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Meeting 7:00 PM

sponsored by

MAIN AUTO PARTS WAREHOUSE
Phone: 713-869-7918
Dale Heisler, Manager

Our speakers are:

Todd Westerlund
With DemandForce

&
Joe Gibson

With Customer Link

Learn about these powerful customer 
retention products!



Page  2

ASA Houston - Shop Talk July 2011

ASA June Meeting 
by John Miller

Our June ASA Houston meeting at the Spaghetti Warehouse was a huge 
success! We had a full house of 77 guests including members, associates 
and visitors. 

Kathryn called the meeting to order at 6:30 PM, a half hour earlier than 
normal to allow for the longer presentation by our speaker for the night. 

The nominations for Chapter offi cers were presented to the members and 
nominations from the fl oor were called for.  There were no new nominations 
and a vote was called on the proposed list of offi cers. The vote was unani-
mous and all the nominees were approved and will serve your Chapter for 
the year of 2011 – 2012. Congratulations to all the incoming offi cers. 

The newly elected President, Kevin Spencer, presented a plague and 
fl owers to Kathryn in recognition of her exceptional service over the past 
year. 

Kathryn announced the fi rst of the ASA Houston Satellite meetings. This 
will be held June 28th in Baytown and is sponsored by XL Parts and hosted 
by Danny O’Daniel (O”Daniel’s Garage). XL Parts has printed fl yers for all 
of the associates to pass out to their customers in the Baytown area. These 
are generic fl yers that do not specify XL as the sponsor. 

ASA Texas President, John Firm, talked briefl y about what is going on in 
the State. There will be a Leadership Conference in Tapatio Springs Sep-
tember 17.  This is a great venue located just North of San Antonio. There 
will also be a State Board meeting in Houston on July 9th. John, and pos-
sibly several other State Board members will remain in town to attend our 
July Chapter meeting.  That Monday and Tuesday he will be recruiting new 
members for our Chapter with the help of the National recruiter and local 
volunteers. If you have a lead for a new member please forward the infor-
mation to us.  John took a moment to applaud Houston ASA for their sup-
port of Steiner Automotive after the recent fi re. That, according to John, is 
what ASA is really all about. 

Kathryn gave a short recap of what is going on with the new Houston 
City ordinance. ASA and HABA have worked together to offer changes to 
the proposed ordinance and it is now in the approval stages. ASA will be 
asked for further input and advice as this process moves forward. Kathryn 
reminded us that our continued involvement is critical for our input to be 
considered. 

Kathryn introduced our speaker for the evening, Becky Witt. She talked 
about the problems with pricing based only on gross profi t margins and how 
to look at the true profi t from jobs and equipment.  This will be covered in 
more detail in another article in this issue. 

Door prizes were furnished by many of our supportive associate mem-
bers. We want to thank all of the associates for their ongoing support of the 
Houston ASA. 

The meeting adjourned at 9PM and the after meeting networking began 
in earnest. If you haven’t been to our meeting this part is often the most fun 
and informative. 

President’s Corner
Thank you for electing me to be 

your 2011-2012 President. My name is 
Kevin Spencer and I work at A&B Auto 
Electric as service advisor. A&B is a 
family owned business that was found-
ed in 1948. We specialize in repairing 
electrical problems on most vehicles 
and also 

rebuild alternators, starters and gen-
erators. We have been members of the 
Automotive Service Association since 
the seventies.

Representing you all as President is 
an honor and a challenge. I look for-
ward to making sure we have another 
great year of meetings with informative 
speakers, good food, good atmosphere, 
and the ever so valuable networking. I 
also would like to express my thanks to 
all of our associate members and Board 
members that I know will help me to 
make my term succesfull.

I fi rst started going to ASA meetings 
several years ago. I was shy, sat in the 
back of the room, kept quiet and liste-
nened. At fi rst it did seem like there was 
some sort of “clique” or group of people 
that were hard to talk to. It was pretty 
awkward. Still, I could not quit going. 
I always came away feeling uplifted 
and armed with new knowledge.  Many 
times I have tried to get shop owners 
I know to attend our meetings with no 
results. I spoke of the many benefi ts, 
political representation, the speaker-- all 
the things we enjoy as members.

 I could not really express to them 
what it was that makes ASA special. 
Finally, while talking to someone after 
our last meeting, it became clear to me. 
It is you! The people at the meetings are 
what make ASA special. For a nominal 
fee I get to be around a whole bunch of 
folks that run or participate in ethical 
businesses. They are helping others 
every day and making a good living do-
ing so. They are the kind of people that 
make America tick. 

Once again, thanks for electing me 
and I plan to make sure we have a great 
year!

Best Regards,
Kevin Spencer
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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  
Deanna Pate
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
Ed Jones, Jones Automotive & Marine 
 
    

Loyal Customers Are Earned... 
Not Won!
by John Miller

A solid base of loyal customers is invaluable to any small business, 
particularly a service business as competitive as ours. Loyal customers are 
less price sensitive, resist the come on advertisements of our competitors, 
forgive our minor mistakes and most important of all refer their friends and 
family to us. So how do we build this all important base?

Studies have proven that customers remember the fi rst and last minutes 
of contact more vividly than any other part of the service process. The 
greeting, either at the door or on the phone, is set permanently in a clients 
mind. If our staff is distracted, discourteous, or too busy our customer will 
have a bad initial impression.  Just as signifi cant is the goodbye. If we hand 
a customer a bill, mumble a thanks and turn to the next person in line the 
customer is going out of our door without a feeling of true appreciation that 
they deserve. 

Sound as if every person through your door is the most important person 
you have seen that day. Answer the phone as if you were hearing from a 
long lost friend.  Once your customer has paid his bill spend a minute or so 
talking with them, walk them to the door, or all the way to their car. Thank 
them for their business and assure them that if they have questions or con-
cerns you will be glad to address them, now or at any time. 

Do not make the mistake of thinking that bombarding your regular cus-
tomers with mail, email or Facebook ads for all of your services or specials 
counts as building relationships. To build loyalty you have to build individ-
ual connections with customers. Our customers want to feel unique. Learn 
about them and let them know that you know about them, their careers, 
kids, hobbies or club associations. Talking to clients and making notes in 
their fi les as a reminder will make you appear to have not only an amazing 
memory but a true concern for their welfare.

In this age of instant gratifi cation our customers are expecting all of their 
needs to be fulfi lled on demand. Even our most loyal clients expect miracles 
from us. To prevent hard feelings it is important that we set the expectations. 
When explaining why it will takes hours, or days to meet their need we must 
explain not only why it takes so long but also how well we understand their 
need to have the car back as soon as possible. 

Our customers already come to us because they believe we are experts. 
We don’t need to baffl e them with technical jargon and long explanations. 
Make it a practice to talk simply and directly about the car and the problem 
relating it to their needs.

When there is a problem with our service the worst thing we can do is 
argue about whose fault it may be. Our loyal customers accept the fact that 
we are human and may make a mistake every now and then. They only want 
us to fess up to our error, or our poor response to their expectations, and get 
on with the great service they have come to expect. 

(continued on page 7)
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Member Profi le: BG Products
At their deepest, BG’s roots took hold in the diffi cult days of World War II. The seven founders of BG Products emerged 

from that war with their characters affi rmed, their courage and vision proven. They set about the accumulation of 175 years of 
collective experience in the petrochemical industry before coming together in 1971, to form— out of collective necessity—
a new company based on automotive products of superior quality and, even more, on the contributions of people working 
together in a common cause of personal and professional excellence.

In November, 1971, the partners took BG’s fi rst two products to market: Engine Tune-Up and RF-7. The fi rst truck-
load—40,000 pounds of the only two products available— left Wichita for a founder’s distributorship in North Carolina. In 
our fi rst full year in business, BG sold products worth just over a half-million dollars. In 1973, we achieved 17 percent growth. 
Twenty percent growth followed in 1974.

BG Products, Inc. is committed to maintaining the operational systems of today’s and tomorrow’s vehicles. We manufac-
ture our own products, specialized tools and equipment for application by specially trained automotive professionals. We seek 
prolonged trouble-free automotive performance for every BG customer. We have dedicated every resource—the skills of our 
people, our capacity for breakthrough research and our ongoing testing and refi nement of current products—to better under-
stand how the ravages of time and use deplete the vital fl uid systems of a vehicle.

Complete deposit control lies at the core of our business. Altogether, it means products that bring extended life and effi -
ciency to engines, transmissions, brakes, steering, cooling and climate control systems. As the technical sophistication of these 
systems evolves, BG and its distributors keep pace, adding still more effi ciency, economy, and long-term reliability to today’s 
computerized vehicles.

Product distribution unique to the industry. 
BG Products works, as it always has, through a close-knit network of independent distributors, each responsible for the 

creation of a highly trained sales organization. Each serves an exclusive marketing area in the United States, Canada, Central 
and South America, Europe, or Asia. These distributors have shared in BG’s commitment to personal and corporate integrity 
and to product engineering that anticipates a rapidly changing marketplace.

A changing automotive marketplace, an emerging BG response. 
Our philosophy of doing business ensures the continued development of products and services attuned to the exact automo-

tive needs of the moment. We take pride in the skill, the imagination, and the integrity of loyal BG employees. We will stay 
the course. During constant change, we focus exclusively on products of the highest quality only available through BG. 

And so we continue on the path of discovery that has defi ned our fi rst 40 years. We hold the line against time and distance, 
giving new life to vehicles worldwide as we continue to look for a better way.

BG Products has been sponsoring ASA for years bringing nationally recognized speakers in delivering impactful informa-
tion that will not only grow your business, but keep you abreast of our ever changing industry!

For more information on BG Products please contact Dan Butler at 832-247-5127.

AAA Battery Policy
by Chris Newhouse

As a shop owner I have always strived to help the customer. The other day I heard a story about a battery warranty prob-
lem, and was totally in disbelief about this story until I asked around and found it to be true.

I wanted to hear the whole story fi rst-hand, so I stopped by my friend’s repair shop for a visit. The shop owner – Tommy 
- told me that a customer’s car had been towed due to a no-crank condition. Tommy ran some tests and the “AAA” branded 
battery was found to be defective, and appeared to be under warranty. He called AAA to have them deliver a replacement 
battery, and being that it was nearly closing time, he removed the battery so to speed things up.

It was when the AAA battery truck showed up that things began to unravel. How so? Well, the AAA truck driver told him 
that since the battery had been removed from the car, the battery warranty was null and void. Tommy said “no problem”, 
and re-installed the battery back in the customer’s car. BIG MISTAKE! Now he had to wait for the AAA driver to make an-
other call to his supervisor. According to the supervisor, their battery would NOT be warranted because it had been removed 
the car. Furthermore, since AAA now had all the information about the battery, and voided all warranty.

Needless to say - the customer was upset, and Tommy feels terrible that he ruined any chance of a warranty, even though 
neither he nor the customer had ever been informed of such a policy.

If this happens at my shop with a AAA battery, now I realize that I will be required to wait for the AAA battery truck to 
arrive and check things out before going any further. Even if your business is a AAA Approved Auto Repair shop, this rule 
still applies! Be sure to inform your employees of this policy before jumping in and trying to help the customer. GOOD 
LUCK!
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Many More Reasons to Become a NAPA AutoCare Center

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

THE BEST PARTS



Page  6

ASA Houston - Shop Talk July 2011



Page   7

July 2011ASA Houston - Shop Talk

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.

David Burch, Regional Director of Sales Houston
CARQUEST Auto Parts
3100 Hillcroft Ave. Houston, TX. 77057
(210) 410-9975

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

Loyal Customers (continued from page 3)
Loyal customers do not consider price as the prime factor in their relationship with us, but they do look at our 

charges. We must be sure that we do not take advantage of their easy going nature. Every charge should be reason-
able and understandable. Eliminate those ambiguous charge terms such as diagnosis and replace them with clear 
and concise terms and explanations of what the charge is for. 

Learn to anticipate your client’s needs. That sounds diffi cult but all it really means is paying attention. Pay at-
tention to the condition of your customer’s car and its current and coming needs and pay attention to what you 
customer tells you about his life.  Is he talking about a vacation soon? Does he have a daughter going off to college?  
Making a phone call a couple of weeks before each event reminding him of the past due oil change may impress 
him with your concern for his welfare. 

Make your customers welfare the most important item in your relationship. There are some repairs we should 
not do for them either because we are not equipped, or the vehicle is not worth the investment. In a case like that 
do not hesitate to tell them.  On the other hand if we learn of a recall, or a special program for a repair he may need 
let them know of that too. If we let them know that they can have a past repair paid for by the manufacturer, or a 
needed repair done for free we are demonstrating that we care more about them then their money.

Do not compare yourself to other shops and say, “We are the best shop in the area”, or “We are as good as…,”  
Compare yourself to the best of the 
service businesses in your town.  
The principles of customer service 
are universal. What works at the 
hairdresser, the insurance offi ce, the 
doctors or the restaurant will work 
for you.  

Join ASA for these 2011 Auto-
motive Service & Repair Week 
(ASRW) events:  

International Autobody Congress 
and Exposition (NACE)
Oct. 5-8, 2011
Orange County Convention Cen-
ter, Orlando, Fla.

 

Congress of Automotive Repair 
and Service (CARS)
Oct. 5-8, 2011
Orange County Convention Cen-
ter, Orlando, Fla. 
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Clinic Hotline
1-800-283-1702

Clinics taught by the  
nation’s best instructors!

Real World Information  
Critical to the Success  
of Today’s Technician
Real World Training classes offer the latest repair and diagnostic procedures as well as 
the shop management training needed to make your business more profitable.  
Classes available on the following topics: 
• Air Conditioning • Undercar
• Basic Electronic Testing • Vehicle & Manufacturer Specific
• Hybrid Vehicle Technology • Diagnostic & Driveability
• Service Writer & Shop Management
See your local O’Reilly Auto Parts representative for additional training clinics and program details.

Defending Your Shop Against the Numbers
     Becky Witt presented her class “Advanced Pricing Strategies” for our June ASA/Houston Chapter meeting.  Her 
material is based on a University-level Cost Accounting textbook and applies the material to a car repair shop.
     She said that current beliefs in fi nancial guidelines for the Auto Service Industry can sometimes be harmful to 
shop owners.   She went on to say that the generally accepted percentages of Gross Profi t on sales of parts and labor 
sound good in the norms, but focusing too tightly on strict percentages can cost you profi t or sales.  In addition, how 
do you take these principles and easily convey them to the people on your front counter?  They’re the ones who 
are putting estimates together all day--the estimates that will make up your fi nancial composites at the end of the 
month.
     The harsh push to achieve a certain overall Gross Profi t on sales can cause a shop to not bother selling tires, for 
example.  Everyone knows that you’ll do well to realize 22% gross profi t on a set of tires, so why bother?  All it 
will do is make your numbers look bad and drag down the overall picture.
     Witt said to forget all that stuff.  Take your total expenses for the month, add in your own desired Return on 
Investment, your owner profi t and total it all up.  Then divide that number by the number of hours you bill in that 
same month and, voila!, you have your shop’s required Gross Profi t Per (Billed) Hour  or GPH.   Now, all you have 
to do is simply look at every job you estimate and you’ll be able to make all those numbers work out at the end of 
the month.  
     When you do this, you’ll fi nd that the amount of GPH you earn when you sell a set of tires is higher than nearly 
anything else you do at your shop.  Plus, it takes your lowest-skilled tech and your most reliable shop equipment.  
Easy peasy.
     She also took some examples of shop equipment and broke down the cost of owning them and projected Return 
on Investment.  The results were interesting and some attendees said they wished they’d known this before they’d 
bought expensive equipment.
      There was a lot more information presented and it’s all available on DVD from our chapter if anyone is inter-
ested.  Shop management doesn’t have to be that hard.  Witt’s lively, interesting presentation seemed to make it all 
easy.  She even threw donuts.
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TO: ASA TEXAS Members
I want to fi rst say thanks to all the Houston members and particularly your local volunteer leadership, I had a great 
time visiting Houston and looking forward to returning in July. ASA is doing great across the state but in Houston, 
our participation is second to none! Your June meeting was so impressive and was inspiring to see the new mem-
bers and associate members supporting the ASA Houston Chapter.

While I was in Houston I met a new member and was so impressed. Professional Auto Care, Karolena Serratos 
and her family’s facility was so clean, their wrecker was clean and painted up nice and when I walked inside I was 
greeted just like their name implies, Professional. Welcome to the ASA family.

We also signed up a new member while in Houston, Chuck Stasny, owner of AAMCO Transmission on South 
Loop West. Now talk about a place with parts, Chuck has all you want when searching for auto trans parts. Torque 
converters, he stocks a bunch of them and more. He has expanded the building to make room for more ‘MONEY’. 
Chuck, I am impressed and thanks for that nickel tour.  Oh and Tony, I’m coming back in July, have that member-
ship app fi lled out and a check ready�.
 
When I was elected as ASA TEXAS President, one of my goals was to rotate the quarterly board meetings around 
the state in conjunction with local ASA events and meeting so that members could get to know us and who we are. 
Our next Board meeting is scheduled for July 9th in Houston, which is the Saturday before Houston’s July chapter 
meeting. Monday and Tuesday I have asked all the Board members that can stay over for two days to work a Hous-
ton membership drive. We have ASA National recruiter, Bret Sullins, coming in to help and a few National sponsors 
helping with this drive.

We need leads to start off with. If you know a fellow shop owner in your neighborhood who is not an ASA mem-
ber, email them to me at johnfi rm@asatx.org PLEASE. Our team will make a personal call to that shop Monday or 
Tuesday and explain the benefi ts of ASA membership.

On a different subject, want to have some fun? Well I do, so in September on the 17th, we are planning a Leader-
ship Meeting at Tapatio Springs www.tapatio.com/ .Go to their web site and check this place out. You do not need 
to be a golfer to have a good time here.

Tapatio Activities........
Heated swimming pool, Jacuzzi, Fitness Center, Tennis courts, Basketball, Fishing, Driving Range, Golf Shop, 8 
miles hike/mountain bike trails, Horseback riding and more. There is also night life to do in that part of the country 
with dance halls the way they should be. Shopping here you can do that all day but its over after the sun sets.... or 
just right before.
We are working on contracting with Sidney Hurlbert to be our guest speaker. www.sidneychurlbert.com I would 
love to see all of ASA TEXAS Members there. Tapatio has plenty of rooms and they will sell out fast so make your 
plans by saving the date, 9/17/2011 !!

Together we can make ASA TEXAS strong. Let’s grow!

ASA TEXAS PRESIDENT
Firm Automotive
John Firm
3501 N.E. 28th ST
Fort Worth Texas 76111
817-834-1300
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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 Burch
210-410-9975

Certifi ed Business Brokers
Doug Ashby
832-239-9262

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 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
kgarrison@kauffmantire.com

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

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

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
David Norman
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

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

(*) Denotes National Member
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