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November ASA Houston Meeting
Tuesday, November 8, 2011
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$5.00 for members $10.00 for guests

Meeting 7:00 PM
sponsored by
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• Tour San Jacinto College’s new
$21 Million Dollar Automotive Facility
• More Repair  Shop Reality Discussion

UPDATE: Exciting Race Day Plans
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A TALE OF TWO CUSTOMERS 
By Kathryn van der Pol, Adolf Hoepfl  Garage

A new customer towed a pick-up truck to our shop and said he believed his water pump had broken.  It was a mid-90s 
Ford.  The fi rst thing our technician noticed was that the radiator was full of rust and had no water, and the second thing he 
noticed was a very cracked belt. The odometer had not worked for seven years. The technician knew that because of a main-
tenance sticker under the hood dated back to 2004 that had the exact mileage as was on the truck yesterday.  This observant 
technician was my husband Sybren.

The water pump had indeed failed and had sprayed rusty water everywhere.   Would the truck start? The truck started and 
did not knock. That was a hopeful sign that the vehicle had not overheated, but with the lack of care, rusty bolts, and rusty 
radiator, this repair was going to be a pain. So Sybren recommended a new water pump, belt and fresh coolant for starters, let-
ting our service advisor know this was a starting point and a radiator might be needed. 

When we gave the estimate to Mr. Customer, he was upset by the price. He thought our parts were too expensive. So, he 
asked would we put on the parts if he supplied them.  Our customer service representative explained that if he bought the parts 
there would be no warranty and that we had a policy of charging a higher labor rate to discourage this practice. Mr. Customer 
hit the roof and thought we were rip-off artists.  He hadn’t met me yet.

That same day, I attended our ASA chapter meeting. The theme of the meeting was Repair Shop Reality.  We threw ques-
tions into a brown bag and drew them out and discussed them one by one.  One of those questions was, “Do you install 
customer-supplied parts?”  Few people raised their hands, but since we did once in awhile, I raised mine.  

One shop member said, “Don’t do it. Your insurance company probably won’t cover you. I put on a customer supplied no 
name wheel bearing.  The wheel bearing failed and the customer had a crash. I was sued and my insurance wouldn’t cover my 
company.”   At that point, an Associate member,  Craig Smith with Zurich insurance agent said, “That’s right. A court of law 
presumes you are the expert. You should only install parts that you recommend and are willing to stand behind. When you put 
on a customer supplied part, it is of unknown origin and quality, and if something happens to that car, you may end up person-
ally liable.”

Back to Mr. Customer. The next day, he arrives with a water pump and belt from Autozone. We do  not recognize the brand 
even though the customer tells us Autozone offers a “lifetime” warranty.  I regretfully explain to him that we have just learned 
that we cannot put on his parts because of the risk.  His vehicle is going to be a challenge anyway because of the rusty bolts, 
rusty radiator, etc.  But If he chooses to use our parts, he has a nationwide warranty with us. If something goes wrong, we can 
take care of it. He argues and blows up. He tells us we have no integrity and he’s having his vehicle towed away.  We apolo-
gize we cannot work things out and tell him we will not charge a check out fee.  He told us he was through talking, he was go-
ing to let everyone know what a bad company we were and what a bad community neighbor.  We felt bad, but what else could 
we have done?  

Our next story concerns a repeat customer.  She called to ask if we could come to her and install a battery in her little 
Toyota at her home so she could avoid a towing fee.  The reaction of my staff was initially of surprise. That’s a lot to ask, they 
said. Then I told them. This is a long- time customer, and she is quite frail.  She lives alone and has no one to help her.  She 
does not drive much anymore.  This will be an easy thing to do.

My husband loaded up his battery tester, tools, and a battery.  Her old battery was still under warranty so she only had to 
pay about half our cost. We drove to her home. Was she happy to see us!  While Sybren checked her battery, she insisted that I 
come inside, and we sat and talked about how she moved to Houston with her mother and brother when she was 21.  She also 
told me the story of how she discovered our shop and the many many times that someone at our company had helped her.  It 
was a very gratifying experience. She has been bringing her cars to our shop since 1952 and she is nearly 80 years old.

Why do I tell these stories?  Financially, we did not break even on either customer, but we profi ted tremendously from 
both.  We learned that sometimes we have to say no to a job when it puts our company at risk by putting on unknown parts.  
With our second customer, we go the extra mile because our customer needs us and it is within our capability.   As long as we 
are learning and stretching, we’re growing. When we stop learning, we don’t grow, and when we don’t grow, we’re headed the 
wrong direction. To have a successful business, it is important to learn lessons that may cost you now, but save you later.



Page   3

November 2011ASA Houston - Shop Talk

2011-2012 ASA Houston Offi cers

President 
Kevin Spencer 
A&B Auto Electric 
kevins@fl ash.net 
713-928-3286

President-Elect 
Danny O’Daniel 
O’Daniel’s Garage 
Odanielsgarage@yahoo.com 

Vice President 
Byron Rusk 
RMS Auto Care 
byron@rmsautocare.com 
713-529-5855

Secretary 
John Miller 
Freedom Automitive 
johnmiller@thecarcounselor.
com 
281-499-4797

Treasurer 
Erma Palmer 
Auto’s R Us Collision Center 
arucollisioncenter@fl ash.net 
713-673-3050

Past President 
Kathryn van der Pol 
Adolf Hoepfl  Garage 
kvanderpol@swbell.net 
713-695-5071

Education Liaison  
Mark Deschner
San Jacinto Jr. College                            

Shop Talk Editor 
Lynn Beckwith 
Beckwith’s Car Care 
lynn@beckwiths.com 
281-540-2000

Board Members

Jim Miller, Freedom Automotive
Robert Gruener, Autotechtronics
Jay Meir, Excel Automotive
Sybren van der Pol, Adolf Hoepfl  Ga-
rage  
Chris Newhouse, Ray’s Auto Electric
    

President’s Corner
November is a good time to refl ect on what we are thankful for, possibly 

get some rest, and have good food with family and friends. I have an up-
date on Race Day, a special thanks to our associate members, a question to 
answer from our last meeting, and a preview of our next meeting.

I just returned from an early tour of San Jacinto College Central’s new 
transportation Department. It is an awesome facility! Any of you out there 
thinking the drive is too long and you might  not go should reconsider. They 
have really put a great deal of thought into the new facility and the trip will 
be well worth it. We will have good food, a very nice meeting room, and 
small groups touring throughout the evening. For those in between tours we 
will follow up on our “brown bag questions” or start a new session - meet-
ing begins at 6:30pm on November 8th. I hope to see you there.               

“If you could go back and change one little thing about your business 
what would it be?” Was one of those unanswered questions from our last 
meeting. That question really struck me and I would like to respond. The 
one little thing I would change might have changed everything about our 
business. I simply should have done more to implement what I have learned 
in ASA. Today I would probably be much better off had I teamed up with an 
associate member to increase and improve our business. I did not do enough 
to act on what I learn from ASA. At one point I belonged to a survivor group 
comprised of ASA members. When I expressed concern about our business 
this group offered personal counsel to help us with things like a fi ve year 
plan, employee meeting structure, and marketing tips. These kind people 
gave us a fi gurative life raft in case our ship might sink. What did I do? I 
chose to swim for shore alone against the current while the red tide closed 
in. Live and learn I guess... I cannot go back but I might still have a chance 
to change that one little thing.  

In an interview I heard the other day a prominent business man was 
asked his secret to success. His answer was that he surrounds himself with 
people smarter than he is. (I suppose he listens to them too..) As a member 
of ASA that is what I get to do. I thank all those in ASA who have given 
me advice and shared their wisdom over the years. A special thanks to the 
associate members for their continued support and help with meetings. 
Also, something that usually goes unmentioned: Thanks for the door prizes! 
Every day a thermal cup keeps my French-roasted rocket fuel hot and helps 
to make even the worst Monday bearable. I won it at a meeting. The fi rst 
baseball game I took my son to, the seats were so good we dropped our ice 
cream chasing a pop fl y. I won those tickets at a meeting. Last summer my 
favorite ice chest kept our drinks cold while my family and I swam and 
barbequed some great steaks. Yes, you guessed it, I won them at a meeting. 
Some of the best training classes I have taken I would not have been able 
to go to, if I had not... won them at a meeting. Thanks for those seemingly 
small, yet very appreciated contributions.            

I met with Danny O’Daniels the other day and we discussed Race Day 
will be on January 28, 2012. He has some surprising things in store for us 
and is going above and beyond to make sure a great time will be had by all. 
All I can say at this point is plan on going. We should have an announce-
ment with more at the next meeting.    

Sincerely, Kevin Spencer               
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We are pleased to announce a new, innovative business tool for the entire NAPA Auto-
Care family called NAPA Service Assistant (NSA).

What will NSA do for every NAPA AutoCare Center? Here are the highlights:

• Pre-loaded with articles, animations and videos to educate today’s consumers
• Click and share feature allows for online posts and emails
• Customized with member business information and can use business logo
• Use at work on computer or iPad to assist the Service Advisory sell needed 

repairs and services
• Embed NSA into custom website for online consumer education
• Email NSA videos or articles to consumers that have service needs
• Post articles and videos to Facebook, Twitter and other social media sites
• Automatic optimization with weekly updates and relevant key words
• Did You Know? section provides simple, informational consumer tips
• FREE to all members!

Contact Wayne Truax at 832-573-5826 for more information
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SAN JACINTO COLLEGE CENTRAL
San Jacinto College was established in 1961 and is currently celebrating its 50th anniversary. The central campus 

opened in 1974. The central campus automotive program also began in 1974.  The new transportation building was 
approved for bond in 2003. Construction was completed in August of 2011. It is a 93,000 sq. ft. facility built and 
outfi tted at a cost of 21 million dollars. 

The building is completely environmentally friendly and L.E.A.D.S certifi ed. All heating, cooling, ventilation, and lighting 
systems are automated and computer controlled.  Among the programs taught the largest is F.A.S.T. (future automotive service 
technicians). Factory programs for GM, Ford, Chrysler, Toyota, and Scion are also taught. 

Vast improvements in tool availability, equipment, and cars provided for training have been made. Classrooms and visual 
presentation equipment are top of the line. All automotive instructors are master tech and L1 certifi ed. San Jacinto students 
currently enjoy a 95% job placement rate and graduation rates are around 93%. Many students have been able to graduate 
with 4 ASE certifi cations. San Jacinto is a great place to start a career in the automotive industry. 

Please join Houston ASA as we tour the San Jacinto College automotive facilities on November 8th. Dinner at 
6:30PM and then the tours will begin!
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For more information in enrolling please contact
Kelly Goff at 713.529.1396 ext 214 or kelly.goff@childadvocates.org

CAR PROS FOR KIDS

INCREASE CUSTOMERS WHILE
SUPPORTING A GREAT CAUSE!

For 20 years, Car Pros for Kids has raised $650,000
for the abused children we serve.
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ASA Votes “NO!” To Proposed City of Houston Regulations
By Kathryn van der Pol, Adolf Hoepfl  & Son Garage

AUTO, INC., ASA’s national magazine, published a legislative analysis by 
Robert Redding, ASA’s attorney,   about the City of Houston’s plan to regulate the 
mechanical and collision industry.  The headline reads “Licensing Draft Fails to 
Consider Consumers, Repairers.”

“Without signifi cant input from repairers, it is unlikely any licensing proposal 
can be developed that works successfully in the aftermarket,” said Robert Redding.  
He stated that while ASA has been a longtime supporter of shop licensing, the 
Houston draft proposed goes “beyond the pale.” It is too regulatory and that is why 
shop owners and city offi cials are having diffi culty in reaching consensus.

Mayor Annise Parker will put the proposed ordinance to a vote after the elec-
tion, sometime between November 9 and the end of the year.  The Councilmember 
who chairs the Regulatory and Development Committee, Sue Lovell, is term-lim-
ited, and is pressuring the mayor and council to vote yes or no on this issue before 
she leaves offi ce.

Members of ASA have been working 
hard to meet with Councilmembers and 
their staffs to educate them about the di-
versity of our industry and how diffi cult 
this ordinance in its current form will 
make operating an automotive repair 
facility in the city of Houston.

Here are some concerns:  in the most 
current version dated 9-28, the repairer 
is required to get written approval for 
any estimate over $100.00 unless the 
customer signs a waiver.  The word-
ing for the phone waiver is complex 
and wordy. The ordinance gives police 
broad powers to search computer re-
cords and fi les to determine compliance. 
The loophole for hobbyists and those 
who supposedly don’t charge money re-
mains open. Currently those who claim 
they work for free or are hobbyists are 
exempt from this  ordinance.  No paint 
booth is required for a collision repair 
facility. Criminal misdemeanors with 
fi nes from $200 to $500 are issued for 
each offense.  And, in general, there 
are several areas where collision and 
mechanical are lumped together where 
they should be separated. 

The positives are that the proposal 
includes a minimum insurance require-
ment of $300,000 garagekeepers liabili-
ty, and it requires licensed shops to post 
their license number on their paper-
work, advertising and on their building. 
The ordinance also requires repairers to 
include complete customer and vehicle 
information on their repair orders and 
estimates. It also caps administrative 
fees and disassembly fees.

City Council meets on Tuesdays 
and votes on Wednesdays. Our last 
chance to speak will be in a Tuesday 
“pop off” session, November 8, 15, 22, 
29th , December  7, or 14t . Possible 
dates this could be voted on will be on a 
Wednesday beginning November 9, 16, 
23, 30th, December  8, or 15th. To stay 
informed, go to http://www.houstontx.
gov/citysec/agenda.html.  Keep your 
eye on the agenda and call your council-
member and tell him or her where you 
stand.
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PROUDLY SERVING THE PROFESSIONAL SINCE 1957.

Auto repair is my passion, and 
my profession. I’ve spent years 
building my customer’s trust with  
a commitment to quality auto 
repair at a fair price.

O’Reilly consistently delivers the 
parts I need to do the job right  
the first time. Time is money,  
but my reputation is priceless. 
That’s why all my parts come  
from the parts pros at O’Reilly.

O’Reilly 
Knows
My Parts 
are from 
O’Reilly.

My Name Is  
On The Door.

Taking Me For Granted
By John Miller

I have been a customer of a satellite TV service for about 5 or 6 years. During that time I have faithfully paid my bill each 
month, taken good care of the equipment and had only one complaint with the company when a remote stopped working. I enjoyed the 
service and really had no reason to quit. 

Each week my mail would bring some sort of promotional material for either my satellite company or a competitor. I just trashed it as I 
wasn’t interested in changing a service I was happy with. The TV would have special offers for service and I tuned them out. Why would I 
want to change?

Over the last few months some of my friends talked about some of the services they had with their home TV systems; abilities that my 
outdated equipment lacked. Now I found myself paying more attention to the advertising pieces that came in the mail and actually listening 
to commercials about the new technology available. Suddenly I want something better. 

I called the company I use and talked with a representative about upgrading my service and getting a deal on the programming rates. 
The promos offered some pretty good discounts! Before calling the company I went online and looked up what offers they had and what 
new equipment was available so I was pretty well informed when I talked with the representative. Imagine my surprise when I was told 
that those rates and free equipment were only available to new customers. As a valued long time client they offered me $100 off the $499 
equipment upgrade, but the new monthly rate would be higher with the new service.

We went back and forth as you can well imagine! I explained very politely at fi rst and then with more intensity that I had been a loyal 
customer for 6 years and I deserved some consideration. Well it didn’t work. I explained that I would change services if they wouldn’t at 
least try to match the new customer offers for me. That didn’t work either. 

Today the competitor installed a new service for me, with all the latest and greatest equipment, and at a sharply discounted rate com-
pared to what I was paying. I called the old provider to cancel and they were shocked! The representative I talked with today explained that 
I could have gotten a better deal than I had and that the fi rst person I had talked to at their offi ce didn’t inform me of all my options. She 
tried to talk me into staying with them and offered me several discounts. Too late! I sat down this evening to watch my new TV service. 

Guess what my next thought was. How many of my customers have been faithfully paying their bill for years, bring their car only to 
our shop and throwing all of those other advertisements in the trash? I mail out new customer promotions regularly. I use the internet to 
attract new customers. I actually have “new customers only” on some of this stuff. What makes me, my business, any different than the TV 
service I just dumped?

Are we taking our customers for granted too?
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XL Parts stocks the brands you 
can trust for Import Vehicles.

Imported Cars are not 
“Foreign” to Us. 
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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

AAA Texas
Steve van Winkle
8508 Hwy 6 North
Houston, TX 77095
713-284-6650

A-Line Auto Parts
Bobby Fulmer
7720 Blankenship 
Houston, TX 77055 
713-695-5355

Ask Patty
Jody DeVere
888-745-1928
askpatty.com

BG Products Lubrication Specialist
Dan Butler
713-686-2400

BAP-GEON
Tim Nuber
713-227-1544

CarQuest Auto Parts
David Lara
505-452-6798

Certifi ed Business Brokers
Doug Ashby
832-239-9262

Four Seasons Radiator
Randy Burgan
713-266-2656

Great American Business Products
Julie Byer
713-744-7823

HARCO Insurance
Tom Garcia
1077 NW Freeway, Ste. 800
Houston, Texas 77092
713 560-7211

HCC - Automotive Technology
Carl Clark
713-718-8110

Hi-Tech Antifreeze Recylers
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 77033
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

Kauffman Tire
Kirt Garrison
7220 Golden Gate Dr., #180
Houston, TX 77041
713-856-6799

M&D (Magneto & Diesel)
Engine Parts-Fuel Injection-Turbochargers
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

MCF USA
Andy Yim
6701 Harwin Dr, #220
Houston, TX  77036
832-356-6867

Meadowbrook Insurance (*)
Chris Bass
281-513-5221

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. 135
Houston, TX 77022
713-694-3032

Right Path Marketing, LCC
Mike Ratchford
301 Wells Fargo Drive, #11
Houston, TX 77090
281-537-8074  FAX: 281-866-0202

San Jacinto College
Mark Deschner and John P. Goins
281-476-1865

Shop Management RO Writer
Scooter Owens
281-377-3076

TransAct Merchant Solutions, Inc.
Joe Cherry
16211 Park Ten Place
Houston, TX 77084
832-446-1807  FAX: 832-446-1750
jcherry@transactms.com

Wahlberg-McCreary, Inc.
Al Lindell
3810 Dacoma
Houston, TX  77092
713-684-0000 

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

Zurich Insurance (*)
Craig Smith 281-381-4793

(*) Denotes National Member
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