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JULY MEETING
Tuesday, July 13, 2010

6:30 Food, 7:00 Meeting  
 

Brisket Bar BQ
5208 Bissonnet @Bellaire

Bellaire, TX
Phone: 713-660-0778

www.brisketbarbq.com

“The Salesman’s Pliers!” 
Sponsored by Jasper Engines and Transmissions

A 75 Minute interactive clinic designed to change the way you 
present yourself and your business.

This must attend event is for both rookie and 
veteran salespeople.  It will have you up and out of your chairs 

with dynamic sales training.
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Meeting Wrap Up for June and May

BG’s Maintenance Aware Program & Quick Books 
Raise Bottom Line for Shop Owners
By Kathryn van der Pol, Adolf Hoepfl Garage

Here is a general wrap up from the past two meetings.

In June Charlie Polston from BG Products presented some ways that we as shop owners might track our sales and improve our profits. 
His most important suggestion was to track our maintenance services and compare that to the total number of our repair orders.   He 

calls that our CPR figure.  CPR stands for Customer Penentration Rate.  That figure is regarded as the best gauge for determining the health 
of our service staff. The higher the better.

He also recommended that we analyze our shop work mix.  He suggested we look at our total revenue and split that into three streams:  
oil changes, repairs, and maintenance.  Divide each stream into the total revenue to see a percentage.  Ideally, he says our maintenance 
revenue should equal 50% of our total dollars.

Charlie pointed out that oil changes are low profit to no profit services whereas repairs are often expensive for the customer.  In addi-
tion, repairs can be inefficient and less profitable to us as well.  Maintenance, he argues, is inexpensive, efficient, and highly profitable.  
He also says that maintenance is where rapid growth and profitability intersect with customer satisfaction and loyalty.  Although, he is not 
advocating that we exchange repair dollars for maintenance dollars, he points out, “It’s just easier to fix cars that aren’t broke!  They come 
in the shop not broke and they leave that way.”

He also recommended we look at our shop efficiency rate and our effective labor rate. The shop efficiency rate is calculated by the 
flagged hours divided by the clocked hours.  BG Services, he pointed out, are extremely efficient-200% he says. Another indicator that 
as shop owners we might look to is the effective labor rate.  That is calculated by dividing labor dollars by flagged hours.  Both of these 
statistics can give a shop owner an indication of where to improve. Can we keep our techs more productive by performing more services?  
Absolutely, Charlie says.

If you wish, by calling BG Services, you can have your representative come in and do these calculations for you or at least get you 
started.  If you have never done this, maybe now is a good time and good way to improve your bottom line.

At our May meeting, our speaker Robin Hall of VARC Solutions gave us a crash course in accounting, starting by explaining what a 
Balance Sheet shows as opposed to a Profit and Loss Statement.

A Balance Sheet shows what we have versus what we owe.  What we have are called assets, what we owe are our liabilities and what is 
left over is called equity.

A Profit and Loss Statement shows us our income and expenses.  It shows everything that we sold and how much it costs us to run our 
business. 

You really need both statements to have an accurate picture of your company.  For example, the P&L will show you your interest ex-
pense, but it does not show your mortgage payment.

She also reviewed accrual versus cash accounting.  Accrual accounting records sales even if you haven’t yet been paid.  The revenue 
whether it is actually in your hands appears on your P & L. Cash accounting, on the other hand, only shows on the P&L if you’ve been 
paid.  Most of the time QuickBooks defaults to accrual accounting and you need to edit the report to cash if that’s how you track your busi-
ness.

Robin discussed proper and poor accounting practices. For example, deleting is a bad word in the accounting world; voiding is much 
preferred. 

Robin also showed us how to utilize the shortcuts in QuickBooks. Some of the useful shortcuts are listed below:
 
CTRL A- Chart of Accounts
 CTRL D- Delete check/invoice (Remember delete is a bad word; void is better)
 CTRL E  Edit the account
 CTRL Q  Quick Report
 CTRL W Write Checks
 CTRL Y  Debits/Credits
 CTRL H History

When in the date field, using the plus or minus key adds a day. If you want to return to Today’s date, touch the T.  

Knowing some of these short cuts can make our time spent on QuickBooks more efficient and in the know.

It is great to belong to an association where we can learn not only the nuances of our own trade but how to improve the 
general practice of running a business.  If you have not been attending your local ASA Houston Chapter meeting, you are 
missing a valuable opportunity to learn and to connect with others who want to improve their companies.   
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The President’s Corner
Well, this is my final President’s Corner message which you will have to 

suffer through. First, I want to thank everyone for the great attendance that 
we have had at the monthly meetings. I would also like to apologize for not 
starting the last meeting off with the Pledge of Allegiance, but I will rectify 
this at the next meeting. The support from the members and especially the 
venders has been outstanding. I only wish that I had the time to help them 
more.

Writing these columns has been interesting, and I have received help 
from various sources. Many thanks go to my proof readers; Lloyd Coulson , 
Kathryn van der Pol, my wife Janis, Lynn Beckwith and Allen Huff . I have 
received much input concerning all the aspects of the automotive repair 
business - the good, the bad and the ugly. 

I will continue to contribute articles for future newsletters. Many articles 
will focus on suggestions for technicians, such as diagnostic and check-out 
procedures to help reduce the number of misdiagnoses and lost sales. These 
articles will be directed towards the technician, in hopes that they will be 
more aware of our Association.

 Your ASA-Houston Board has done a great job of arranging interesting 
speakers and subjects for the meetings. If you ever have a suggestion please 
feel free to tell anyone of the board members. Remember - this is YOUR 
Association, and any positive input is more than welcome. During the past 
year your Board has held meetings whenever we felt the need. If you would 
like to attend a Board meeting, please ask any Board member to let you 
know when the next meeting will be. It has been very interesting to see the 
inner workings first hand.

I am confident that your incoming ASA-Houston Board President, Kath-
ryn van der Pol, will be one of the best presidents we’ve ever elected. Kath-
ryn is very focused on the job at hand, and she is one of the main reasons 
that ASA-Houston has flourished in the past few years, while many other as-
sociations have been going by the way side. I am sure that we can continue 
this path as long everyone gets behind Kathryn with our full support.

David Eschbach of Jasper Engines will be helping us with role playing at 
our July Chapter Meeting. If you have never been to one of these meetings, 
they are informative and always entertaining. The July Chapter Meeting will 
be at another new location, as we are still trying to find the perfect place. We 
will meet at “The Gatherings”, which is directly behind Brisket Bar-B-Que, 
right in the heart of Bellaire at the intersection of Bissonnet and Fifth Street. 
The food will be great, and I hope to see everyone.

Thanks again for giving me the opportunity to serve as president of this 
great Association.

Chris Newhouse
Ray’s Auto Electric
Past President, ASA-Houston Chapter
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The Big Little Difference
By John Miller

Several  years ago I had the pleasure of hearing May Lou Retton speak at a convention. Mary Lou was the first 
American woman to win an Olympic Gold Medal in gymnastics. She also won a Silver and Bronze. Since 1984 
May Lou has gone on to win countless awards in both sports and humanitarian efforts. 

During her speech Mary Lou explained what she saw as the difference between the champion and the also ran. 
Fifteen minutes. The champion is willing to spend 15 more minutes at perfecting what they do. When everyone else 
has gone home, calling it “good enough” for today the champion is not quite satisfied and stays in the gym just a 
little longer to get it right. 

Good enough is good enough for second or third place, but not for the individual who wants to stand at the top of 
the podium. 

I get to visit a lot of auto repair shops and I have found that it is pretty easy to tell the champions from the also rans. 

How much extra time does it take to keep the reception area clean and neat? Without exception the champion shops 
that I see have a well organized and clean reception area. They are not all fancy, up scale or expensively furnished 
but they do have uncluttered and clean counters, minimal decorations or sales posters on the walls, clean floors and 
walls and a feeling of organization. Of course the same goes for their parking lots and work area. 

Spending a few minutes in the waiting area of most shops you can quickly tell if the staff is involved with the cus-
tomers.  So often we get busy and don’t take the time, those few extra minutes, to talk with our clients and really 
understand what they want or need. The Gold Metal shops that I visit never make a customer feel rushed or taken 

for granted. They take the time to focus on that indi-
vidual and connect with them on something more than 
strictly functional level. 

Every champion shop I talk to takes the time to make a 
follow up call. It takes a minute or two for each cus-
tomer to call and ask if everything is alright with the 
work and service and to thank them for allowing you to 
help them. For most of us that amounts to less than half 
and hour a day of extra time, of going beyond “good 
enough”. 

A few small things create an attitude that carries into 
everything we do. The extra time taken to go a little 
farther, do it a little better will set our shop above the 
others and make us stand out as the champions of cus-
tomer service. 

Of course spending the “15 minutes” is not a one time 
deal, it is a lifetime commitment to excellence. If we 
look at it that way it seems daunting, but if we just do it 
one day at a time, committing to do the little extra today 
we can create a lifetime habit. 
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You’ll be serviced by the best parts pros 
in the business; the pros at NAPA.

The First Of Many Reasons to Become a NAPA AutoCare Center.

Contact Wayne Truax at 832-573-5826 for more information

NAPA Know How
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We Are Doing Something Right!
by John Miller, Freedom Automotive

Sometimes when we are struggling away each day in the shop trying to give the best service and value that we 
can it is hard to see if we are really making any progress. It is nice to know that the public appreciates what we do 
and recognizes that we do it well. 

When it comes to service and repairs, car owners surveyed by Consumer Reports said they preferred taking their 
cars to independent repair shops rather than dealerships.

Consumer Reports, the consumer affairs magazine and website published by the Consumers Union, surveyed 
owners of 349,000 vehicles among its subscriber base,

When it came to routine maintenance, 84% of respondents reported being “very satisfied” with the service that 
they received at independent repair shops, compared with only 77% satisfaction at dealerships. The difference was 
more pronounced where repair work was involved, with 75% giving the highest rating to independent shops versus 
57% for dealerships.

“In many cases, we heard that independent shops were more thorough and consumers were more satisfied with 
repairs they made, there was less of a difference in routine service,” said David Champion, senior director of Con-
sumer Reports Auto Test Center.

Pat yourselves on the back for a job well done!
Leave it to me to look for the black cloud inside the silver lining though. We are ahead of the dealers by 18 

points on repair work but only by 7 on routine maintenance. How come? Is it that we don’t take the oil change only 
customer seriously enough when they show up? Do we make them wait all day to get a minor maintenance? Do you 
even do oil changes, tire rotations or balance?

When a customer comes to us for a repair he understands that he is subject to our time table, that we have to di-
agnose, locate parts, assign a tech and work it into our existing workload. When they come for an oil change we are 
subject to their time table. After all it is just a “simple oil change” and they see all of the quickie places that promise 
them in 20 minutes or less. The expectation is different and unless we meet or exceed the customers expectation 
they will not score us highly no matter how good of a job we do. 

Still, we are better at it than most of the dealers! Good job guys, but let’s not stop there, let’s get even better!
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PROUDLY SERVING

Product
Full line of OE or better product for domestic
and import applications.

Technology
Solutions that make business easier and 
more efficient.

Training
World class training for technicians through
CARQUEST Technical Institute.

Customer Service
Innovative solution-based services.

Dan Nieves, Regional Director of Sales Houston
CARQUEST Auto Parts
3100 Hillcroft Ave. Houston, TX. 77057
(832)766-7160

CARQUEST.com

For more information on how CARQUEST can
help you, call:

CARQUEST Auto Parts is committed to 
providing unparalleled customer service,
innovation and industry leadership.

A WORLD
IN MOTION

ASA EVENTS
ASA of Texas 2010 Leadership Conference Annual 
Meeting  presents Mitch Schneider
Sept. 24-25
Wyngate Hotel, Round Rock, TX 
Click here for more information. 

Congress of Automotive Repair and Service (CARS)
October 10-13, 2010
Mandalay Bay Convention Center 
Las Vegas, NV 

For more information, visit the official CARS Web site 
at www.CARSonline.org. 

International Autobody Congress and Exposition 
(NACE)
October 10-13, 2010
Mandalay Bay Convention Center 
Las Vegas, NV 

For more information, visit the official NACE Web 
site at www.NACEexpo.com. 
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I Don’t Want
to Install a Part Twice.

PROUDLY SERVING THE PROFESSIONAL SINCE 1957.

I want my customers to come back 
because we’ve done the job right the 
first time...not to fix a problem caused 
by a defective part.

That’s why O’Reilly is my  
only supplier.

O’Reilly understands my business and 
knows my reputation is riding on their 
parts. I can depend on them to deliver 
the highest quality auto parts at fair 
prices for me and my customers. In our 
shop, “getting it right” always begins 
with a call to O’Reilly.

O’Reilly 
First

So I Call  
O’Reilly First.

Training Opportunities:
XL Parts
7/21 Waveform & Data Analysis 1 Night Clinic Houston 
7/22 Misfire Diagnostic Strategies 1 Night Clinic Houston 
Please check the XL Parts website at www.xlparts.com for additional classes and scheduling.

AC Delco Training
held at San Jacinto College - Central Campus 8060 Spencer Highway Pasadena, TX 77505 
S-EP08-20.01ILT Toyota Engine Performance 6/3/10 8:00 AM - 4:00 PM 
S-AC07-06.01ILT Toyota HVAC 6/16/10 8:00 AM - 4:00 PM 
O’Reilly Auto Parts
Live Web Training for Tomorrow’s Technicians - Technician Webinar Series
45 – 60 minute concise, focused, diagnostic training.
Ask your local O’Reilly sales rep for more information or log on to www.bwdbrand.com

BG Products
Contact your BG Representative for more information
Service Drive Processes Webinars – FREE TO ALL BG CUSTOMERS 
July 14 Alternative Fuels & Issues
Aug. 4 Technical Trends: Gasoline
July 20, 21 & 22 – ALL DAY BOOTCAMP (9:00am to 3:00pm - Same class, three different days)
July 27 & 28 - Advanced ALL DAY SERVICE ADVISOR/MANAGER BOOTCAMP (10:am to 3:00pm – Same 
class, two different days
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Houston ASA Associate Members
Contact your local ASA Houston Associate Members for products and services

Ask about ASA Member only discounts available from these Associate Members

For more benefits of membership go to the 
The Automotive Service Association at 

www.asashop.org           
or call 1-800-ASA-SHOP 

(*)  Denotes National Member

A-Line Auto Parts
John Ferrata
3030 Ella Blvd.
Houston, TX 77018
713-862-5544

Bap-GEON
Tim Huber
713-227-1544

BG Products Lubrication Specialist
Dan Butler
713-686-2400

Certified Business Brokers
Doug Ashby
832-239-9262

Farmer’s Insurance Group
Warren Spiwak
10068 Long Point Road
Houston, TX 77055
281-578-9922  FAX: 281-578-9912
wspiwak@farmersagent.com

Four Seasons Radiator
Carl Harris
713-266-2656

Great American Business Products
Julie Byer
713-744-7823

HCC - Automotive Technology
Carl Clark
713-718-8110

Hi-Tech Antifreeze Recyclers
Rick Morton
713-433-3437

Hunter Equipment Service
Scott Tischhauser
40 FM 1960 W., #384
Houston, TX 77090
281-844-7540

J.A.M. Distributing
Myrl Artac
7010 Mykawa Road
Houston, TX 77090
713-844-7797  FAX: 281-596-7590

Jasper Engines & Transmissions (*)
David Eschbach
6618 Petro Park Drive
Houston, TX 77041
800-827-7455  FAX: 812-634-1820

M&D (Magneto & Diesel)
Engine Parts-Fuel Injection-Turbo-
chargers
Jim Garner
6931 Navigation Blvd.
Houston, TX 77011
713-923-2266

Main Auto Parts
Dale Heisler
2500 Center Street
Houston, TX 77007
713-869-7918

MTF Equipment
Jim Keeny
713-225-3262

NAPA Auto Parts
Wayne Truax
281-999-8700

National Transmission
Rudy Ramkissoon
4420 Grigg Road
Houston, TX 77021
713-741-5344
rudynational@gmail.com

O’Reilly Auto Parts
Jaydee Garrison
Art Rodriguez
Ken Allison
713-991-9299

Performance Radiator (*)
Paula Noto, Joe Alamia
4555 Airline Dr., Ste. 150
Houston, TX 77022
713-694-3032

Right Path Marketing, LCC
Mike Ratchford
301 Wells Fargo Drive, #11
Houston, TX 77022
281-537-8074  FAX: 281-866-0202

San Jacinto College
David Norman
281-476-1865

Shop Management RO Writer
Scooter Owens
281-377-3076

TransAct Merchant Solutions, Inc.
Joe Cherry
16211 Park Ten Blvd.
Houston, TX 77084
832-446-1807  FAX: 832-446-1754
jcherry@transactms.com

Werter International
Kurt Lieber.
832-327-9378

XL Parts
David Wofford
713-983-1116  FAX: 281-640-8499
Cell: 713-823-3879
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