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Urgent? Important?
by John Miller, Freedom Automotive

The Phone rings, is it important? Someone walks in the front door, is he important? A tech calls to you from the 
back, is that important? Unfortunately you don’t know, but they are all urgent and demand you immediate attention. 
Once you answer the phone and it turns out to be a salesman making a cold call you can know it is not important. 
When that walk in asks for directions to a competitor you can decide how important it is. When the tech starts yell-
ing fi re you can defi nitely caulk that into the important category. Just because something presents itself as urgent 
does not mean it is important. 

Most things in life fall into 2 of the four possible defi nitions of need. They will be urgent or not, important or 
not

. Filing your income tax is defi nitely important, 
but doesn’t really become urgent until around 
the fi rst of April. Training employees is impor-
tant, but only urgent if they face a problem 
they are not trained for. 

Playing Farmville is not important, and 
very unlikely to ever become urgent. Attend-
ing industry based meeting such as ASA is not 
urgent, but can be very important. 

So much of our day in the shop is driven by 
the urgent and unknown. We can only tell what level of importance to assign the event after we accept at least its 
fi rst demand on our time. There is little we can do to prevent the majority of these intrusions on our time. Where we 
can gain some control in our life and in time management is not allowing the important to become urgent unneces-
sarily.

Our last meeting speaker talked of the importance of calling our customers before they called us for an update. 
Communicating with customers about their cars is truly important and we can prevent it from becoming urgent and 
therefore demanding our immediate attention by calling them with periodic updates before they call us. 

There are countless things we need to accomplish for our business and our personal lives. Any one of these left 
undone long enough will become urgent and take away our options about how and when we deal with it. We will do 
it right now and in the quickest easiest way possible at that time. Often that may not be the best way.  It may take us 
away from some other important task, and then that project will slip closer to the urgent category. 

I have found lists work wonders! Despite my own high opinion of my mental abilities I forget things, or even 
worse, procrastinate. Keeping a task calendar with the projects and tasks I need to accomplish, with starting dates, 
progress dates and due dates helps me to avoid procrastination and keeps all the important needs in front of me.  

My list may include fi nding and registering for training, equipment maintenance and research on new equipment, 
planning advertising and promotions, building employee relations, planning my next vacation, checking inventory, 
hunting for ways to reduce costs, contacting my best customers, painting, remodeling or just cleaning up the shop 
and on and on. These are all important tasks, along with all the other things you can think of, that will need to be 
done at some point. They may have a long timetable, but without planning and prioritizing they will at some point 
become urgent and then have to compete with the ringing phone, the walk in customer and the technician yelling 
for attention. 

I have found that the more urgent things I can eliminate in my business the more time I can spend on the truly 
import things in my family life. 
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President’s  Corner
It is June already! I hope everyone’s business is booming. If your business 

is doing  well  you probably gained some insight on how to keep things running 
smoothly  at our last meeting. If business is not what you want it to be then you 
will learn a little about  how to get it that way at our next meeting. Aside from 
providing good meetings, ASA Houston is currently focusing on supporting our 
associate members and getting  involved to some degree with other types of busi-
nesses to fi ght over  regulation in our city.

The other day I was talking with an ASA member about the importance of 
supporting our associate members. He was telling me what he was saving in year 
on uniform services, credit card processing, equipment, subscriptions to techni-
cal information, and parts. The fi gures were pretty amazing! I had to go back and 
make sure we were doing the same. I used to just tell people that the savings would 
help pay for your membership. If you work it right there are many more savings 
out there if you learn where to look. That is the beauty of ASA. As we all work 
together and support  each other the association will continue to grow stronger and 
improve. As we plan our next year of meetings the response from associate mem-
bers to sponsor and speak  at future meetings has been strong. They support us and 
I ask you to be sure to support them. Thanks to all associate and “regular”(careful 
to use the right word there) members for making ASA work.

A special thanks to G Products, Dan Butler and Konrad DeLong for hosting our 
last meeting. They reminded me I am spending half of my day on the phone with 
customers that are calling to check on their cars. Implementing just that one thing 
from the meeting and calling all customers with updates fi rst has made it much bet-
ter around the shop. Although I got much more than just that out it, that is the one 
thing making an immediate difference the next morning.

This month we have Scooter Owens from Shop Management RO Writer as 
sponsor and Todd Westerlund as our speaker. It should be a very informative meet-
ing. It is about time again to make sure we are using the internet and social media 
to their full potential. Or if you are in my position, it is time again to try and talk 
the boss into a better shop management system. 

The City ordinance section 8 it is still out there.  I think the Mayor has a spe-
cial formula for exactly how long it takes for people to become apathetic. I saw it 
work fi rst hand with the feeding ordinance. Please keep your petitions going and 
be ready to go back and speak out against this over regulation that does not re-
ally protect consumers. It seems this ordinance may be just a symptom of a bigger 
problem. Be sure to check out “Houston, we have a problem” on Face Book and 
see what I am talking about. There we can get involved with other groups and busi-
ness leaders fi ghting the strangling regulations in our city.

Finally, I leave you with these two things. Be sure to check out John’s article 
on important and urgent in this issue. Either it just really hit home with me or he 
wrote it about me. Lately I have been putting off some important tasks to the point 
they became urgent. Right when I am trying to catch up I was hit with something 
really urgent. What a mess things can become when you are behind. So, as you go 
through and make sure that you are using all the benefi ts and discounts offered by 
ASA and their associates take the time to do one extra thing.

Make sure that your relationship with your insurance company is a good one. 
There is no telling what the next urgent thing that pops up will be. Who knows, a 
car in a lot of twenty others could decide to burn down in the middle of the night 
for no reason. Make sure you are prepared.

Sincerely,
   Kevin Spencer
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New ASA Board of Directors Installed
During Annual Business Meeting in Texas

The Automotive Service Association (ASA) has announced its new board of directors, which was sworn in dur-
ing the association’s annual business meeting May 7-8 in north Texas.

 
Ron Nagy, AAM, Nagy’s Collision Centers, Orville, Ohio, remains chairman of ASA’s board of directors for 

2012-2013. Nagy initially assumed the chairman’s post at the conclusion of the 2011 annual business meeting. 
Due to a reorganization of the association’s structure and governance to allow ASA to better serve its members, the 
positions of the board chairman and chairman elect will now be two-year terms. The board voted and ratifi ed these 
changes to the bylaws during the annual business meeting.

 
“I’m excited to lead this association for another year. With the new changes regarding the association’s struc-

ture and governance going forward, we have made ASA more relevant to our members and to this profession,” said 
Nagy. “Taking these steps has the potential to help all who are in the automotive repair industry to achieve greater 
success in business.”

 
Jerry Burns, AAM, Automotive Impressions Inc., Rio Rancho, N.M., remains as immediate past chairman for 

one more year. Darrell Amberson, AAM, Lehman’s Garage, Bloomington, Minn., also maintains his position as 
chairman-elect for one year.

 
Roy Schnepper, AAM, Butler’s Collision Inc., Roseville, Mich., was elected secretary/treasurer. This position is 

a one-year term with the possibility of serving a second consecutive one-year term. All other elected offi cers going 
forward will serve two-year terms under the new bylaws.

 
Serving as general directors are Gary Keyes, AAM, E&M Motors Inc., Stuart, Fla.; Donny Seyfer, AAM, Seyfer 

Automotive Inc., Wheat Ridge, Colo.; and Bob Wills, AAM, Wills Auto Service, Battle Creek, Mich. Serving as 
affi liate directors are Joel Baxter, AAM, B&B Auto and Truck Repair, Bremerton, Wash.; and Mark Gurnsey, AAM, 
Accountable Auto Care Inc., Broomfi eld, Colo.

 
The fi nal two board positions are held by ASA’s Collision Division and Mechanical Division directors: Dan 

Stander, Fix Auto Highlands Ranch, Littleton, Colo. (Collision Division); and Bill Moss, AAM, Ferris EuroService 
Automotive Inc., Warrenton, Va. (Mechanical Division).

 
Ron Pyle, ASA president and chief staff executive, also serves on the ASA board of directors in an ex-offi cio 

capacity.
 
The next function scheduled from the national offi ce is Automotive Service and Repair Week (ASRW) Oct. 

10-13, 2012, at the Morial Convention Center in New Orleans. ASA is pleased to bring its annual trade shows - the 
International Autobody Congress and Exposition (NACE) and the Congress of Automotive Repair and Service 
(CARS) - to the Gulf Coast during ASRW, and has received positive feedback from members, exhibitors and the 
industry at large regarding the return to a rotating schedule. To see the educational sessions available for repair pro-
fessionals, or the full list of exhibitors, visit www.ASRWevents.com.

 
To learn more about ASA’s dedication to service and repair professionals, the value of ASA membership and 

how to join, visit http://www.ASAshop.org or call (800) 272-7467, ext. 361. (New or former members, ask about 
ASA’s anniversary special when you join by May 31. Mention the “Social Media Special” to get 15 months of 
membership for the price of 12, plus a $50 enrollment fee waived.)
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Phone Techniques
The presentation at our last Chapter meeting was hosted by BG Products and 

presented by Dan Butler and Konrad DeLong. Both have many years of experience 
in the automotive business in the technical and service advisor fi elds. 

The topic for the night was how to manage your phone calls so they would not 
drive your day and interrupt the work fl ow of the shop. The main point is that a lot 
of incoming phone calls can be prevented while at the same time you improve the 
level of customer service and that a plan to deal with the other calls will eliminate a 
lot of wasted time.

During a typical day you have the phone ring with questions about the service 
you provide, asking for quotes, setting appointments, wanting to sell you an oil 
well, and checking on the status of the cars in the shop. Dan and Konrad both agree 
that the best way to handle the calls for cars already in the shop is to become proac-
tive. We should be calling them, not the other way around. 

If we set a time each morning, just after lunch and then again in the afternoon to 
call all of the active customers in the shop we will prevent the call that will invari-
ably interrupt our fl ow. Dan suggested that when a car is dropped off we tell the 

customer that we will update them at a 
specifi c time, and then do so even if the 
update is no information yet. Each time 
we talk with a customer we should give 
them a time we will again call to advise 
them about the car’s status, and be faith-
ful doing that. 

When we call the customer we are 
prepared. When they call us often we 
have to go get the information they need 
from a tech or shop manager. Calling 
them allows us to be in control, or at 
least seem in control when we talk with 
them. 

This also gives our customer a feel-
ing that we are interested and concerned 
that their problems are being addressed. 
If they have to chase us down for infor-
mation we may seem uninterested and 
make them feel less important to us. 

Every shop has to decide what to do 
about phone quotes; some just fl at re-
fuse to do them, some require the caller 
to leave a name and phone number so 
they can call back, and some just rattle 
off a number and hang up. Some just 
hang up, period. Whatever your proce-
dure is it should be set for everyone in 
the shop to do it one way only. Konrad 
suggested that there be a script to follow 
that will lead the caller into discus-
sion of the benefi ts of using your shop 
and away from the concern primarily 
with price. It was pointed out that most 
customers really don’t know what to 
ask other than price and need guidance 
getting to the information that will re-
ally benefi t them. 

Telephone techniques are criti-
cal to the success of any business, but 
especially to a service business such as 
ours. Time taken to train and educate all 
who answer your phones will pay a big 
dividend in customer retention and new 
sales. Poor phone skills can end what 
might have been a long term customer 
relationship quickly. 

BG Products offers many classes, 
both as webinars and live at their Hous-
ton offi ce. For more information contact 
your BG representative or call the offi ce 
at(713) 686-2400.
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Penny Wise and Dollar Foolish 
by John Miller, Freedom Automotive

Ever have a customer question your prices? Have they pointed out that they could get that part down the street a 
little cheaper? Have they commented that your labor rate is a bit higher than your discount competitor? If we take 
the time to respond what do we usually tell them?

Our prices refl ect what we need to charge to make a profi t on our business and provide you with the services you 
expect to get when you come here. It pays for good quality parts, expert technicians, all the data systems we have 
to use and any warranty that comes up. We explain that they are also buying a relationship where we will take on a 
responsibility for their car, for solving their motoring problem. When they do business with us we feel a commit-
ment to them, their family and their vehicles to give them the best service possible and when needed to go the extra 
mile to serve them. 

We are proud of what we do. We don’t think our service is overvalued or that we overcharge our clients. 
Now turn around and talk to that vendor’s representative who has been patiently waiting while you explained all 

of this to a customer. 
How often do we hold our vendor’s feet to the fi re over a few cents, or even a few dollars difference in price on 

a part? How many times a day do we split a parts order between 2 or more vendors to get those couple of dollars in 
our pocket?  Isn’t this the same thing we get so upset about when facing it at the front counter with our customers. 
We expect them to see the “added value” of loyalty above the price and yet we don’t seem to share that same regard 
with our vendors. 

I have a company that services the a/c at the shop and another company that does my home. Whenever I have a 
problem I call them, they come, they estimate, they repair and they are gone. I may moan about the cost, but I never 
argue about the price of the service. Earlier this month when my home unit went out I called them and within hours 
they were there and fi xed it. I got pushed to the front of the line because I am a loyal customer. 

Several years ago before we could afford a brake lathe I had a comeback due to rotor pulsation. I sent the rotors 
to the parts house that turned them for me and he called to say they were too thin. He said his guy must have turned 
them too far and he was sending me 2 new rotors at no charge. Later that day my darling wife pointed out that I had 
sent those rotors to another vendor because they had offered a bit cheaper price on pads and turning rotors. I had to 
call the fi rst vendor and have him bill me for the new rotors. Because he valued my business he was going to take 
care of me. 

There are lots of places in the shop where we can and should cut costs. However, we have to weigh the value of 
being a loyal customer against the small price savings of shopping around. When your suppliers; whether it is parts, 
uniforms, IT services, equipment or sublets have a direct connection to you the value of that vendor or service is not 
just the price in dollars you spend. 

Consider what we tell our own customers and then look at what you tell your vendors. 

Crazy Laws That Will Drive You Mad
Courtesy of Lynn Beckwith

It does not take a legal degree to recognize how ludicrous some of our laws are – especially when it comes to 
rules of the road. Good thing too, ‘cuz I sure don’t have one. These crazy traffi c laws have not been documented, 
so forgive me in advance if they are wrong. Either way they are pretty funny.

 Let us start off with this one because I think our politicians have way too many privileges already. In Georgia 
the members of the state assembly cannot be ticketed for speeding while the state assembly is in session. Wonder 
if they have fi gured out a way to drive government issued cars while they are speeding?

 On to the beautiful mid-west: One small town in Iowa has banned the ice cream man. I wonder if that con-
fl icts with child abuse or abandonment laws. It just seems UN-American to grow up without chasing down the ice 
cream truck. Perhaps we should watch for a crop of serial killers out of Iowa in a few years?

 In Wichita, Kansas before you precede through one particular intersection you are required to get out of your 
vehicle and fi re three rounds from your shot gun. Gee, I thought Texan’s loved their guns. No, I am not telling you 
what intersection it is. Seems like a lot more fun for you to drive through Kansas and fi nd out for yourself!  
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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.

Proposed Nominations for 
ASA Houston Offi cers 2012 – 2013 

President    John Ferrata N-Line Automotive
Pres-Elect  Jim Miller Freedom Automotive
Past President  Kevin Spencer A&B Auto Electric
Treasurer  Jay Meir Excel Automotive
Secretary  John Miller Freedom Automotive
Vice President  Byron Rusk  RMS Automotive
Board Members

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

The election will be at the June meeting and the new offi cers will take their seats at the July meeting.
Please extend a hand to those who have volunteered to offer their time and talent to our association. 
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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, Offi ce (*)
Dennis Bloching
6830 N. Eldridge Pkwy, #105
Houston, TX 77041
713-849-5800

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

Admiral Linen Uniform
Barry Kelley
713-680-0119

BG Products 
Lubrication Specialist
Dan Butler
713-686-2400

BAP-GEON
Tim Nuber
713-227-1544

CarQuest Auto Parts
David Lara
210-410-9975

Certifi ed Business Brokers
Doug Ashby
832-239-9262

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

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

HARCO Insurance
Tom Garcia
1077 NW Freeway, Ste. 800
Houston, TX 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

IFI Business Services
11211 Katy Freeway, Ste. 110
Houston, TX 77079
832-504-9179

J.A.M. Distributing
Myrl Artac
7010 Mykawa Road
Houston, TX 77033
713-844-7797  FAX: 281-596-7590

Jasper Engines & Transmissions (*)
Matt Miller 
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

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

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

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

Wahlberg-McCreary, Inc.
Al Lindell, Randy Harlan, Andy Luna
3810 Dacoma
Housotn, 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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