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ABAC President’s Message
Bob Amendola

Involve & Inform Your Customer
ALWAYS!

Due to the con  nually increasing complex-
ity of repairs and naviga  ng insurance 
policies, it has never been more important 
to have honest conversa  ons with vehicle 
owners about what a proper repair entails 
and what the insurance company may re-
fuse to cover. You must have these conver-
sa  ons with your customer from day 1. 

Do not surprise them with this at the end. 
Ul  mately, it may never become an issue 
but if it does, the customer will be pre-

pared and will not blame you. 

Our end goal is not to charge our customer the diff erence, but we will 
not absorb the defi ciency. There is an understandable concern that if you 
charge the customer the diff erence, they will be upset with you, pull the 
car, and never come back. That isn’t the case. 

By being straigh  orward, honest, and informa  ve with your customer 
from the start, it allows them to make the decision to repair their vehicle 
at your shop regardless of the fact that they may have to kick in for what 
the insurance company doesn’t pay for. Others may say I will not do that 
and opt not to have the vehicle repaired with you. Some simply cannot 
aff ord it. That’s fi ne. Why would you want to fi x their car and lose mon-
ey? The more commonplace this becomes; the sooner people will pay 
more a  en  on to the type of insurance policy they purchase. 

We must remind ourselves that this is not our fi ght. If they purchased a 
substandard policy, that is an unfortunate lesson they will have to learn. 
We need to get out of the habit of making it our problem and absorbing 
that loss. If a customer is working with a par  cularly diffi  cult company, 
we will try to fi rst circumnavigate it and see if we can go through the 
other company instead (situa  on of a claimant). 

Adver  se and support the 
Auto Body Associa  on of 

Connec  cut by placing your 
company ad in the 

Suppor  ng Adver  sers 
Directory found as a 

pull-out in this 
newsle  er. Corporate, 
Affi  liate and Mee  ng 

Sponsorships also available
For more informa  on 

contact:  
Dave @ 860-227-0653 

Continued on Page 3
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If that isn’t an op  on, we will have the conversa  on with them that while we will do our best to get everything 
covered by the insurance company, there may be out of pocket expenses for them that are beyond our control.

We will not compromise the quality of their repair, u  lize inferior parts etc.  When people understand the facts 
of the situa  on, more o  en than not, they will choose to proceed with the understanding that they are re-
sponsible for what the insurance company ul  mately does not cover. 

All of this to say that the more involved and informed your customer is, the more proac  ve they can be to ad-
vocate for themselves and their claim. Many will get the insurance company to cover the diff erence, some may 
get reimbursed a  er the fact, some may have to pursue the ma  er through small claims court or arbitra  on, 
and some may not end up ge   ng reimbursed at all. While we hope to not have the issue in the fi rst place, this 
is not our problem. We are in the business of repairing cars properly and safely. Charge what you are worth 
and do what you are charging for. Involve your customer from the start, and you’ll fi nd that things aren’t such a 
ba  le and grind every day anymore. 

Please con  nue to support your associa  on; onwards and upwards! 

Sincerely,

Bob Amendola
Autoworks of Westville
President - Auto Body Associa  on of Connec  cut
Autoworksofwestville@gmail.com

Unity is Strength - Knowledge is Power 
A   tude is Everything

Continued from Page 2
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March 12th Membership Meeting: 
Mike Anderson to Address Operational 

Leadership & Shop Culture 
The ABAC Board of Directors are excited to host Mike Anderson at our 
upcoming membership mee  ng on March 12th at Woodwinds in Branford. 
Mike brings a na  onally renowned energy and exper  se to the stage, and 
you won’t want to miss this mee  ng!

Mike’s presenta  on is going to address opera  onal leadership, shop culture 
and how both elements relate to talent acquisi  on and reten  on. Jillan 
Dawley and I a  ended the SCRS Educa  on Series at SEMA this year and we 
were fortunate enough to a  end Mike’s presenta  on on opera  onal lead-
ership. We both agreed that it was hands-down one of our favorite semi-
nars that we a  ended. 

His presenta  on really mo  vated me personally to go back to the shop and take an honest evalua  on of how 
we are doing in terms of our leadership and shop culture. He provided great ideas, resources and tools to do a 
self-assessment and ways we can improve aspects where we fall short. 

We are in a phase at our shop where we are bringing in new technicians and training them in house. I found 
Mike’s presenta  on really helpful when I think about how we can improve that process and more eff ec  vely 
retain them long term. 

A common oversight as employers is how our employees feel valued and appreciated. Mike men  oned a great 
point that people want to be rewarded diff erently. I think this is especially important as we work to address 
the workforce shortage. The incoming genera  on may want diff erent benefi ts and bonus systems etc. than our 
current technicians. It is not a one-size-fi ts-all approach. The sooner we realize that and adjust as leaders, the 
sooner we will be able to recruit and retain talent. 

I HIGHLY recommend you make it to this mee  ng, and it would be a great idea to bring your managers/supervi-
sors to the mee  ng as well. 

RSVP YES! 

March 12th | 6:30PM

The Woodwinds
29 School Ground Road
Branford, CT 06405

See you there, 

Ashley 
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“On The Minds of Members”
In this edi  on of The ABAC News we asked a few ques  ons to members about 
communica  ng with their customer and the involvement of insurance companies.

Tony Ferraiolo - A&R Body Specialty - Wallingford
How do you communicate with your customer when you become aware that the insurance 
company is not intending on paying for the full cost of repairs?

This is assuming that you have already had a conversa  on with your customer when they fi rst dropped off  
their car. Your customer needs to know that they may have to pay the cost diff erences in repair if their insur-
ance company does not pay for certain repairs. At this point you would fi ll out a cost repair sheet, showing 
what the diff erences are between what was paid for by the insurer, and what was not, and you then will have 
three choices:

• You bill the customer the diff erence.

• You absorb it.

• Take an assignment of proceeds from your customer and you step in their shoes and collect the 
money owed to them in small claims court.

These are the three choices that we use, and we try not to use the third op  on although I do have one that I’m 
in the process of fi ling right now in small claims court because the other two op  ons were not going to sa  sfy 
us or be able to make us whole, so we have elected to li  gate. Again, this can only happen a  er you have dis-
cussed this with your customer when they are signing the Repair Contract.

What percentage of the  me do you require payment from the customer if the insurance 
company has not paid for the full cost of repair? 

About 20% or less of the  me. I think this low fi gure would show that we are doing a good job of ge   ng the 
concessions and bo  om-line fi gures that we need to.  I believe that this fi gure is becoming even less because 
of knowledge that the ABAC has been presented at mee  ngs and with sharing with members in the ABAC 
News.  As a ma  er of fact, we can thank Tony Lombardozzi, President of the Coali  on for Collision Repair Excel-
lence and ABAC Legal Counsel A  orney John Parese for showing members of the ABAC the legal ways perform-
ing these procedures properly. 

Do you follow up with your customers to see if they later receive insurance reimbursement, 
and if so, how o  en does the insurer agree to reimburse your customer?

Some customers we do follow up with, but not all the  me because once they’ve elected to pay the diff erence 
or go to small claims court themselves, they will inform us if they ever need to return for another repair. If we 
feel they have strong case to collect, we certainly will follow up because we want to hear that they have been 
reimbursed. We certainly don’t want to place our customer in harm’s way. They should be compensated for 
the way the repair was performed.

Continued on Page 6



6

ABAC News - The Official Newsletter of  the Auto Body Association of  Connecticut

January - February 2024

Which insurance companies are most likely to follow exis  ng laws, and which are most likely 
to break exis  ng laws?

In my opinion, unless you challenge the insurance companies, they are all most likely to break exis  ng laws if 
you allow them to do that. Their appraisers will be infl uenced to ignore the exis  ng laws, with Allstate being 
the worst of them all. There are excep  ons, especially some of the smaller carriers that are out of state. I can 
say that we’ve experienced every insurance company trying to stretch the law.

Are you having more or less diffi  culty these days being reimbursed by insurance companies 
for following OEM repair procedures?

If you are documen  ng properly, you should have less diffi  culty being reimbursed by insurance companies. I 
refer back to the educa  on that we have been receiving from a  ending ABAC mee  ngs.  You can use this infor-
ma  on to your advantage so you can avoid the pi  alls of being coerced by the insurance companies. Remem-
ber, YOU repair the vehicles, not the insurance company.

Kevin Clave  e - Ace Auto Body - Har  ord
How do you communicate with your customer when you become aware that the insurance 
company is not intending on paying for the full cost of repairs?

The conversa  on about the bill should be discussed when the vehicle is dropped off . Most of us in the industry 
know which insurance companies pay for what, and which companies will deny paying paint materials, scans, 
calibra  ons, mark-up, etc. This is your chance to explain to the customer that they may have to be involved in 
the nego  a  on process of their claim. When you have the insured educated and “on your side” it is way easier 
to get claims processed.  The insurance company representa  ve typically has a much harder  me explaining 
themselves to a client that is being short-paid when the shop has all the documenta  on necessary to repair 
the client’s vehicle. 

What percentage of the  me do you require payment from the customer if the insurance 
company has not paid for the full cost of repair? 

I wouldn’t say our shop has a percentage of  me that we charge customers. It’s on a per claim basis. It has 
more to do with what is the percentage of the total bill paid. That determines whether or not we bill a cus-
tomer. For example, if I only lost 5% of my paint and materials bill it may not be worth it, but 20% of that same 
materials bill? Now that may be worth it, depending on the total amount of the materials bill.  

Do you follow up with your customers to see if they later receive insurance reimbursement, 
and if so, how o  en does the insurer agree to reimburse your customer?

Yes, we typically do follow up. Insurers typically always reimburse their clients for our bills. But to be honest, 
usually the only dispute with our billing is the paint and materials invoices. 

Which insurance companies are most likely to follow exis  ng laws, and which are most likely 
to break exis  ng laws?

Most insurance companies follow exis  ng laws. The problem is us as shops don’t use those laws to our favor. 
That’s why involving the customer is crucial to ge   ng fully reimbursed. It’s the insurance companies’ duty to 
make the customer whole again. 

Continued on Page 7

Continued from Page 5
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The reason why insurance companies say “no” to shops so o  en is because they have no contract with shops, 
or any reason to pay us what we are asking. (Because we are asking), bill the insured, and the insurance com-
pany will have to make them whole again. 

Allstate will break any and every law not to pay a loss. We do not repair Allstate claims anymore because of 
their pure neglect to care about their client or any laws. 

Are you having more or less diffi  culty these days being reimbursed by insurance companies 
for following OEM repair procedures?

The industry as a whole has defi nitely improved over the past couple of years. It may be because shops are get-
 ng more aggressive in nego  a  ons, and less willing to take the bea  ng from the insurance companies any-

more. With that said, we are ge   ng paid for more OEM procedures. 

Ashley Brunelle - Autoworks of Westville - New Haven
How do you communicate with your customer when you become aware that the insurance 
company is not intending on paying for the full cost of repairs?

We just had a good example with a car being involved in a front-end collision. We had an insured who brought 
in their Mercedes and with no way of knowing ahead of  me, we removed the front bumper cover only to fi nd 
that an a  ermarket cover was used on their vehicle, evidently from a previous repair. Obviously, we do not use 
a  ermarket parts, but we couldn’t even fi nd this cover in the supply chain even if we wanted to. We informed 
the insurance company. 

Now, due to the fact this was an a  ermarket part on the vehicle, we would be replacing it with a new one, 
none of the moldings, none of the retainers, none of the clips would fi t properly on that new factory cover. 
We ended up with an $800+ short pay so I called the owner, explained to them what was going on and that we 
did everything we could to try and get the insurance company to pay for the diff erence and that we did not 
feel the customer should be responsible for this charge, but our hands were  ed. To fi x the car properly, this is 
what it took to do that and due to the fact that the insurance company will not pay the diff erence we suggest-
ed to our customer that they take it up with their insurance company. This is not a comfortable conversa  on to 
have with your customer.  They will be on the defensive. 

Every customer is diff erent. You need to gauge your customer.  We have a script that we use. Call it a ‘stan-
dard opera  ng procedure’ if you will but it varies depending on your customer. I also followed up with this 
customer with a detailed email lis  ng everything that was done that was not covered. We then gave him the 
tools needed to feel confi dent about taking up this issue with his insurance company. We try to be informa  ve; 
we try and keep the conversa  on comfortable and keep them in the loop and educate the customer as best 
we can by using the tools that we have learned from a  ending all the ABAC mee  ngs but, at the end of the 
day, it’s not our problem. I didn’t purchase this policy, I didn’t purchase the car, I didn’t damage the car, I don’t 
insure cars; so, this issue is strictly between the customer and their insurance company. We do our best to help 
them understand but the customer must pay the bill. If we end up charging the customers the diff erence, most 
of the  me, the customers completely understand, and they are not upset WITH US. They may be frustrated, 
disappointed etc. but it is towards the insurance carrier- not us. 

I understand the fear that if we pass the defi ciency on to the customer, we will lose customers etc. but that has 
not been my experience so far. Again, much of that is due to transparency from the start. 

Continued from Page 6

Continued on Page 8
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It allows the customer to understand the poten  al out of pocket expenses and make an informed decision 
about having their vehicle repaired with us regardless of that. Not everyone can be a customer. We need to 
focus less on fi xing every poten  al job that comes through our doors and instead focus on jobs where we can 
provide a safe and proper repair and be compensated properly for the services we provide. 

What percentage of the  me do you require payment from the customer if the insurance 
company has not paid for the full cost of repair? 

A lot of this hinges on how transparent you are with your customer from the beginning. I don’t believe in 
surprising the customer at the end of the repair with their invoice. You need to have conversa  ons with your 
customer leading up to this point even though you can’t predict what’s going to happen with a repair. Once 
again, it depends on the situa  on; it depends on the customer.  Some  mes you’re put between a rock and a 
hard place. You can hold the car, but you can’t get blood from a stone. We will not compromise our work; we 
will not compromise the integrity and safety of our customer’s vehicle. When explained to the customer from 
the beginning of the repair and they are aware of the poten  al extra cost, 100% of the  me, the customer will 
pay the diff erence. Ul  mately, transparency and communica  on with your customer is of key importance.

Do you follow up with your customers to see if they later receive insurance reimbursement, 
and if so, how o  en does the insurer agree to reimburse your customer?

Brunelle - The case that I men  oned earlier is s  ll ongoing so there is no resolu  on as of this moment but I 
have been in touch with the customer so, yes, we do follow up.  Most of the  me we don’t because I don’t 
want to involve myself since the issue really had nothing to do with me.  At this point it’s between the custom-
er and the insurance company. We follow up but do not intervene. Some are successful, others no. Again, we 
try to keep the customers educated with their op  ons.

Which insurance companies are most likely to follow exis  ng laws, and which are most likely 
to break exis  ng laws?

Brunelle - One of the biggest off enders is Allstate, which led us to stop accep  ng any work from them. Bristol 
West, State Farm and USAA are my top 3 that we typically have viola  ons with, and they have the highest DOI 
complaints. Most of the smaller companies will typically follow exis  ng laws. Amica, Na  onwide and Geico 
would also be on the list of companies that follow the laws. As we teach at the mee  ngs, these are Connec  -
cut Laws, use them. Members are very good at using these laws. Come to the mee  ngs.  Read the ABAC News 
and get educated!

Are you having more or less diffi  culty these days being reimbursed by insurance companies 
for following OEM repair procedures?

Brunelle - With some of the smaller companies, there are no issues at all. Some of the mainstream carriers 
make it a challenge. My rule of thumb is the more they adver  se, the more likely they are to be diffi  cult to deal 
with or more likely to have an issue paying a claim. They always try to use the worn-out terms like ‘it’s the cost 
of doing business’ or ‘we don’t pay for that!’

Jillian Dawley - Dawley Collision & Customer - Waterford
How do you communicate with your customer when you become aware that the insurance 
company is not intending on paying for the full cost of repairs?

Continued on Page 9

Continued from Page 7
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We start that conversa  on when the customer fi rst books their appointment. In order to leave their vehicle 
with us, the customer needs to sign the paperwork acknowledging the fact that we did have a discussion and 
that there may be some type of copay. The discussion consists of ques  ons such as who their insurance com-
pany is and, did they already get an es  mate? If they did already receive an es  mate, I ask that they send that 
es  mate to me. I will call them a  er and go over that es  mate and at that point I will be able to tell them what 
their insurance company had approved for “X” and our posted labor rate is “Y” (and we won’t work for less 
than our posted labor rate). We then let them know that if their insurance company doesn’t consent to pay 
more, there may be an out-of-pocket expense for them, the customer. I let them know that many insurance 
companies are diff erent, and I can never say how it will go with their insurer un  l the car comes in and gets 
disassembled. Every repair is diff erent and there are so many variables that can aff ect the repair cost. Most 
customers understand but there is always the customer that could be concerned about cost and asks for a bit 
more informa  on. I will do the math on their es  mate on what the cost diff erence COULD be but again, there 
are too many variables that go into a repair and the customer ul  mately gets it. 

What percentage of the  me do you require payment from the customer if the insurance 
company has not paid for the full cost of repair? 

If there is a defi ciency it’s always required that the customer pay it. We have been making defi ciencies the 
customers responsibility for about 3 years now and I would say the amount and frequency of the defi ciencies 
has dropped. Whether that be from insurance carriers going up on their rates or appraisers working harder to 
make the numbers work.  The more it is done, and the more appraisers are met with disgruntled customers 
who are armed with more knowledge, the less it has been happening. O  en, the adjuster and I have met and 
nego  ated a number to try to minimize the cost to the customer.

Do you follow up with your customers to see if they later receive insurance reimbursement, 
and if so, how o  en does the insurer agree to reimburse your customer?

We have had customers call to let us know that they did get reimbursement from their company a  er they 
submi  ed a bill to them. But no, we do not regularly reach out to them a  er the fact. It would depend on the 
circumstances of the claim. 

Which insurance companies are most likely to follow exis  ng laws, and which are most likely 
to break exis  ng laws?

Due to the fact they make it so diffi  cult to do business with them and a very miserable process for both us 
and the customer, we don’t work with Allstate insurance at all. I would like to apply the same policy to State 
Farm, but we haven’t go  en there yet. State Farm has refused to send a physical appraiser to our facility on a 
supplement. I tell customers that generally speaking, the more a company spends on adver  sing and market-
ing the worse they are to work with. The smaller companies tend to be easier to work with for both us and the 
customer whether it be moving in a more  mely manner, paying the bill in full, u  lizing OEM parts, sending 
appraisers out to the shop etc.

Are you having more or less diffi  culty these days being reimbursed by insurance companies 
for following OEM repair procedures?

 I’m not sure if that really applies here. When an appraiser comes in, I give them my bill. This is how we’re 
doing the job and they either write that or they get to my number. Due to the policies that we have in place, I 
don’t feel like this is an issue. 

Submi  ed by Don Cushing

Continued from Page 8
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Consumers take another run at The Hartford 
with class action lawsuit.  

Guess who’s back in court fending off  another class ac  on lawsuit?  You guessed it, our old friend, The Hart-
ford.  In this new case,  tled Janet Hobson, Et. Al. v. Har  ord Insurance Company of the Midwest and Twin City 
Fire Insurance Company, the plain  ff s claim the Har  ord undervalued totaled vehicles thereby chea  ng its 
insureds.  The eighty-six page complaint alleges in part that The Har  ord:

[V]iolated their straigh  orward contractual obliga  on by direc  ng its third-party vendor to sys-
tema  cally reduce the total-loss valua  ons.  Specifi cally, Defendants’ third-party vendor de-
termines the ACV of an insured total loss vehicle by taking the average price of “comparable 
vehicles” in the relevant market, adjusted for documented diff erences between the compa-
rable vehicle(s) and the insured vehicle in mileage, equipment, and condi  on. A  er the vendor 
determines the price for “comparable vehicles,” however, Defendants instruct its vendor to 
apply an arbitrary, baseless, and illegal “projected sold adjustment” (“PSA”) reduc  on to each 
comparable vehicle where list price is not iden  fi ed. This reduc  on ar  fi cially reduces the ACV 
calcula  on of the total-loss vehicle and, consequently, reduces the amount of Defendants total 
loss payment to insureds.

This PSA reduc  on is arbitrary, capricious, and baseless. Indeed, the data on which it is pur-
portedly based shows the very opposite is true—that vehicles sell for their listed price, not for 
hundreds of dollars less than their listed price. So, Defendants and its vendors simply ignore or 
exclude the data.

These allega  ons are compelling.  With that said, it is s  ll early in the proceedings, and all we have so far are 
allega  ons in a Complaint.  As you know from prior experience, class ac  on li  ga  on is inherently challenging 
and fraught with unique hurdles.  I will keep an eye on this case as it progresses, and I will update you accord-
ingly.  With any luck, this case will succeed, or at least serve to remind the insurance industry that it cannot go 
on chea  ng consumers with impunity.  

John M. Parese, Esq. is a Partner with the law fi rm 
of Buckley Wynne & Parese and serves as General 
Counsel to the ABAC.  Buckley Wynne & Parese main-
tains offi  ces in New Haven, Har  ord and Stamford, 
and services clients throughout all of Connec  cut.  
The opinions set forth in A  orney Parese’s ar  cles 
are for educa  on and entertainment purposes only 
and should not be construed as legal advice or le-
gally binding.  If you have any ques  ons or concerns 
about the content of this or any of A  orney Parese’s 
ar  cles, you are encouraged to contact A  orney Pa-
rese directly.

John M. Parese is a partner at the New Haven-based 
firm of  Buckley Wynne & Parese
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In light of the ongoing technician shortage, the
ABAC has begun a long-term campaign to promote
the collision repair industry to potential
candidates. As a benefit to our membership, we
created a page on our website dedicated to career
opportunities exclusively with our member shops.

As part of our campaign, we will be promoting this
section of our website in an effort to direct
potential candidates to our members.

HIRING?

Ifyouhaveanyopenpositions, simply visit
abaconn.org, select the careers pageand

complete the form. Please complete the formfor
eachposition separately.
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In the fast-paced and dynamic world of the automo  ve industry, the role of a Dealership Parts Director is cru-
cial for the smooth func  oning of various aspects of the business. Recently, I had the opportunity to sit down 
and have an insigh  ul conversa  on with Skye Mazuroski, Parts Director at Long Automo  ve, an experienced 
Auto Parts Director with a wealth of knowledge and exper  se in the fi eld. Our discussion delved into the chal-
lenges, innova  ons, and future trends shaping the auto parts sector.

Longevity in the Wholesale Parts Industry
Long Subaru and Cadillac have been serving the Massachuse  s area for well over 90 years. A family run dealer-
ship that is in the hands of many long-  me professionals.

Skye got involved in the automo  ve industry during high school when he began working part  me at Long Au-
tomo  ve for Tom Schube, who is the semi-re  red parts director.  A  er gradua  ng college, Skye took a posi  on 
as a parts advisor. “I worked my way through the parts department and eventually into wholesale by trying to 
learn everything I could, paying a  en  on to detail. Working next to Tom Schube and Assistant Manager Kenny 
Parker, I was able to hone my skills.  This is not to say it hasn’t been a challenge.  Anyone involved in the auto-
mo  ve parts industry knows just how diffi  cult it has been these last few years dealing with all of the dynamics 
that change constantly,” says Mazuroski.  Skye emphasized the importance of staying abreast of technological 
advancements, market trends, and factory changes to make informed decisions that keep the business com-
pe   ve.

Challenges in the Auto Parts Sector
One of the key challenges discussed was the global supply chain disrup  ons that have aff ected the availability 
of auto parts. Skye shed light on how these disrup  ons have compelled industry professionals to reevaluate 

and op  mize their supply chain strategies. Addi  onally, he 
highlighted the importance of fostering strong rela  onships 
with customers so that they understand the challenges that 
the dealership is facing when trying to fi ll their orders.

Off site Wholesale Opera  ons
Long’s wholesale opera  on is based in Framingham with their 
Cadillac dealership in Southboro and their Subaru store in 
Webster.  All parts are shipped from the wholesale warehouse.  
Skye has 39 employees, 9 of which are dedicated wholesale 
advisors. 

Vendor 
Spotlight

Continued on Page 13
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Delivery areas include just about all of Massachuse  s from Boston to Springfi eld ; Northern and Central Rhode 
Island and the Route 6 area of Connec  cut along with Har  ord. As men  oned before, Kenny Parker also assists 
as the Outside Wholesale Representa  ve, making sure that Long maintains their high rate of customer sa  sfac-
 on. All of Long’s customers are familiar with Parker since he has been a mainstay there for 40 years!

Sustainability in Auto Parts
Sustainability is becoming a focal point in the automo  ve industry, and Mazuroski expressed his views on how 
he uses programs to help collision repairers. “We use OEConnec  ons’s CollisionLink and CCC for our shops.  We 
rely heavily on the customer support that we receive from these programs. We rely on the compe   ve pricing 
that these programs can off er since shops don’t necessarily want to use a  ermarket parts.  By off ering compe  -
 ve pricing, and allowing the shops to use OEM parts, they don’t need to worry about fi t and fi nish,” Mazuroski 

tells us.

Challenges in Stock
“I try and make sure we have suffi  cient stock on hand. While we use GM’s RIM program, certain events dictate 
when changes are needed.  For example, we were set up pre  y well during the recent UAW strike.  We needed 
to make sure we were going to have what shops needed.  It’s not a perfect science but we were able to weather 
the storm and even had dealers calling us for stock. Although it required extra work, we remained compe   ve. 
We are proud of our inventory fi ll rate,” he said.

How did you become an ABAC Suppor  ng Adver  ser?
“Tom Schube has been an ac  ve member of the Auto Body Associa  on of Connec  cut for many years.  His be-
lief was always to support the local automo  ve community and once we started servicing and delivering parts 
to Connec  cut, it only made sense to support the shops who do business with us. So, we became a suppor  ng 
adver  ser in the ABAC News. Shops need to get their customers back on the road, as soon as possible. Hope-
fully, our services we off er, help those shops get that done as quick as possible. The shops need support, OEM 
informa  on and most importantly, a voice in the industry. It’s really a ‘no-brainer’ to be part of an associa  on 
that is as strong as the ABAC,” Skye explained.

Long Automo  ve has no plans to slow 
down as they con  nue to grow in the 
New England Markets and beyond. The 
ABAC would like to thank Skye and his 
staff  for an inside look at Long Automo-
 ve’s wholesale opera  on. We are very 

honored to have the support of Long 
automo  ve!  

And to all of our ABAC Members, 
Support Those Who Support You!

Submi  ed by Don Cushing

Continued from Page 12
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Radar Compliant Paint: Refi nishing more than 
cosmetic job as vehicle technology advances

As technology advances, automo  ve refi nish-
ing has become more than a cosme  c func-
 on — it could be the diff erence between life 

and death.

The refi nishing step in the repair process 
needs a new level of precision when it 
involves a vehicle with radar and sensors 
used for safety features, a Collision Industry 
Conference Parts and Materials Commi  ee 
panel said during a Palm Springs, California 
mee  ng Jan. 17.

Benito Cid, Mercedes-Benz USA collision 
programs manager, said the company con  nues advancing technology that uses sensors, cameras, radar and 
more, included as part of the technology suite in its Level 3 automated driving feature, Drive Pilot, in California 
and Nevada in 2023.

“All of these things require a clear line of sight,” Cid said. Ensuring the repair process and products don’t inter-
rupt the line of site of those systems is why “looking at the procedures is even more important at this point.”

Repairers can’t repaint some parts with sensors, Cid said. Some  mes, replacing the part is the only op  on.

Other colors have a maximum amount of layers of coa  ng such as primer, paint and clear, he said. Some of 
these parts can only be painted one addi  onal  me.

Cid showed a slide with mul  ple 
colors that can’t be repainted in a 
repair. 

The colors ranged from white, 
beige, gray and black. He also dis-
played the Mercedes-Benz proce-
dure for informa  on on pain  ng 
bumpers with radar sensors, which 
specifi es paints approved for refi n-
ishing the bumper.

Any other color is not approved for 
refi nishing.

Continued on Page 15
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“We can’t just say it’s gray or white,” Cid said. “We have to be looking at this and make sure we have the right 
informa  on. You are sending someone out onto the road with this vehicle that may or may not func  on as it 
should.”

Ryan Brown, western technical manager forAkzoNobel said repairers who work on structural damage know 
the importance of checking an OEM manual. “Paint has always been cosme  c,” Brown said. “It is no longer just 
cosme  c.”

AkzoNobel, a paint and coa  ng company, tests their products in conjunc  on with OEMs to fi nd the correct 
formulas needed to keep sensors working, Brown said. OEMs make and document correct procedures in their 
manuals, but it is the repairer’s responsibility to follow that procedure, he said.

“There’s an astoundingly low amount of them [refi nish technicians] who have ever used or seen one of these 
manuals,” Brown said. “Make sure to get it into the hands of people refi nishing the car.”

Manufacturer procedures vary for each make and model, Brown said. He added that the informa  on can 
change. “We constantly have to go back and access this informa  on because there may be changes to it in the 
future,” Brown said.

Brown said manuals used to be printed out and le   nearby for technicians to grab. However, as technology 
advances quickly, it is important to fi nd the most up-to-date manual online each  me.

A  er fi nding the correct informa  on on OEM portals, repairers must know how to select the correct color for-
mula for both color match and radar func  onality, Brown said.

A slide Brown showed said repairers must also know the radar transparent color search steps in MIXIT — Ak-
zoNobel’s cloud color database. He said Radar Transparent Formulas can be found in MIXIT module access via 
the MIXIT help center. Doing these steps is important because calibra  on isn’t always accurate, he said. “Make 
sure those sensors retain their func  onality and integrity,” Brown said.

Brown listed factors refi nishers should pay a  en  on to in or around the radar sensor:

• Material thickness of the substrate

• Primer has limited impact on transmission

• Clear coat has limited impact on transmission

• No blending of any material, including base coat or clear coat, in the radar zone as this disrupts the 
signal

• No body fi ller repair including welding or repair to the plas  c substrate is allowed

• No manual  n  ng or color correc  on of the approved color

• No op  miza  on or correc  on steps are allowed with Automatchic

• Sanding and polishing are possible if there is a paint defect in the fi nal fi nish

• OEM radar repair manuals should advise on rec  fying or overcoa  ng a paint defect

• OEM radar repair manuals should advise if the paint system should be removed if there is a paint 
defect

Continued from Page 14
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Factors that could infl uence a radar sensor when applying a base coat:

• Aluminum par  cles infl uence transmission

• Course aluminum, less impact

• Finer aluminum, higher impact

• Argentum has the highest impact

• Pearl and Xirallic have limited impact

• Solid toners have limited impact

Brown said the factors are sugges  ons and refi nishers s  ll have to check the requirements for each job with 
the OEM manual for each repair.

Jeff  Wildman, BASF, automo  ve refi nish coa  ngs automo  ve a  ermarket expert,  said sensors can be behind 
painted bumpers, emblems, inside the grille, and many other places around the car.

Front radars are o  en used for adap  ve cruise control and autonomous emergency braking (AEB), he said. 
Corner radars can be used for blind spot detec  on, lane-change assist, front cross-traffi  c alerts, and rear cross-
traffi  c alerts.

The Na  onal Highway Traffi  c Safety Administra  on (NHTSA) has pushed for more safety features from manu-
facturers in recent year, including proposed mandates.

Wildman said thousands of standard colors cause refl ec  ons impac  ng radars’ ability to transmit. These color 
restric  ons change for each manufacturer, make, and model.

“The radar goes through the bumper, the primer, the clear coat, and the color,” Wildman said. “Every single 
one of those substrates can refl ect.”

Bumper material, thickness, and geometry can impact refi nish primers, color, and clears coats, he said.

Continued on Page 17
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“We have worked really closely with the OEMs to understand those specifi ca  ons and measurements and 
what each layer does and how it impacts those radars,” Wildman said.

This includes spraying out panels and sending them to OEMs to be tested to learn the best procedure needed 
for each repair, he said.

“If it says two coats of base coat and not a third coat, don’t spray a third coat because you have some paint 
le  ,” Wildman said. “When it says a 10 sealer, use a 10 sealer.”

Wildman said anyone using BASF mixing tools will receive warnings throughout about checking and adhering 
to OEM repair procedures and recommenda  ons.

Blueprin  ng, or repair planning, can help repairers plan ahead for refi nishing projects involving sensors, Wild-
man said. The process can provide repairers with a comprehensive document that gives actual costs to repair 
the damaged vehicle based on available manufacturer documents before the repair starts.

Andrew Batenhorst, Pacifi c BMW collision center manager, elaborated how his shop has developed a repair 
planning process to account for color iden  fi ca  on and informa  on gathering to helps avoid  mely or costly 
missteps.

BMW off ers clear standards for refi nishing near sensor technology, he said. This includes a fl ow chart that in-
structs repairers to follow one of three process conclusions.

Those processes include:

• Process A is for minor repairs only. It states no sand through as primer and base in the radar beam area is 
not permi  ed. It also says only apply clear coat evenly over the en  re bumper.

• Process B allows for refi nishing of the en  re bumper with an even coa  ng of base or clear coat. No primer 
or repair is allowed in the radar beam area.

• Process C requires the replacement of the bumper.

“More o  en than not, I am seeing Process C where we are replacing bumpers,” Batenhorst said.

BMW also repeatedly warns of any issues during the refi nishing process, Batenhorst said.

The refi nishing standards from BMW are a part of the comprehensive repair plans made at the beginning of 
any project, he said. Repairer planners also take  me to go through specifi c color verifi ca  on tasks.

Without a plan, errors can happen that force a job to be redone or force the purchase of an unnecessary part. 
Ul  mately, a mistake can delay a job, he said.

“We are not perfect by any means,” Batenhorst said. “We’ve made mistakes like this in the past that have been 
very painful. We’ve learned quickly.”

Planning also helps iden  fy each task repairers must do in the process. This makes the job goals more clear for 
employees, he said.

Source: www.RepairerDrivenNews.com
Ar  cle by By Teresa Moss

Continued from Page 16
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TechForce: Amount of students graduating from 
tech schools is increasing

The amount of students gradua  ng from technical schools has 
increased for the fi rst  me in a decade, according to a new 
report.

TechForce Founda  on’s recently-released Technician Supply 
& Demand report found that student completions in all 
segments, including collision repair, are up.

“This is wonderful news,” said Jennifer Maher, TechForce 
Founda  on’s CEO. “[We and our] donors have worked  re-
lessly to dispel the outdated s  gmas; to share the upside and 
advantages that a technician career off ers; to show respect for 
techs and their vital role in keeping America moving; and help-

ing young people who love problem-solving, technology, and working with their hands to fi nd an educa  on 
and career that fi ts. When we see an up  ck in program comple  ons, we have faith that the hard work is paying 
off .”

According to the report, collision technician comple  ons rose more than 5% last year with an increase of 238 
graduates. Although last year’s 4,725 comple  ons were higher than 2021’s 4,487 graduates, it was 45% s  ll 
lower than 2013’s 7,469 fi gure.

The report also found that the amount of overall auto collision technicians was up .5% in 2022 with an increase 
of 800 collision repair technicians. The rise followed a six-year-long downward slide.

“While this is not a signifi cant increase, it is certainly encouraging,” the report said. “…The two most impor-
tant measurements we have available to us are the total number of technicians employed and the number of 
postsecondary comple  ons in transporta  on technical programs,” it said. “These are the measurements that 
represent where we, as an industry, can make our greatest impact through our combined eff orts in ac  vely 
championing technical careers. “While technician demand is certainly an important metric, we have no con-
trol over it. …Therefore, it is most encouraging to see the current trends that are developing, as shown in this 
year’s report.”

TechForce added that its work is not over and that it must con  nue working to meet the need for 110,000 col-
lision technicians through 2027 by:

• Engaging with students, beginning in middle school, as well as parents at school stakeholders to 
increase awareness of technical career paths;

• Building rela  onships with local school instructors and administrators;

• Providing funding for technical training scholarships;

• Pushing enrollment in post-secondary training programs;

• U  lizing internships, mentorships, and appren  ceships; and

• Suppor  ng nonprofi t organiza  ons that are working to address the tech shortage.

Continued on Page 19
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TechForce said this year’s report was signifi cant 
because it found that the transporta  on techni-
cian workforce increased 4.3% year-over-year in 
2022, outpacing U.S. Labor Force growth for the 
fi rst  me.

While no  ng that the fi gures are good news, 
TechForce noted that 795,000 new automo  ve, 
diesel, collision repair, avia  on, and avionics 
technicians are s  ll needed to meet demand 
through 2027. That fi gure is down from the 1 
million new hires deemed necessary to fi ll the 
gap in last year’s TechForce report.

“The decrease in open posi  ons is certainly 
encouraging, as well as the increase in both 
technicians employed and postsecondary techni-
cal program graduates,” said Greg Se  le, report 
author and TechForce’s director emeritus of 
na  onal ini  a  ves. “Hopefully, the past year’s 
trend of increased graduates con  nues, as we s  ll have many more open posi  ons than graduates ready to 
join the workforce. Collision Repair has the biggest challenge ahead with 6.7 jobs available for every graduate, 
followed by 3.1 for Diesel, 2.6 for Automo  ve and 1.2 in Avia  on.”

TechForce Founda  on is a nonprofi t organiza  on that conducts research on the automo  ve, collision, and 
diesel repair industries and links students with employers through educa  on, appren  ceship, and job opportu-
ni  es. Its eff orts include grant and/or scholarship-funded tui  on and grant and scholarship money for schools 
as well as collabora  ons with businesses, schools, associa  ons, and nonprofi ts on workforce development 
solu  ons.

Earlier this year, it launched a new technical educa  on campaign called “Grab the Wheel” to a  ract entry-
level automo  ve, collision, and diesel repair technicians into the industries over the next fi ve years to meet 
the looming workforce demand. “We need to do everything we can to inspire and support those who want to 
pursue the technician career path,” Maher said. “Too o  en, students either don’t start or have to drop out of 
their technical educa  on because of fi nancial barriers. TechForce will award $2.3 million in scholarships and 
grants this year alone, but that’s s  ll only serving 1 in every 3 applicants. We simply need more dona  ons to 
help these students get where they’re trying to go, which is employment in an industry that desperately needs 
them.”

In July, I-CAR shared its plans for helping recruit more talent into the collision repair industry during a Collision 
Industry Conference (CIC) mee  ng.

Dara Goroff , I-CAR’s vice president of planning and industry talent programming, said strategies aimed at 
bridging the industry’s talent gap have come a long way in the past year, with the newly launched Collision 
Careers marke  ng campaign poised to further bolster interest.

“Our industry is most sustainable, not just when we have a host of fantas  c technicians that work with us 
every day at our repair centers, but when we have a really eager popula  on across the United States and in 
other countries who want to join the collision repair industry,” Goroff  said at the  me.

Source: www.RepairerDrivenNews.com Ar  cle by Michelle Thompson
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Th e goal of the ABAC News is to provide a 
forum for the free expression of ideas.  Th e 
opinions and ideas appearing in this pub-

lication are not necessarily representations 
of the ABAC and should not be construed 

as legal advice.
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