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ASA Houston 
February Meeting 

RICHARD FLINT 
“Achieving The 5-Star Award for Customer Care” 

 

WHEN WHERE 
 

Tuesday, February 12th 
7:15 pM – 9:00 pM 

Achieving The 5-Star Award for Customer Care 
 

 
The Crowne Plaza Galleria 

Laurel Room (East End) 
7611 Katy Freeway, Houston, TX 77014 

 

Your automotive company has a purpose! That purpose is to create an environment where 
the customer feels appreciated, comes back and is willing to share you with their sphere of 
influence group. 
 
This is more than a statement! It is the reason we do what we do! For this to happen there must be a 
common connection, a common agenda and a common commitment from both management and 
staff to make the experience of the customer one that expresses a commitment to the highest level 
of Customer Care. 
 
Achieving The 5 Star Award For Customer Care is a learning experience 
where you will learn: 

 What understanding YOUR purpose creates;  
 What happens when the company loses the connection with the 

customer; 
 How to create the "Fun Factor" for the Customer; 
 The meaning of being YOUR Guest; 
 The 5 Star Principles that makes your automotive company "The #1 

Company For Customer Care." 
 
Remember, your customers rate the value of your company through your 
commitment to excellence, the quality of your people, and the lack of hassle 
that have to go through to do business with you. 
 
See you soon! 
Richard Flint  
 
 

https://www.facebook.com/pages/ASA-Houston/146370832179869
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Nline Automotive
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713-862-5544
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Jim Miller
Freedom Automotive
preselect@asahoustontexas.com
281-499-4797

Secretary 
John Miller 
Freedom Automitive 
sec@asahoustontexas.com
281-499-4797

Treasurer
Jay Meir
Excel Auto
treas@asahoustontexas.com
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Kevin Spencer 
A&B Auto Electric 
pastpres@asahoustontexas.
com 
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Education Liaison  
Mark Deschner and John P. Goins
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San Jacinto Jr. College                            

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

Board Members

Chuck Stasny - AAMCO of Houston
Mario Rodriquez - Mario’s Automotive
Sybren van der Pol - Adolf Hoepfl 
Garage
Karolena Serratos - Professional Auto 
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Ray White - S & S Auto Service

    

President’s Corner
 

Developing Rather Than Replacing 
An employee leaving the company (for whatever reason) does more than 

create a vacancy. It creates a vacuum effect from which time and money is 
lost until a new employee can be recruited and hired. The U.S. Department 
of Labor suggests that you estimate that the replacement will be one-third 
of an employee’s annual salary. An add in The Chronicle is $400-$600 for 3 
days in print and 2 weeks on the Internet. On top of this, you are over work-
ing yourself and the other technicians. In a small shop this can be devastat-
ing, as it will cause a loss of profit and you could lose valuable clientele.

For what reasons do you replace an employee? The basic reasons are: 
theft, dishonesty, bad work habits and personal issues that affect the work-
place. 

There are employees that are there everyday, 6 days a week, and do a 
good job but just won’t take the next step in becoming a Great employee, 
what do you do?  This is a question I struggle with all the time.

In the case of an employee with poor performance, termination and 
replacement is the most extreme option. You may choose to develop em-
ployees with low performance ratings. If you need better workers, investing 
in employee development may be a more cost-effective option than seeking 
workers with more skills who will demand a higher salary.

Developing your skills to be a better coach and motivator may be the best 
answer of all.

An introspective look at our philosophies and ourselves may lead us to 
developing a better plan for retaining and developing good employees.

Most of us don’t have bad employees in our shops or we would not be 
as successful as we are. Maybe those days when you are stressed out every-
thing seems to be going wrong and you want to fire everyone in sight, just 
sit back and take a few minutes and look at what is happening. Be calm, 
problem solve the situation, educate the employee and implement a strategy 
to help the employee.   

Replacing employees may open your company up to lawsuits from work-
ers you terminate, regardless of your reasons. This is especially likely with 
workers who fall into a protected class based on race, ethnicity, religion or 
gender. Before replacing any employee, make sure you have a solid reason 
that you can back up with data, such as performance evaluations that show 
that you fired only your least effective employees, or financial records that 
indicate a need to reduce the size of your workforce.

Well thanks for letting me bend your ear. I really don’t an answer to the 
question but it’s sometimes good to put your thoughts on paper and listen to 
what others have to say.

John
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Bad Service Managers and Broken Dreams
It does not make a difference how great your location is, or how good a crew of technicians you have or how 

competitive your prices are, if you have a bad Service Manager your shop will never be a place where your cus-
tomers will feel taken care of, will never be a place where staff members will choose to stick around and will sure 
as hell never be the shop you had dreamed of owning those many years ago when you bit the bullet and went into 
business for yourself. With a bad Service Manager you will likely never hit your goals and will in fact be lucky to 
survive. 

There is no doubt that our Service Managers occupy the most important role in the building and if they are doing 
the things they should be, the reasons I would say that are obvious; our customers are well taken care of, our staff 
members are well directed and taken care of and the daily and weekly business of the business is taken care of. If, 
on the other hand, you find yourself saddled with a mule rather than a thoroughbred, I am sure your days are full 
of exciting interactions with customers and I am just as sure that production, cash flow, car count and profitability 
are all major challenges and a concern to you each and every day. The Service Manager’s role is way too important 
to the success our shop and way too important to our eventually developing a succession plan that will allow us to 
step back from the business, that we can’t afford to waste our time and effort on an idiot that can’t or won’t do the 
reasonable things we would ask him or her to do. 

There is no doubt that the Service Manager’s role is a tough one but that is why we have Service Managers, to 
handle those critical tasks and to take on the day to day running of the business. If our Service Manager has con-
sistent trouble living up to our expectations and if he or she has a problem finding the urgency behind the tasks that 
accompany the title, my very strong recommendation is start looking for a replacement today. Maybe whoever is 
occupying that role for you now would make a good Service Advisor, you would certainly know that better than me 
but your future and the future of your shop demands better than the crap you are putting up with now. 

Don’t get me wrong, I think a great Service Manger is one of the best things ever invented and I certainly under-
stand the challenges inherent to being a good Service Manger but the single greatest impediment to success I see in 
shops is the poor quality of people we have out there managing our service operations. These are the folks that for 
all intents and purposes are the face of our business and the guys and gals that we rely on to deliver a great experi-
ence to our customers, time after time, and in this, give them great reasons to come back. We also rely on them 
to create and maintain a great working environment where our staff members feel welcome and appreciated and 
choose to stick around. Not because we kiss their butts but because we treat them with respect, we define our ex-
pectations for them and because we treat them and compensate them fairly. Along with all of this we expect that our 
Service Managers make decisions, show initiative and run the business, more or less as we would run the business 
and to do all of this willingly, consistently and proactively.

I guess before I jumped in and ran on about all the things we would have a reasonable right to expect from our 
Service Manager, I should take a moment or two to underscore the importance of us, as the shop owner, doing all 
that is reasonable to set our Service Manager up to be successful. First and foremost in this is our talking to him or 
her about what our vision is for the business and what our very specific expectations are. I am not talking fantasy or 
dreams but a discussion of where we are now and what sales, profitability, production, car count or customer satis-
faction might look in three months, six months or this time next year. I would definitely introduce him to the staff 
and highlight that going forward, he or she would be handling the management duties and questions or concerns 
would need to go through him or her. This is incredibly important and way too often I see owners leave this unde-
fined with the double negative impact of giving the impression that our new Service Manager has no authority and 
creating confusion among our staff members as to who to talk to and as to who they work for. If we are truly look-
ing to step back from the day to day running of the business, than by all means hire a Service Manger but set him 
or her up to be successful and do this for your staff and for your customers to see. A great Service Manager can and 
will transform your business but not if you make him into a glorified Service Advisor and certainly not if you refuse 
to get out of her way. Change can only happen if we do something different. 

Being a Service Manager is a full contact sport and requires an individual who is both willing and anxious to 
take on that role. It is a position full of challenge, uncertainty and constant activity. It is a critical position because 
there is nobody else in the building who interacts so intimately with both customers and staff and nobody else 

(Continued on Page 5)
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better able to assure our staff members are doing the things they need to be 
doing to assure our customers are happy, satisfied and coming back. A great 
Service Manger is focused on making all of this happen and delivers month 
after month after month. Armed with your vision for the business and your 
expectations for shop performance (car count, sales, profitability, CSI), a 
great Service Manager is accountable and focused on not only meeting your 
expectations but excceding them. My very best advice is be very tough in 
finding and hiring the right guy or gal, do all that you can to assist him or 
her in making it a success and go fishing, take up golf or otherwise get out 
of their way. 

Ten years from now are you going to be able to walk away from the busi-
ness? Or are you stuck there until your dying day? I don’t know about you 
and your circumstance but I have five grandkids who are expecting to sit 
on my knee and I have beaches that are waiting for me to walk on and little 
umbrella drinks that support local economies around the world. I plan on 
living up to those obligations. I hope you have those same opportunities and 
I hope you have a plan that will allow it to happen. Unless you have a great 
Service Manager those grandkids might have to wait. My advice would be 
to be to make this a top priority. 

If I have a great Service Manager I know that every once in a while I am 
going to have to rein him or her in, just like any great race horse. Too often 
I see Service Mangers that are more like mules who are stubborn, reluctant 
to move and would seem to need the whip or spur just to get them into a 
trot. Is your current Service Manager a race horse chomping at the bitt or a 
mule?

If your Service Manager isn’t doing the things you need him to do, stop 
making excuses for him or her and find somebody who will do the job and 
love the business as much as you do. He or she is out there, you just have to 
take the time to find them.

You have worked way too long and too hard to allow some jackass to 
drag you and drag your business down. 

Copied from SearchAutoParts.com

Welcome New
ASA Members!

High Tech Equipment
4828B North Shepherd
Houston, TX  77018
Millie Jones
713-694-2329
www.hightechequipment.com

Driven Auto Service Insurance
23102 Seven Meadows Park-
way
Katy, TX  77494
Alan Doyle
281-644-0768
aland@DrivenIns.com

Sometimes We Forget 
The Basics! 

1. “Please” and “thank you” always 
have been, and always will be, pow-
erful words. Seldom overused.
2. “You’re welcome” is the best 
replacement for “no problem.”
3. “Sorry ‘bout that” is not an apol-
ogy. It’s a cliché. “My apologies” is 
much better.
4. A frown is a smile upside down. 
Stand on your head if you must; but 
SMILE, darn it!
5. You cannot do two things well at 
once. Pay attention to the call or the 
customer.
6. One word answers on the phone, 
in an email or in person are con-
sidered cold and rude. Three words 
make a sentence.
7. Learn what phrases frustrate your 
customers. They’re probably the 
same ones that bother you.
8. When was the last time you sent 
flowers to someone just because?
9. Drop a personal handwritten note 
to a client and just say “thanks for 
being a good client.”
10. “Hey how ‘ya doing?” is not a 
great way to start up a conversation.
11. Out with customers, friends or 
family? Put the cell phone away. 
Talk for 30 minutes. (If you remem-
ber how.)
12. Email manners? The same as 
phone and in person.
13. The old “don’t tell ‘em what you 
can’t do; tell ‘em what you can do” 
applies to most, if not all, customer 
interactions.
14. Get excited!
15. Oh, and smile. That needed to be 
said twice.

Reprinted with permission of Telephone Doctor Cus-
tomer Service Training. Nancy Friedman is a featured 
speaker at association & corporate meetings. She has 
appeared on OPRAH, Today Show, CNN, Fox News, 
Good Morning America, CBS this Morning & many 
others. visit www.nancyfriedman.com 314-291-1012 or 
800-882-9911
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Driven Auto Service Insurance 

Driven Auto Service Insurance is dedicated to assisting 
business owners in the Auto Service industry with their 
commercial and garage liability insurance. Driven is 
passionate about providing competitive insurance plans 
through A+ rated carriers and excellent customer service. 

Driven is a new kind of agency with professionals who 
understand the industry and exclusively work with 
automotive service company owners just like you. Alan 
Doyle is the Driven representative for the greater Houston 
area. Alan provides shop owners with an evaluation of 
their current program along with helping them develop a 
new plan that meets their specific needs.

New Member Introductions High Tech Equipment
High Tech Equipment is pleased to be a new member 

of ASA. Our company began in the late 80’s in effort to 
help Jones Oil, Inc customers with their basic lubrication 
dispensing equipment. Today it has grown to be the larg-
est automotive and industrial equipment distributors in the 
Houston area. 

As the necessity for auto repair continues to grow, so 
will the need for quality auto shop equipment. Offering 
quality auto shop equipment, service and installation at the 
best price is our goal. Our customers vary from indepen-
dent automotive repair shops to some of the largest Auto-
motive Dealership. In addition, we cater to Lube Centers, 
Car Washes, Oil Jobbers, Service Stations, Truck Rigging 
Centers, Petroleum Distributors, Body Shops, Wholesale 
Tire Distributors, Parts Stores, Hose Distributors, School 
Districts and much more.

High Tech Equipment offers the full turnkey experience 
from layout to installation. We enjoy working with a variety 
of venders. Some of our top vendors include Hunter Engi-
neering Tire Service, Rotary Lifts, and Duro Reels, Cham-
pion and Sullivan Palatek Compressors, Graco Lubrica-
tion Equipment, Shure Work Benches and much more. 
Whether you need a single hose reel or a Wheel Alignment 
System, High Tech Equipment is your one stop source. 

To see recent project pictures or learn more visit us 24 
hours a day at www.hightechequipment.com or find us on 
facebook.

We look forward to meeting you and to being a part of 
ASA.
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David Lara
CARQUEST Auto Parts
3100 Hillcroft, Houston, TX 77057
505-452-6798

ASA Associate Member Training Classes

NAPA
March 12, 13, 14  Contact your NAPA Store for location information
 Scan Tool Dynamics Ford Diesel Systems
  Hone your skills to completely and properly diagnose problems with  
 Ford Systems. 7.3, 6.0 and 6.4 

May 15, 201   Contact your NAPA Store for location information 
 Scan Tool Dynamics Chrysler Systems
 Study what the PIDs should look like with the key on and the engine  
 off, at idle and at WOT. Identify new PIDs that you may not have   
 seen yet.

O’Reilly Auto Parts
April 10, 2013  Contact your   
 O’Reilly Store for more 
 information
 Diagnostic Techniques for  
 Success  
 
August 27, 2013  Contact your  
 O’Reilly Store for location  
 information
 Diagnosing the Top Power  
 Stroke Diesel Problems

Vision Kansas City
March 7-10, 2013
 Vision High Tech Training  
 and Expo, for more informa 
 tion go to www.visionkc.com

BG Products
February 6, 2013
 Oil Changes are the Key to  
 Retention and Profitability
 Whoever captures the oil  
 change business will win all  
 of the maintenance

January 8th or 9th, 2013
 BG Boot Camp
 Selling maintenance, for ser 
 vice writers, owners and  
 technicians
 
XL Parts
February 20, 2013
 Diagnosing Electronic Fuel  
 Pump Controls (go to 
 xlpsrts.com for me info)

February 21,2013
 Diagnosing the Top  
 Cummins Diesel Problems  
 (go to xlparts.com for more  
 info)
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Good Question!    by John Miller

 We got this question from a radio listener and thought it was 
something that we all might think about. Do you have a strategy 
for the future? 

Question: Hi,I was online and was watching an “eric 
the car guy” video on youtube.He spoke of emerging tec-
nology in the automotive field.my question to you guys is 
this,as independent shops are you worried that the manu-
factures have or are trying to make cars so advanced that 
customers will have to bring their cars back for service to 
them,and if not what is your strategy to combat this prob-
lem? Thanks in advance, keep those wrenches spinning!

Anybody in this business with an IQ larger than their shoe 
size knows that the industry is changing, that technology is 
becoming more complex and that the manufacturers are strug-
gling to take our customers from us. they are doing all they can 
to impress on their buyers that no one but they can pierce the 
veil of automotive wizardry that is their car. Over the past couple 
of decades the makers have been offering longer warranties and 
included maintenance packages trying to hold the customer in 
their shops longer. How have we as an industry responded to this 
attach and future threat to our livelihood? 

Since the first car rolled off the line the independent repair 
shop has managed to figure out how to fix whatever the maker 

could design. We not only figured out how to fix it, but 
how to make it run faster, drive better, last longer and look 
better. We, as an industry, are unparalled in our ability to 
adapt and progress. 

The independent repair shop will make the investment 
in training, tools and equipment necessary to take care of 
our customer’s cars.  We will modify our shops, specialize 
or expand; whatever it takes.

I am concerned about perception. Perception is reality. 
Will our customers understand that a good professional 
independent repair shop can and will do at least as good a 
job for him as the dealership?

I believe that in the next decade our biggest challenge 
will be educating our clients about our abilities to repair 
and maintain their cars.  I also believe that this job has to 
start in house.

How often have you heard a technician or service 
writer bemoan the complexity of a job, a system, or an en-
tire make of car? How often has this happened in front of a 
customer? If we apparently have that much trouble with a 
current product how in the world can they have confidence 
that we could repair the even more technical next genera-
tion of car?

 I  think it is OK to explain the complexity or difficulty  
of a repair or diagnosis, but only to demonstrate our mar-
velous mastery of the modern machine, not to denounce 
some unknown automotive engineer who is out to get us. 
We should display our excitement at being part of this 
Buck Rogers era of the auto and our joy at being able to fix 
it. 

Every communication we make with the customer 
should display our firm footing in the modern era of 
high tech. The use of email and text to contact or remind 
customers of appointments and work needed, the WiFi in 
our waiting rooms, the flat screen TV sets mounted to our 
walls and the electronic menu board all tell our clients that 
we are in the 21st century. On the other hand worn out 
furniture in our waiting area, a  19 inch TV with rabbit ears 
or a raggedy old shop truck sporting faded magnetic signs 
all tell our customers that we either can’t or won’t keep up 
with modern times. 

Confidence is instilled by the little things in the shop.

All of this will only make us near to equal with the 
dealer in the mind of the average consumer. To set us apart 
and above them we need to communicate the one thing 
we can offer that dealers by and large cannot, personal-
ized service and empathy. That is where we can excel. No 
matter how modern our building, no matter how spiffy our 
waiting room, no matter how fancy our coffee machine or 
cutting edge our advertising is, it is the guy or gal at the 
front counter who clearly demonstrates that they really 
care about solving the motorist’s problem that will secure 
our future. Step into the modern age, but don’t lose your 
“service heart” doing it. 
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IDENTIFIX
 
VEHICLE:   2008 Ford Escape Limited 3.0L, V6, MFI, DOHC, VIN 1, 183 CID, 183 Cu In 3.13 79.5  
MILEAGE:   104,193  
 
Customer Concern:  When the engine is started, the steering wheel will rotate automatically to the left.  
 
Tests:    1. Perform self-test of the Power Steering Control Module (PSCM) and address any service codes that are 
present.

2. If no codes are present in the PSCM even though it will communicate with the scan tool, remove fuse 35 (10 
amp) of the Smart Junction Box (SJB) and recheck for the presence of the symptom. With this fuse removed the 
power steering assist function of the PSCM will be electrically disabled.

3. If the condition is not present with fuse 35 removed, replacement of the PSCM will be necessary. The PSCM, 
motor and sensor assembly are an integral component to the steering column. Replacement of the steering column 
will be necessary to replace these parts.  
 
Potential Causes:  Steering Column
 
Confirmed Fix:  Replaced Steering Column
 
Access IDENTIFX’s entire database of vehicle symptoms, short-cut tests and confirmed fixes at  
identifix.com today! 

DEDICATED TO  
THE PROFESSIONAL
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PROGRAMS

•	 Professional		
on-line	ordering

•	 Receive	earnbacks
•	 See	our	inventory		

and	pricing
•	 Shop	management	available		

•	 Consistent	discounts
•	 Overall	savings	commitment
•	 No	minimum	purchase		

to	qualify

•	 Nationwide	warranty
•	 Roadside	assistance
•	 Shop	management	training
		

	*See	your	sales	representative		
	for	qualifications.

ADV 511

REPAIR & 
DIAGNOSTICS

FCO.FIRSTCALLONLINE.COM PRO PRICE ASSURANCE SERVICE CENTER PROGRAMS*

•	 Eliminate	obsolete	inventory	from	sitting		
on	your	shelves

•	 Monthly	discount	for	online	stock	orders
•	 Electronic	tracking	of	your	inventory

•	 Training	is	an	investment	in	your	future!
•	 Offering	the	latest	repair	and		

diagnostic	topics
•	 Shop	management	training

STOCK MANAGER REAL WORLD TRAINING
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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

A+ Transmissions Corp, Office (*)
Dennis Bloching
6830 N. Eldridge Pkwy, #105
Houston, TX 77041
713-849-5800

AAA Texas
Kelly Craig 
13845 Breck Street 
Houston, TX 77066
713-284-6627

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

Admiral Linen Uniform
Barry Kelley
713-630-0303

AGVS/Safeguard
Mike Ratchford
301 Wells Fargo Drive, #11
Houston, TX 77090
281-537-8074  FAX: 281-866-0202

BG Products 
Lubrication Specialist
Dan Butler
713-686-2400

BAP-GEON
Tim Nuber
713-227-1544

CarQuest Auto Parts
David Lara
505 452-6798
David Birch
210-410-9975

Certified Business Brokers
Doug Ashby
832-239-9262

CNG America
Stuart Mayper
888-661-6063

Demandforce, Inc. (*)
Todd Westerlund
22 4th Street, 12th Floor
San Frncisco, CA 94107
415-904-8181

Driven Auto Service Insurance
23102 Seven Meadows Parkway
Katy, TX  77494
Alan Doyle
281-644-0768

Great American Business Products
Julie Byer
713-744-7823

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

HCC - Automotive Technology
Carl Clark
713-718-8110

High Tech Equipment
4828B North Shepherd
Houston, TX  77018
Millie Jones
713-694-2329
www.hightechequipment.com

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 (*)
Ed Nesbitt 
6618 Petro Park Drive
Houston, TX 77041
800-827-7455  FAX: 812-634-1820

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

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

Meadowbrook Insurance (*)
Dan Tharp
800-449-1723

Mitchell 1
Monnie Fuentes
281-352-1323

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 (*)
Amie Alvarado, Joe Alamia
4555 Airline Dr., Ste. 135
Houston, TX 77022
713-694-3032

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
5819 Hwy 6 South, Ste 255
Missouri City, TX 77459
832-446-1807  
jcherry@transactms.com

Wahlberg-McCreary, Inc.
Al Lindell, Randy Harlan, Andy Luna
3810 Dacoma
Houston, TX 77092
713-686-9321

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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