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From the Desk of ABAC President 
Bob Amendola

Insurer Guidelines Do Not Overide 
Connecticut Law

It has come to my aƩ enƟ on that insurance 
companies failing to leave a copy of the 
esƟ mate at the Ɵ me of inspecƟ on conƟ n-
ues to be an ongoing issue. ConnecƟ cut 
RegulaƟ on 38a-790-4 is very clear: the 
appraiser shall leave a legible copy of the 
appraisal with the repair shop at the Ɵ me 
of inspecƟ on.

We are increasingly hearing from mem-
bers that appraisers are claiming they can-
not leave a copy of the esƟ mate because it 

must fi rst be reviewed—whether by AI systems, supervisors, or internal 
processes. We are also seeing appraisers state that, under the insurance 
company’s “guidelines” or “standards,” they are not permiƩ ed to pay 
for certain operaƟ ons idenƟ fi ed during the inspecƟ on. Let me be clear: 
internal insurer guidelines do not override state regulaƟ ons. When these 
explanaƟ ons are given, they should also result in a DOI complaint.

I want to strongly encourage each of our members to immediately fi le a 
complaint with the Department of Insurance whenever this occurs, and 
to forward a copy to Heather so ABAC can maintain proper documenta-
Ɵ on. InsisƟ ng that a copy of the esƟ mate be leŌ  at the Ɵ me of inspec-
Ɵ on is criƟ cal. It creates transparency and ensures that any aƩ empts to 
alter esƟ mates or suppress supplements aŌ er the fact are idenƟ fi ed and 
documented.

These pracƟ ces are not just concerning—they are direct violaƟ ons of 
state regulaƟ ons. ABAC will conƟ nue to raise these issues with the De-
partment of Insurance and the Offi  ce of the AƩ orney General. However, 
without complaints on fi le, our ability to gain tracƟ on and eff ect mean-
ingful correcƟ on is signifi cantly limited. DocumentaƟ on is the foundaƟ on 
of enforcement.

Keep the pedal down. Uphold state regulaƟ ons. Report violaƟ ons as 
they occur. If you need a refresher on how to fi le a DOI complaint, please 
don’t hesitate to reach out.

Bob Amendola
Autoworks of Westville
President - Auto Body AssociaƟ on of ConnecƟ cut
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ABAC Legal Spotlight: 
A Conversation with John M. Parese, Esq.

For many members of the Auto Body AssociaƟ on of ConnecƟ cut, legal quesƟ ons oŌ en arise at the most 
challenging moments — insurance disputes, customer issues, or navigaƟ ng complex regulaƟ ons. Fortunately, 
ABAC has a trusted resource in AƩ orney John M. Parese, who has long served as legal counsel to the associa-
Ɵ on. With deep ConnecƟ cut roots and years of experience advising collision repair professionals, John has 
become a familiar and valued voice at ABAC meeƟ ngs, seminars, and in these pages. In this interview, John 
shares insight drawn from years of working alongside ConnecƟ cut repairers and advocaƟ ng for their inter-
ests.

ABAC: John, you’ve been connected to your fi rm since your days at Quinnipiac University School of Law. Can 
you walk us through your career path and what led you to become a partner in 2015?

JP: This is an impressive and surprisingly professional way to start this interview, Don.  I was expecƟ ng my fi rst 
quesƟ on to be something more like: “Can you tell our readers when you stopped beaƟ ng your wife?”  

Since you are being so professional, I will be professional too.  Fine.  AŌ er graduaƟ ng from law school, I did a 
one-year clerkship with the ConnecƟ cut Judicial Branch.  I worked closely with judges, giving me a unique look 
“under the hood” of the inner workings of our judicial system.  AŌ er that, I worked as an associate aƩ orney 
with my father’s general pracƟ ce fi rm in Hamden.  There, I handled all types of legal maƩ ers.  AŌ er about four 
years, however, I resolved that I wanted to concentrate on personal injury work.  I connected with John Buckley 
and John Wynne.  We hit it off , and the rest is history.  Continued on Page 4
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I can’t say enough great things about my postgraduate experiences and the mentorship I’ve been so fortunate 
to experience.  From my Ɵ me with Judicial, to all the brilliant lawyers at PPP&C, to all the mentorship and the 
hands-on experiences with Wynne and Buckley. That’s the road that got me here – if anyone’s sƟ ll reading at 
this point, which I doubt.  I wouldn’t be.  

ABAC: You were born and raised in North Branford and now live in Guilford. How has growing up and work-
ing in ConnecƟ cut infl uenced your legal pracƟ ce and your connecƟ on to local businesses like auto body 
shops?

JP: I’ll take you back even further.  My grandfather ran a mechanical garage in North Haven (Parese Motors).  
Next to his shop was my Uncle Ernie’s Auto Body Shop.  My family has been in or around North Haven for over 
a century. I grew up in Northford and went to school in North Branford.  Go T-Birds!  Now, I live in Guilford with 
my kids, and I love the town.  I am very fond of this part of the state, and I have many friends and family who 
live here.  

Living and working here infl uences my pracƟ ce in the sense that reputaƟ on is everything.  I insist on doing a 
great job for every client, many of whom were referred to me by a friend or family.  If I don’t do a great job, 
that’s going to be a problem.  This is a small and connected community.  Everyone knows everyone.  At the 
same Ɵ me, as you see when you drive on our highways, this legal space is annoyingly crowded. I have a lot of 
compeƟ Ɵ on.  My fi rm could not survive without doing great work and making lasƟ ng relaƟ onships.  Referrals 
are the heart of most successful small businesses.  Every member of the ABAC knows that well. In this sense, 
growing up and living in this area has been very important to my fi rm’s success.   

ABAC: You’ve served as legal counsel for the Auto Body AssociaƟ on of ConnecƟ cut for many years. What 
iniƟ ally drew you to working with ABAC and the collision repair industry?

JP: I was drawn to the auto body industry because I like working on complex cases with interesƟ ng people.  
Also, I wasn’t aware of what a dumpster fi re this industry was when I fi rst got involved, and by the Ɵ me I fi g-
ured it out, it was too late to run.  Special shout-out to my old friend, Tommy Bivona.  Thank you, Tommy, for 
ruining 20 years of my life.  

ABAC: Our ABAC members frequently deal with insurance-related disputes. From your perspecƟ ve, what are 
the most common legal challenges collision repair shops face today in ConnecƟ cut?

JP: This is a great quesƟ on.  Insurance companies come to repair claims with more insƟ tuƟ onal money and 
negoƟ aƟ on leverage. So right off  the bat, shops are in a tough spot. We have strong laws, but many of them 
are not enforced. I think one of the toughest challenges shops face is balancing the necessity to invest in techni-
cians, equipment, training, and infrastructure to fi x vehicles correctly and to stay on top of advances in technol-
ogy and vehicle repair complexity, while balancing that against the known circumstance that most customers 
will be relying on insurance to pay the bill.  The insurance industry has deviously and systemaƟ cally suppressed 
the rate of reimbursement through complex schemes and illegal pracƟ ces.  We all know it.  I need to keep this 
answer from going another 20 pages – though I would if I had the chance.  Leave it at this: I think the biggest 
challenge shops face is learning how to thrive in the face of very challenging circumstances.

Continued on Page 5

Continued from Page 3
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ABAC: You’ve presented at ABAC meeƟ ngs on topics like small claims court and insurance disputes. Why is it 
important for shop owners to understand their legal rights rather than simply “accepƟ ng” insurer decisions?

JP: Knowing your legal rights gives shop owners criƟ cal tools to fi ght back against the ever-encroaching in-
surance power and money grab.  The poliƟ cal systems have been unwilling to stand up to big insurance.  The 
courts have been mixed.  Anyone doing a serious reading of our laws MUST conclude that illegal pracƟ ces are 
occurring.  Many courts will and have agreed.  Knowing our laws is the fi rst step to puƫ  ng up a proper fi ght 
and being able to advocate for proper repairs and fair reimbursement. 

ABAC: For shop owners who may feel inƟ midated by the legal system, what’s your advice on when it makes 
sense to pursue small claims court or seek legal guidance?

JP: The unfamiliar is always scary.  The legal system is just like anything else; once you do it a few Ɵ mes, you 
realize it’s not so bad.  Also, if you’re interested, watch another shop liƟ gate.  Go to a trial.  All trials are public.  
And remember, the worst thing that can happen is you lose.  

The system does require that all repair forms be correct and in accordance with DMV regulaƟ ons. A shop’s 
work product and paperwork will be carefully scruƟ nized in any case that’s liƟ gated.  If the work and paper-
work are Ɵ ght, there is liƩ le to risk.    

ABAC: Are there any misconcepƟ ons you commonly see among repairers when it comes to contracts, esƟ -
mates, or insurer obligaƟ ons?

JP: One common misconcepƟ on is when shops treat an insurer like the customer.  The customer is the vehicle 
owner.  The vehicle owner is the person who makes the repair decision and is responsible for paying the bill.  
The industry’s misguided tradiƟ on of not making a customer pay for a defi ciency has wreaked terrible havoc.  
Can you imagine any other profession where you obtained a service, then said to the business that provided 
you the service: “I can’t pay you, but I’ll let you go out, at your expense and Ɵ me, to collect the money from 
someone else so my bill will get paid.”  It’s absurd.

ABAC: The collision repair industry conƟ nues to evolve with ADAS, OEM procedures, and increasing insurer 
pressure. From a legal standpoint, what should shops be paying closer aƩ enƟ on to right now?

JP: Like any professional, shops are charged with keeping up to speed with applicable standards of care.  If re-
pairs do not conform to repair guidelines, a customer can bring a claim. UlƟ mately, shops have a more impor-
tant consideraƟ on, however: occupant safety. I would recommend consulƟ ng applicable guidelines wherever 
possible and sublet work that goes beyond a shop’s capacity.  

ABAC: You’ve contributed to ABAC newsleƩ ers and educaƟ onal seminars over the years. Why do you believe 
educaƟ on and proacƟ ve legal awareness are so criƟ cal for independent shops?

JP: EducaƟ on is just so essenƟ al to the foundaƟ on of running a more profi table business and pursuing greater 
independence from insurer incursion. I can’t see a way around it. As annoying as it may be to read my arƟ cles 
or hear me speak, I think the content is worthwhile. 

Continued from Page 4

Continued on Page 6
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ABAC: Outside the courtroom and conference room, you’re very acƟ ve coaching youth basketball and base-
ball. How does coaching infl uence your leadership style and approach to working with ABAC members?

JP: I really enjoyed coaching youth sports.  Kids are fun and funny.  Most parents are great (some are terrible 
human beings who belong in a cage).  Most importantly, I’m just grateful that I was able to spend so much 
quality Ɵ me with my kids. 

I would say that my training as a lawyer infl uenced my coaching more than the other way around.  In other 
words, research, over-prepare, and come to every game with opƟ mism and posiƟ vity.  That’s essenƟ ally how I 
aƩ empt to pracƟ ce law.  Also, there are rules in youth sports that allow coaches to beat their kids in ways that 
you can’t get away with at home.  So, obviously, I enjoyed that part as well.

ABAC: Finally, what message would you like to leave ABAC members with when it comes to protecƟ ng their 
businesses and advocaƟ ng for themselves?

A: Stay engaged.  Stay educated and informed.  Stay posiƟ ve. Stay connected to your peers.  Always do great 
repair work – then insist on geƫ  ng paid a fair price.  Don’t release the vehicle unƟ l you’ve been paid the bill in 
full. 

The ABAC would like to thank AƩ orney John M. Parese for his ongoing commitment to our associaƟ on and 
its members. His willingness to share his legal knowledge, present at meeƟ ngs, and support repairers navi-
gaƟ ng complex issues makes a meaningful diff erence for shops across ConnecƟ cut.

SubmiƩ ed by Don Cushing

Continued from Page 5
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2026: Keeping the Ball Rolling 
As we move full swing into 2026, our shop has entered the new year with 
the same goals we’ve always had: fi x vehicles safely and properly, take care 
of our customers, and get paid appropriately for the work required to do 
the job right.

One of the biggest shiŌ s we’ve conƟ nued to make in our business is how 
we communicate with customers. We are having open, honest, and trans-
parent conversaƟ ons about repair standards, our warranty, and the overall 
claims process. That includes explaining, upfront, that there may be out-of-
pocket expenses when an insurance company does not fully indemnify a 
claim.

These are not easy conversaƟ ons, and they are never meant to put our 
customers in a diffi  cult posiƟ on. We are not trying to hurt anyone, and we 
certainly do not want customers paying more than they should or have to. 
However, what we are no longer willing to do is absorb unpaid costs simply 

to keep the peace. For years, the auto body industry has “eaten it,” and the consequences of shopping the low-
est premium have been pushed onto repairers. That approach is not sustainable for our business.

Instead, we are focusing on educaƟ on. We are helping our customers understand that not all insurance poli-
cies are the same, and that choosing coverage based solely on price oŌ en comes with trade-off s. When safety, 
proper repairs, and long-term vehicle value are at stake, those trade-off s maƩ er. Being transparent has actually 
strengthened trust with many of our customers—even when the message is uncomfortable.

Another change we’ve made is being more proacƟ ve with regulators. When we encounter situaƟ ons where we 
believe a claim is not being handled properly, we involve the Department of Insurance and, when appropriate, 
the Offi  ce of the AƩ orney General. These agencies exist to protect consumers, and we believe it is important 
they are made aware of pracƟ ces that undermine safe and proper repairs.

In our own shop, this has included pursuing a recent ongoing complaint with the DOI against one of the indus-
try’s more problemaƟ c carriers regarding a specifi c issue. Like many of you have experienced, the iniƟ al re-
sponse was the standard “no violaƟ on found.” Rather than accepƟ ng that outcome and moving on, we pushed 
back.

While the end result of any single DOI complaint may not always lead to immediate resoluƟ on, our focus is on 
the bigger picture. Each complaint helps establish a necessary paper trail. DocumenƟ ng these issues—clearly, 
consistently, and persistently—puts us in a stronger posiƟ on over Ɵ me. The more complaints that member 
shops submit and follow through on, the beƩ er equipped we are for meaningful conversaƟ ons with regulators. 
We also encourage shops to forward copies of complaints and responses to Heather so they can be kept on 
fi le. CollecƟ ve documentaƟ on maƩ ers.

One pracƟ cal Ɵ p we’ve found helpful: tools like ChatGPT can signifi cantly reduce the Ɵ me it takes to draŌ  
complaints and formal responses. If the Ɵ me commitment has ever stopped you from fi ling a complaint, using 
technology to help organize facts and present them clearly may make that process more manageable.

Continued on Page 8

Ashley Brunelle
Autoworks of Westville

ABAC Vice President
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We all know the claims pracƟ ces that happen behind closed doors. What we are trying to do in our shop is 
document them, challenge them, and bring transparency to a system that oŌ en lacks it. Our hope in sharing 
what we’re doing is to encourage other member shops to take similar steps, knowing they are not alone in do-
ing so.

As we conƟ nue through 2026, our focus remains on professionalism, accountability, and doing what’s right—
for our customers, our businesses, and our industry. This approach aligns directly with the ABAC’s mission to 
educate and support our members while protecƟ ng the motoring public through safe, proper, and transparent 
repairs. We have strong, informaƟ ve content planned throughout the year, and I encourage you to aƩ end, stay 
engaged, reach out with quesƟ ons or informaƟ on, and stay connected—because the more informed and uni-
fi ed we are as an industry, the stronger our voice becomes.

Ashley Brunelle
Autoworks of Westville - ABAC Vice President

Attorney explains the real risks of not following 
OEM procedures during CIC

A 16-year-old driver loses control of a vehicle and strikes a 
tree, his side airbag doesn’t deploy, he hits his head on the 
B-pillar, ulƟ mately dying from his injuries, Rebekah Cooper, 
The Cooper Firm partner, explained to the Collision Industry 
Conference (CIC) audience about a case she’s liƟ gated. 

“The quesƟ on is why did the young man die in a wreck that 
he could have survived?” Cooper said. “And the answer is 
because his airbag didn’t deploy.” 

She followed this by asking if the airbag didn’t deploy because 
of design or was the vehicle repaired in a way that kept the 
airbag from deploying. 

If it’s the repair, then it’s a repair defect, she said during CIC’s 
new Industry Experiment segment hosted by Aaron Schulen-
burg, Society of Collision Repair Specialists execuƟ ve director. 
The segment focuses on current industry issues while using a 
conversaƟ onal approach verse panel style. 

“I love that you have that chair represenƟ ng who I am here to 
really talk about, which is the consumer,” Cooper said during 
the conversaƟ on, acknowledging that CIC tradiƟ onally has an 

empty chair on stage to represent consumers. 

Aaron Schulenburg, Society of  Collision Repair 
Specialists executive director and Rebakah Cooper, 

The Cooper Firm partner, during CIC in Palm 
Springs courtesy of  CIC. 

Continued from Page 7

Continued on Page 9
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The Cooper Firm focuses on product liability, with some of the cases focused on a product design failure and 
others where repairs weren’t performed correctly. She’s previously worked as an insurance defense aƩ orney 
and in consumer advocacy. 
Improper repair cases are changing as more emerging technology, such as ADAS features, become prominent 
on vehicles, she said. She said the legal system currently sees dozens of ADAS cases annually and that number 
is expected to increase.

She told the story of a case where a repair involving a bumper necessitated a calibraƟ on that wasn’t completed 
by the repair shop. 

The fi rm discovered this by looking at what technology was on the vehicle and the repair procedures to see 
how it’s supposed to be repaired. They tracked the vehicle back to the last place it was repaired. It was dis-
covered the business didn’t do the repair needed, she said.  The failed repair caused the collision warning not 
to work, she said. The consumer was a quadriplegic following the crash. She lived in a mobile home for three 
years waiƟ ng for accountability, Cooper added. 

The Cooper Firm courtesy of  The Cooper Firm.

Continued from Page 8

Continued on Page 10
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OEM repair documents, including posiƟ on statements, are the fi rst documents her fi rm looks for in a case, she 
said. Shops are quesƟ oned about the documents during deposiƟ ons. “There are Ɵ mes we ask a shop for those, 
and the OEM has it, but the shop does not,” Cooper said. “Have you seen this before? When is the fi rst Ɵ me? 
Are you seeing it if for the fi rst Ɵ me right now? If the answer is yes, that’s a problem.” 

SomeƟ mes shops will answer that they have years of experience and are knowledgeable on how to repair 
vehicles, she said. “But this ADAS wasn’t here 25 years ago,” Cooper said. “So you need to be looking at these 
now. You’re industry knowledge or insƟ tuƟ onal knowledge isn’t going to help in that situaƟ on.”

Cooper gave another example of discovering a calibraƟ on wasn’t done correctly because during a deposiƟ on 
she asked where a calibraƟ on was completed.  “We assumed they sublet it out,” Cooper said. She said it was 
obvious there was not a dedicated space to do a calibraƟ on in the shop. However, the service manager said the 
calibraƟ on was completed at that locaƟ on. “We pulled out the literature and went through it,” Cooper said. 
“You have to know what you are talking about. It is a specifi c procedure.” 

Schulenburg asked if it would be worse to say you haven’t seen the OEM repair documents or to say you did 
see it but didn’t follow it. Cooper paused in her response, clearing weighing the degree of infracƟ on, “If I’m 
liƟ gaƟ ng that case, I’m not mad about either answer.” 

She gave an example of a case involving a forkliŌ  repair. Three repairers had never seen the manual. A corpo-
rate representaƟ ve was brought in and said that the repairers were experienced and didn’t need the manual. 

Cooper said there is a diff erence about a top down culture where the top decision maker didn’t provide the in-
formaƟ on and a guy who was trained, who made a mistake and took a shortcut. “This person is just a symptom 
of the overall problem that the company has,” Cooper said. 

Schulenburg further asked if wording in documents, such as recommended or required, plays a part in liƟ ga-
Ɵ on. 

Cooper responded that legally “shall” is a mandate and recommended is best pracƟ ces. However, a jury is likely 
to think that a repair professional should do both. 

“Are you acƟ ng reasonably in the best interest of the consumer,” Cooper asked. “Both of those suggesƟ ons and 
mandates maƩ er.” 

Schulenburg added to the conversaƟ on by saying that consumers expect professional repair shops to follow 
best pracƟ ces. He followed-up by asking how disregard for OEM repair standards impact a liability case. 

Cooper responded that a case is started with the goal to get on a trial calendar and get in front of a jury. 

“If you pick 12 of your friends that aren’t in this industry, that aren’t lawyers, they’re not sophisƟ cated in this 
space, you just pick 12 people, put them in a dinner party and say, these are some facts, people don’t like 
that,” Cooper said. “Especially with insurance companies and car repair companies. PoliƟ cally in this climate, 
people don’’t want the wool pulled over their eyes.” 

Not following the repair procedures feels scammy, Cooper said. “You’re asking consumers to give you fi ve-star 
Google reviews, but when people come in, you’re doing shortcuts and you’re not looking at OEM best prac-
Ɵ ces,” Cooper said. 

Continued on Page 11

Continued from Page 9
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Cooper said this discussion could also involve OEM tools verse aŌ ermarket. 

However, there’s not a rule that if you don’t follow these you are liable. A technician could, for example, say 
they discussed an issue with the documents with the OEM and found a work-around that seemed to work. 

“From a technical standpoint it is case specifi c,” Cooper said. 

Schulenburg asked about cases where the repair procedures don’t exist.  “I think my next quesƟ on would be, 
how did you decide what you were going to do?” Cooper said. “What did you choose to do for this repair, and 
how did you make that decision?’

DocumentaƟ on is important for shops, Cooper said. This includes documenƟ ng the training your staff  has. 

Cooper said the fi rst thing her fi rm will do is look at the name on the boƩ om of any documentaƟ on given to 
the consumer. It will then look up training for that person, she said. “If you’re hiring someone what is your pro-
tocol for hiring?” Cooper said. “What do you look at? What do you require? And if they’ve been trained how 
do you validate that?

Schulenburg responded that her comments highlight the importance of creaƟ ng a business culture that puts 
training on a pedestal.

He asked  Cooper who owns the product for a repair? The insurance company or repair facility?  “When I go to 
the hospital, if I had a scan and there needs to be a decision made about treatment, I want a trained medical 
doctor to make that decision,” Cooper said. “I don’t want a Kaiser representaƟ ve to make that decision.” 

This can put a shop between a rock and a hard place, Cooper said. 

“If that is happening, document it and communicate it,” She said. “Communicate it to the insurance company, 
communicate it to your client, to your customer, communicate it in the repair records.” 

Cooper said, ulƟ mately, the repair shop will be the one named in a lawsuit, if it doesn’t follow the OEM docu-
ments. This includes contracƟ ng business out for services, such as ADAS calibraƟ ons, she said. 

Repair shops should vet the company the vehicle is being contracted to for the service the same way they do 
employees. “A 5 star google review isn’t enough,” Cooper said. “Have a reason for why you choose them in-
cluding documented training. A 12 person jury is going to see that a vehicle was brought to a shop for a repair 
to make a profi t.”

Cooper said she doesn’t support that the system puts all the fault on the repair shop. However, that is how a 
jury will see it. 

“If you go to 12 people, saying, ‘I know that the safest way was to follow the posiƟ on statement, but I couldn’t 
get that covered and they didn’t want to pay out of pocket,’” Cooper said. “That’s a tough sell because you sƟ ll 
let something leave your body shop with a repair that’s not what the OEM is telling you to do.”

Cooper asked, in an ending note, for the industry to be responsible for the person siƫ  ng in the empty chair. 

“Keep this in mind as you go through your process,” Cooper said. “I just encourage you guys every day to fi nd 
ways to follow pracƟ ces to make people safer.”

Source: www.RepairerDrivenNews.com - ArƟ cle by Teresa Moss

Continued from Page 10
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ABAC Government Relations Update
2026 LegislaƟ ve Session 

Gets Underway in Harƞ ord
The ConnecƟ cut General Assembly gaveled into session in early February 
to begin the 2026 legislaƟ ve session.  As with any “short” session, it is 
expected to be a busy few months at the Capitol. Lawmakers will remain 
in session through early May, taking up both policy proposals and budget 
adjustments that can directly, and someƟ mes indirectly, impact small 
businesses and the collision repair industry.  

Opening day featured Governor Lamont’s annual “State of the State” ad-
dress, where he focused heavily on aff ordability, energy costs, and over-
all economic stability. The Governor struck a tone centered on keeping 

ConnecƟ cut compeƟ Ɵ ve while trying to manage cost pressures facing residents and employers alike. For small 
business owners, energy prices, healthcare costs, workforce availability, and regulatory fees all aff ect day-to-
day operaƟ ons, and many of those issues end up Ɵ ed to state budget decisions.

Meet ConnecƟ cut’s New Insurance Commissioner
With the new year also comes new leadership at the Department of Insurance. Governor Lamont has recently 
appointed Josh Hershman to serve as Insurance Commissioner following the reƟ rement of longƟ me Commis-
sioner Andrew Mais.

Hershman previously worked at the DOI as Deputy Commissioner and Chief OperaƟ ng Offi  cer from 2019 to 
2022. AŌ er leaving the DOI, he spent Ɵ me in the private sector, including serving as CEO of a ConnecƟ cut-
based life insurer and leading a naƟ onal insurance data iniƟ aƟ ve focused on improving transparency and 
informaƟ on-sharing across the industry. Earlier in his career, he pracƟ ced law with a focus on complex business 
planning and liƟ gaƟ on, advising clients operaƟ ng in highly regulated industries. Beyond his professional back-
ground, he is a long-serving member of the Guilford Fire Commission and lives in Guilford with his family.  

As the legislaƟ ve session and the year unfolds, the ABAC looks forward to working with Commissioner Hersh-
man and his team on enforcement and consumer protecƟ on maƩ ers. 

Tire Stewardship Returns, But May Be Delayed
One issue that is expected to resurface this session is the Ɵ re stewardship legislaƟ on. VariaƟ ons of this propos-
al have been debated in recent years and have created a structured recycling program for scrap Ɵ res under an 
extended producer responsibility (EPR) framework. While improving Ɵ re recycling and reducing illegal dumping 
are reasonable goals, any ongoing pracƟ cal impact on shops must always be considered. At this point it seems 
the state may be seeking to delay full implementaƟ on of the program unƟ l at least 2027.  

Andy Markowski, Esq.
Statehouse Partners, LLC  

ABAC Lobbyist

Continued on Page 13
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Other LegislaƟ on Of Interest
In this early stage of the legislaƟ ve session, many proposals are sƟ ll concepts rather than fully draŌ ed bills. 
Over the coming weeks, legislaƟ ve commiƩ ees will hold public hearings and begin refi ning language. That is 
when the real shape of the session starts to emerge.

At this point, there are several proposals of ABAC is watching for members, including:

 A proposal to “privaƟ ze” DMV (Senate Bill 81)

 Proposals to increase to $75,000 the sales price for a new vehicle before the state’s addiƟ onal 
“luxury” sales tax rate kicks in (House Bill 5005 and others)

 A proposal to exempt from the sales and use tax machinery and equipment used for the color 
mixing of paint (House Bill 5132)

 A proposal making changes to use motor vehicle warranty laws (Senate Bill 119)

 Bills potenƟ ally regulaƟ ng the use of ArƟ fi cial Intelligence by business

 Bills building off  of last session’s reforms to the state’s nonconsensual towing laws

As always, what happens in Harƞ ord does not stay in Harƞ ord. LegislaƟ ve decisions can aff ect how you op-
erate, what insurers pay, and how you serve your customers. ABAC will conƟ nue monitoring developments 
closely and will keep members informed as the 2026 session moves forward.

The 2026 State LegislaƟ ve Session Is Underway – Your Local Legislators Need To Hear From You – Reach Out 
And Tell Them What MaƩ ers To You, The ABAC, And ConnecƟ cut’s Collision Repair Industry!  

Have a quesƟ on?  Want to express your opinion?  Just want to know who now represents you in Harƞ ord?  Go 
to the website below and enter your home or business address to look up your state legislators; with a few 
quick clicks you can visit their offi  cial webpage, email them, or get their offi  ce phone number to make a call.  
Remember – as an ABAC member, your voice maƩ ers!    

hƩ ps://www.cga.ct.gov/asp/menu/cgafi ndleg.asp

As always, if you have quesƟ ons on legislaƟ on or regulaƟ ons or if you would like more informaƟ on on an issue, 
please feel free to contact ABAC Lobbyist Andy Markowski at:  
(860) 707-3620 or andy@statehouselobbying.com. 

*InformaƟ on provided in this arƟ cle is for educaƟ onal purposes only and does not consƟ tute legal advice.

Continued from Page 12
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“BECAUSE I SAID SO …”
Customer saƟ sfacƟ on is key to success in any industry. As a shop, you 
and your employees can – and should – control some aspects of the 
customer experience, such as: how you treat the customer; how you 
educate the customer on the repair process; and how you educate 
your customer on their rights as a consumer.  

Properly preparing and educaƟ ng the customer makes it easier to 
deal with the thorns in the repair process that you can’t control. For 
example, the customer’s car rusƟ ng on your lot because the insurer 
doesn’t have an appraiser available unƟ l 2027. Or, the insurance com-
pany insisƟ ng a photo esƟ mate will get the job done. Or, some other 
reason for the customer’s car to sit, sit, and sit some more, all while 
accruing storage charges. 

In these thorny situaƟ ons, the insurance company usually tries to 
scare your customer with a storage “cut-off ” leƩ er. This can usually cause your customer to panic at the pros-
pect of a huge bill snowballing by the day. You and your customer may wonder: “Can they even do that?” The 
reality is, on most third-party claims these leƩ ers have almost no legal signifi cance. The insurer is hoping the 
leƩ er will achieve the desired panicking eff ect. 

In December, our offi  ce liƟ gated a case involving similar circumstances in Small Claims Court on behalf of a 
local auto body shop. Luckily, the shop had educated its customer on the law and their rights beforehand. This 
resulted in a favorable decision for the shop, which was awarded the full amount of its outstanding bill. 

In that case, the shop and customer, who was a third-party claimant, promptly requested an appraiser come 
down to inspect the vehicle. The insurer, State Farm, insisted on performing a photo esƟ mate instead. The 
shop and the customer repeatedly peƟ Ɵ oned for an in-person inspecƟ on. State Farm refused, instead request-
ing the vehicle be moved off -site, which the customer refused. State Farm sent a “cut-off ” leƩ er explaining that 
it would cover only the fi rst fourteen days of storage and the customer would be responsible for any addiƟ onal 
storage charges aŌ er that. State Farm conƟ nued to delay, and ulƟ mately the fi nal bill included 35 days of stor-
age (21 days unpaid) at a rate of $120 per day. State Farm argued the customer was the one responsible for 
the balance, as they failed to miƟ gate their economic damages. According to State Farm, the customer failed 
to miƟ gate by not agreeing to a photo esƟ mate and by choosing not to remove their vehicle from the shop’s 
premises while storage accrued. 

The Court awarded the enƟ rety of the storage bill in the shop’s favor admonishing State Farm perfectly: “You 
[State Farm] can’t delay a statutory inspecƟ on and then claim the customer failed to miƟ gate.” The court 
reached this decision based on the below principles of ConnecƟ cut law. 

ConnecƟ cut consumers have the right to choose the licensed repair shop of their choice to repair their vehicles 
(See ConnecƟ cut General Statutes §§ 38a-354 & 14-65f et. seq.). This necessarily includes the right to choose 
where their vehicle stays for the duraƟ on of the repair process. As the Court explained: “The duty to miƟ gate 
doesn’t require claimants to forfeit their statutory rights. [The customer] didn’t have to move their vehicle to a 
diff erent facility just because State Farm suggested it. 

Attorny Chris Hernandez
Buckley, Wynne & Parese

Continued on Page 15
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They were enƟ tled to keep it at their chosen repair shop waiƟ ng for the inspecƟ on ConnecƟ cut law guaranteed 
them.”

ConnecƟ cut consumers have the right to request an in-person inspecƟ on by a qualifi ed appraiser (See Regula-
Ɵ ons of ConnecƟ cut State Agencies §§ 38a-790-5 and 38a-790-7). As a shop, it is criƟ cal that you ensure your 
customer understands (1) the importance of an in-person inspecƟ on and (2) that they have the right to request 
an in-person inspecƟ on when an agreement cannot be reached on repair cost. As the Court noted, “ConnecƟ -
cut law gives consumers the right to request an in-person inspecƟ on by a qualifi ed appraiser. This is a statu-
tory inspecƟ on and not opƟ onal. [The customer] exercised that right, and [the shop] properly insisted on it by 
refusing photos.” 

Insurers do not get the fi nal decision on what costs your customer is responsible for in third-party claims. “Cut-
off ” leƩ ers are not law. In a third-party claim, your customer’s vehicle has been damaged through the negli-
gence of another. Tort law dictates who is responsible for said damage. It is well-established in tort law that 
at-fault parƟ es are legally responsible for all damages, including repair costs, caused by their negligence. A let-
ter from an insurance company does not change this. Insurers are only part of the equaƟ on because they have 
a contract in place with their insured to provide reimbursement in the event of an accident. The insurer does 
not have a contract in place with you or your customer.  The court explained “State Farm’s noƟ ce leƩ er to [the 
customer] may limit what State Farm will pay its own insured but it doesn’t change the underlying tort liability. 
[The insured] caused the accident through her negligence, and she remains liable for all reasonable damages 
fl owing from that negligence.”

A thorny third-party claim resulted in a great outcome because of the shop’s diligence in educaƟ ng its custom-
er and its diligence in documenƟ ng its reasonable eff orts to promptly resolve the claim. So, take the extra Ɵ me 
with your customer, and take the extra Ɵ me to document delays caused by the insurance company. You never 
know when it will pay off .

Christopher D. Hernandez, Esq. is an Associate with the law fi rm of Buckley Wynne & Parese and works with 
John M. Parese, Esq., who serves as General Counsel to the ABAC.  Buckley Wynne & Parese maintains offi  ces 
in New Haven, Harƞ ord and Stamford, and services clients throughout all of ConnecƟ cut.  The opinions set 
forth in AƩ orney Hernandez’s arƟ cles are for educaƟ on and entertainment purposes only and should not be 
construed as legal advice or legally binding.  If you have any quesƟ ons or concerns about the content of this or 
any of AƩ orney Hernandez’s arƟ cles, you are encouraged to contact AƩ orney Hernandez directly. 

Continued from Page 14
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Collision Engineering Partners with OEC for 
Collision Repair Education

The Collision Engineering Career Alliance will be able to pro-
vide students and instructors access to RepairLogic, a plat-
form with OEM repair procedures.

The Collision Engineering Career Alliance is forming a strate-
gic partnership with OEConnecƟ on to enhance collision repair 
educaƟ on and workforce development across parƟ cipaƟ ng 
U.S. partner colleges. 

Through this collaboraƟ on, Collision Engineering students and 
instructors will gain access to OEC’s RepairLogic, a compre-

hensive repair planning plaƞ orm that provides technicians with accurate, up-to-date OEM repair procedures. 
The soŌ ware donaƟ on will support hands-on training and exposure to modern repair technology through easy 
access to OEM repair informaƟ on, digital collaboraƟ on tools, and advanced documentaƟ on capabiliƟ es. 

“OEC is a valued partner of the Collision Engineering program, and we’re excited about how access to their 
best-in-class plaƞ orm will enhance our curriculum and student success,” said Mary Mahoney, vice president 
for Enterprise Mobility and chair of the Collision Engineering Career Alliance board. “Working together is key to 
developing the next generaƟ on of collision repair professionals. Partnering with OEC allows us to beƩ er pre-
pare students for the workforce with greater access to cuƫ  ng-edge industry tools.” 

The partnership will provide RepairLogic licenses and training for designated Collision Engineering partner 
colleges, representing an annual multifigure investment in technology and personnel support by OEC. 
Students will develop practical skills using advanced technology trusted by professionals across the industry to 
streamline collision repair workflows and optimize the vehicle repair process. 

“We believe in the power of collaboraƟ on to drive meaningful change in workforce development,” said Tanya 
Sweetland, senior vice president of collision at OEC. “This partnership refl ects our commitment to supporƟ ng 
schools and students with innovaƟ ve soluƟ ons that prepare them for the future. We’re proud to partner with 
Collison Engineering to advance opportuniƟ es that make a lasƟ ng impact.” 

The Collision Engineering Career Alliance is acƟ ve at partner schools across the country including College of 
Lake County in Grayslake, Illinois; Contra Costa College in San Pablo, California; Parkland College in Champaign, 
Illinois; Metropolitan Community College in Omaha, Nebraska; Sandhills Community College in Pinehurst, 
North Carolina; North Dakota State College of Science in Wahpeton, North Dakota; and El Camino College in 
Torrance, California.  

Together with other partners in collision repair, automoƟ ve, insurance and educaƟ on, Collision Engineering 
aims to break down barriers so more students in more communiƟ es can pursue rewarding opportuniƟ es in the 
industry. DonaƟ ons help the program recruit future talent, expand its reach to addiƟ onal schools naƟ onwide, 
and provide crucial support for student cerƟ fi caƟ ons, assessments, tuiƟ on reimbursement and other quality-
of-life needs. 

Source: www.Fenderbender.com
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OEM Windshields: Why OEM Certifi ed 
Windshields Are Crucial

If your windshield is cracked or damaged, you are probably searching for the safest and most reliable replace-
ment opƟ on. What many drivers do not realize is that the windshield does far more than block wind and 
debris. On newer vehicles, it works together with cameras and sensors that support features like lane keeping, 
collision warning, and adapƟ ve cruise control. Because of this, choosing the right type of windshield is not just 
a preference. It directly aff ects how well your vehicle’s safety systems perform. In this blog, you will learn what 
sets OEM windshields apart, how they aff ect ADAS performance, and why proper calibraƟ on is more than just 
a nice-to-have aŌ er installaƟ on.

What Makes an OEM Windshield Diff erent?
OEM stands for Original Equipment Manufacturer, which means the windshield is produced to the exact speci-
fi caƟ ons set by the vehicle manufacturer. These are the same standards used when the vehicle was originally 
assembled at the factory. OEM windshields are not designed to be “close enough.” They are engineered to 
match precise measurements, opƟ cal clarity requirements, and structural performance benchmarks.

Every OEM windshield goes through extensive tesƟ ng before it is approved for use. This includes tesƟ ng for im-
pact resistance, opƟ cal distorƟ on, and bonding strength, along with compaƟ bility checks with vehicle-mounted 
cameras and sensors. Automakers design their advanced driver assistance systems (ADAS) around these exact 
glass characterisƟ cs, which means even small deviaƟ ons can aff ect system accuracy.

Another important disƟ ncƟ on is quality control. OEM windshields are produced under strict manufacturing 
tolerances, guaranteeing consistency from one unit to the next. This consistency is criƟ cal since cameras rely 
on precise angles and alignment to detect lane markings, vehicles, and road condiƟ ons correctly.

Do OEM and AŌ ermarket Windshields Use Diff erent Materials?
While both OEM and aŌ ermarket windshields are made from laminated safety glass, the similariƟ es oŌ en end 
there. OEM glass is manufactured using Ɵ ghter tolerances for thickness, curvature, and clarity. These toler-
ances maƩ er more today than ever before because cameras are mounted directly behind the windshield and 
rely on distorƟ on-free visibility.

The table below illustrates the main material diff erences between OEM and aŌ ermarket windshields:
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OEM vs AŌ ermarket Windshields: Cost, Quality, and Performance
Understanding how OEM and aŌ ermarket opƟ ons compare in terms of cost, quality, and performance can help 
you make a more informed, safer decision for your vehicle.

Cost
The most noƟ ceable diff erence between OEM and aŌ ermarket windshields is oŌ en cost. AŌ ermarket glass typ-
ically costs less upfront, which can make it appealing for drivers focused on immediate savings. However, the 
lower price may come with compromises in fi t, fi nish, and long-term performance.

Quality
From a quality standpoint, OEM windshields are designed to integrate seamlessly with the vehicle’s structure. 
This ensures proper sealing and crash performance. AŌ ermarket glass may meet basic safety requirements, 
but it is not always engineered to the same structural standards as OEM glass.

Performance
Performance diff erences become especially important when ADAS is involved. OEM windshields are validated 
to work with the vehicle’s sensors without introducing distorƟ on or misalignment. 

AŌ ermarket opƟ ons can increase the likelihood of failed calibraƟ ons, warning lights, or unreliable safety fea-
tures.Insurance policies oŌ en play a role in the decision as well. 

Continued on Page 19
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Some policies cover OEM glass when it is required for safety system compaƟ bility, while others may default to 
aŌ ermarket opƟ ons unless the driver requests OEM specifi cally. Understanding your coverage and advocaƟ ng 
for OEM when appropriate can help protect both your vehicle and its technology.

How OEM Windshields Aff ect ADAS Performance
Advanced driver assistance systems rely on a clear and accurate view of the road. Cameras mounted behind 
the windshield perform the following duƟ es:

 Track lane markings
 Detect vehicles and pedestrians

 Support automaƟ c braking and steering assistance

OEM windshields act as a lens through which all this informaƟ on passes. They are designed to minimize opƟ cal 
distorƟ on in the camera’s fi eld of view. When distorƟ on is introduced, even subtly, the system may misjudge 
distances, fail to recognize lane lines, or deacƟ vate altogether.

An improper fi t can also aff ect ADAS performance. If the windshield is posiƟ oned at a slightly diff erent angle or 
orientaƟ on than intended, the camera alignment changes. This can result in frequent warnings unƟ l the cali-
braƟ on is performed. This can lead to frequent warnings unƟ l calibraƟ on is performed.

Real-world consequences of these issues include delayed braking responses, inconsistent lane-keeping assis-
tance, and increased driver faƟ gue due to unreliable alerts. OEM windshields help maintain the accuracy and 
consistency these systems need to funcƟ on as designed.

OEM Requirements for ADAS CalibraƟ on
Automakers require ADAS calibraƟ on whenever a windshield replacement could aff ect camera alignment. This 
includes both staƟ c calibraƟ on, performed in a controlled environment with precise measurements, and dy-
namic calibraƟ on, which requires driving under specifi c condiƟ ons.

OEM guidelines outline strict requirements for calibraƟ on faciliƟ es. These include:
 Level fl oors
 Proper lighƟ ng
 Calibrated targets

 Manufacturer-approved diagnosƟ c equipment

Technicians must also be trained to follow precise procedures for each vehicle model, as calibraƟ on steps vary 
widely between manufacturers.

Using an OEM windshield simplifi es this process because the glass is already validated for compaƟ bility. AŌ er-
market windshields can introduce variables that make calibraƟ on more diffi  cult or less reliable, increasing the 
risk of incomplete or inaccurate results. OEM standards exist to ensure that once calibraƟ on is complete, the 
system performs exactly as the manufacturer intended.

Find an ADAS CalibraƟ on Center Near You 
Choosing an OEM windshield gives your vehicle the precision and quality that ADAS technology depends on. If 
you want your safety features to remain dependable, the right glass and accurate calibraƟ on are both essen-
Ɵ al. Once your OEM windshield is installed, the next step is to have your ADAS system calibrated by a trusted 
professional. CalibraƟ on restores the alignment of your cameras and sensors so that features like lane assist 
and emergency braking conƟ nue to protect you. The best way to do this is to visit a cerƟ fi ed center that is 
equipped to meet manufacturer guidelines. 

Source: hƩ ps://caradas.com/why-oem-windshields-are-crucial/

Continued from Page 18
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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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