and breathe is critical. Try to have fun.”

48 AGRR | March/April 2010

quires another individual to work
with you to be able to do what you
want to do and vice versa.”

At this point, he participates in
Brazilian Jiu Jitsu mainly for fun and
relaxation, but Fenner, who took
home first place in the 2009 Walt Gor-
man Memorial Windshield Repair
Olympics, says competition could be
in his future.

“I have a competitive nature, so it’s
certainly not something I'm ruling
out,” he says.

Though Fenner thinks he may
someday compete, he stresses that Jiu
Jitsu actually means “gentle art,” and
it's a bit more subdued than what most
people associate with MMA.

“Brazilian Jiu Jitsu is one of the sta-
ple disciplines of MMA fighters, but
there’s no intentional striking or kick-
ing involved in this style while train-
ing,” he says.

Fenner and his wife, Kelly, have a
two-year-old son, Noah. He founded
his business in 2001, and also works as
an aircraft maintenance supervisor for
Continental Airlines. |

www.agrrmag.com
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PRECISICN.

IS0 9001:2008

FINALLY - a cavity style
universal molding that does not
leave gaps in the corners!

* Fits tight radius corners Includes

without buckling dhesive

« No corner gaps g‘latgs

e Remains flexible in cold channel
temperatures

» Satin, OEM style finish

* Age tested to 20 years | Specially

designed
bottom
channel

* Includes butyl adhesive in the
glass channel

e Specially designed bottom Packaged in a 75 ft. maximizes
. . single line spool urethane
channel maximizes urethane adhesion
adhesion

* Packaged in a single line spool to avoid twists and kinks
e Order Part No. RPW16R (75ft. Spool)

To place your order, please contact your
local auto glass distributor or call

1-800-367-8241
support@prp.com
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Made in the USA

DEMAND QUALITY ... DEMAND PRECISION™
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NEeeD TooLs?

Think AEGIS® for Great Products, Service & Value

« AEGIS® Windshield Repair Systems
New! QuikSilver Technology™
for faster, better repairs

- AEGIS” Repair Adhesives

- AEGIS” Glass Handlers™

« SOLO™ Windshield Setting Tools
« AEGIS® Scratch Removal Systems

- All Major. Brands of Power and Manual Cut-
out Tools & Blades, and Adhesive Guns

- Great service and technical support!

The Choice of!Glass Professionals Worldwide!

ViewIpiroduct diémonstra'tions at www.aegistools.com

‘7 L
H =247-6000 toll-free in U.S. and Canada

- / ﬂ\!i E-malil: info@aegistools.com  Phone: 608-274-9254 < Fax: 608-274-9395

TOOLSHINTERNATIONAL  po)! Box 259688, Madison, WI 53725-9688 USA
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Getting Expert Perspective

U’RE ALREADY AN EXPERT

Y; your field. If a friend or fam-

ily member needs to know any-

thing about glass, it’s a near guarantee

you're the first person they’ll look to for
advice.

However, while you know everything
about your own industry, you may not
know nearly as much about creating a
web presence—an entirely separate field
of expertise. When you're trying to make
your glass services shop a viable online
presence, it helps to have a few experts
available to ask the tough questions.

by Mike Jones

“It depends on whether you want
building your online presence to be
cheap or easy. It won't be both.”

The Experts

Experts come in two varieties: ac-
countable and unaccountable. Ac-
countable experts include anyone that
you pay for advice and guidance. These
are people you can call to task if their
advice turns out to be inaccurate, mis-
leading or just plain wrong.

Unaccountable experts, on the
other hand, often
offer advice for
free. These can in-
clude online ex-
perts and experts
who write books or
other materials that
claim to teach you
smart techniques
and tricks; they're
also very hard to
call to task if their
advice is wrong.

The best experts
you can find are ac-
countable experts
who also happen to
be friends or family
members willing to
offer advice and
guidance free of
charge. If you hap-
pen to have some-
one with a solid
knowledge of on-
line marketing and
web presence who
also is willing to
offer guidance for
no payment (and

can help you fix problems if their ad-
vice doesn’t work), hold onto that per-
son with both hands. They will be
invaluable to you as you work to estab-
lish an online presence for your glass
services company.

As for the others, there are advan-
tages and disadvantages to each.

Accountable experts. Accountable
experts are usually professionals, ei-
ther freelance individuals or compa-
nies, who can advise in the areas of
building a solid online web presence,
website development and design, and
online marketing. These are the tools
you need to make the online branch of
your glass services company viable.

The plus side of accountable experts
is, first and foremost, that they answer
to you and you alone. Your service or
shop is different from others. Your
goals, ambitions and company pres-
ence are wholly unique. An account-
able expert is responsible for making
sure your online presence is a direct
product of your individual needs. That
means it should look the way you want
it to, do what you want it to do, and get
the results you're looking for.

If your online presence does not do
those things, your expert is account-
able to you, since you did not get the
results you hired them to achieve on
your behalf. This is a huge advantage if
something goes awry. Accountable ex-
perts also usually do all or most of the
work for you, which can be a huge
stress reliever.

The down side of accountable ex-

©2010 AGRR magazine. 540-720-5584 All rights reserved.
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perts is that they are often expen-
sive. As the old adage goes, you
get what you pay for, and while
it’s often wonderful to have an ex-
pert take all of the stress of devel-
oping a solid online presence out
of your hands, it may not be
worth the sticker price.

One way to reduce costs is to
hire a consultant as opposed to a
contractor; a consultant will sim-
ply advise you on what you
should do and let you do the exe-
cution, whereas a contractor will
both advise and execute. If you're
willing to learn how to do the
work but need someone to tell
you what to do, a consultant may
be the best kind of expert for you.

Unaccountable Experts. The
foremost advantage of unac-
countable experts is that their
services are usually free or extremely
cheap. The cost of getting expert advice
online is nil, whereas the cost of a good
do-it-yourself book will rarely top $20.

You can often get very sound advice
if you're careful about where you look
for expertise. Read online reviews and
get recommendations from other
users, and those users can usually
point you to the right resource for your
question.

Blogs can often be a surprisingly
good resource, since many blog own-
ers use their blogs to enhance their
credibility for their services. An expert
in online marketing, for example, will
usually write very helpful, well-re-
searched posts on online marketing in
the hopes that his/her expertise will
entice clients who don’t want to do the
work themselves to hire her. For you,
that means free advice from an expert;

for him/her, it means clients who know
he/she is good at what he/she does.

These experts can be excellent re-
sources, and they will often be willing
to answer brief questions for clarifica-
tion if necessary.

The disadvantage to unaccountable
experts naturally is that you cannot ac-
cuse them of not delivering services for
your money, since you haven't actually
paid them for their advice. There’s no
contract and they can’t renege on a
promise. It’s your job to figure out
which experts are trustworthy and
which are hacks—and if you really are
entirely new to online tools, this can be
difficult.

The other disadvantage is that you
have to figure out where to begin your
online strategies by yourself. In order
to seek out an expert on “search engine
optimization,” for example, you first

have to know that your business needs
SEO. You also need to know what it is
and how you want to use it. To find an
expert on a task, you have to have a
very clear idea of what the task is. This
is often more challenging than it ini-
tially seems.

Some combination of these two can
work very well. Ask a professional for a
consult to understand what the smart
strategies for your company are, and
then turn to the web or books to find
out how to execute those strategies.

As with most things, it depends on
whether you want building your online
presence to be cheap or easy. It won't
be both. |

ions are solely his own and not necessarily

Mike Jones is the president of GTS Serv-
ices in Portland, Ore. Mr. Jones’s opin-

those of this magazine.
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