
Share This: 

IN THIS ISSUE
   
Services Spotlight
"Insurer Forum"
 
Education Spotlight 
"Increasing Closing Ratios"
 
Shop Spotlight
"Effingham Truck Sales"
 
PCE Spotlight 
"Real Time Administration" 
 
Staff Spotlight
Scott Wheeler

 
UPCOMING EVENTS

 
October 18th 
Selling Customer Pay Repairs
8:00am-12:00am
Wichita,KS
 
October 19th
Intro to PCE
6:00PM 
Orlando,Florida
 
October 24th-26th
PCE User Group
Bates Collision
 
October 25th
The Customer Service 
Representative 
Milwaukee, WI
 
October 25th
Time for a Change: Activity 
Management
Milwaukee, WI
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Hello Everyone! 
Can you feel it? There is a little chill in the air. Fall is 
here and the heat of the summer has now given way 
to falling leaves, cooler temperatures, and beautiful 
fall colors.  I hope this newsletter finds your business 
also changing for the better. Many exciting things 
are happening in our Services department. Follow us 
on Facebook and Twitter to stay abreast of the latest 
news. 
 
Above all, our goal is to educate, celebrate, and 
motivate you to be your absolute best every day.If 
you would like to send us a message, click on the 
Contact Us link at the top of the page.
 
Until next time,
 
Acoat selected staff                          

Services Spotlight  
"Insurer Forum"
 
Our dedication to developing cutting edge services is 
nothing new to our customers. After all, changing our 
industry for the better will always be a key driver 
in everything we do. What you may not be aware of 
is our efforts to educate members of the insurance 
industry on some of  the same services our 
customers have taken advantage of.
 
Since 2009, AkzoNobel in conjunction with its 
strategic partner DCR Systems has prepared a 
special event specifically for Property and Casualty 
Claims executives.
 
We explore how extending the Process Centered 
Environment principles throughout the value chain 
will benefit all stake holders.
 
In addition to the PCE building blocks, we also take 
a look at the Insurers role in the repair process by 
discussing:
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QUICK LINKS

 
Sikkens 
 
ASVRN
 
e-Print
 
e-Benchmarking
 
 

HOW DO I JOIN?
Want information on how to 
join our team? Click the link 
to read all about the member 
benefits. 

 
 
 
 

Impact of the insurance companies actions on 
the enitre claims process, and specifically the 
cycle time of the repair center

•

What are the critical touch points with  
repairers?

•

How can the overall value stream be 
optimized for policyholders? 

•

             -What must change to enable this?
             -What are the obstacles to overcome?

What benefit can be realized by all 
stakeholder

•

 
 

Educational Spotlight 
"Increasing Closing Ratios"
Taken directly from the educational offering by 
AkzoNobel
 
What does it mean to build a sales culture in 
an organization?  An effective sales culture 
affects all aspects of a business. From the 
first phone call through the final call back for 
CSI, you never leave the selling process. 
Once everyone understands and believes 
they are part of the selling process, you will 
have successfully “instilled” a sales culture in 
your repair center. So how do you 
successfully create a sales culture? Let’s 
examine that a little more.
 
The key is to first determine your customer’s 
wants and needs. After all, if you want to 
increase your closing ratio,understanding the 
needs of your customers has to be the first 
step in the process. This gives way to better 
customer relationships, which gives you a 
better chance of closing the sale and 
increasing your closing ratio. 
 
So what do the numbers tell us? What truly 
are the benefits of increasing your closing 
ratio? If your shop needed to generate 
$150,000 in sales each month, and your 
closing ratio is 40%, then you would need 
$375,000 of traffic each month to achieve 
that. If the ratio was 60%, then that number 
would drop to $250,000. And if the closing 
ratio was raised to 85%, then the traffic 
needed to hit the mark would only be 
$176,471. So the question is how would you 
rather spend your time, writing more 
estimates, or capturing more business!
  
Have you ever thought; I really need to follow 
up on those estimate appointments that 
never showed up today only to let other 
issues get in the way. You may rethink that 
stance if you actually crunch the numbers.
 
Let's say your shop averages 100 closed 
repair orders per month at $1800 each.  A 
10% improvement would get you an Subscribe to our email list 
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additional $18,000 in sales. If that doesnt 
encourage you to call those no shows, 
nothing will!

Shop Spotlight  
"Effingham Truck Sales"
 
 
Effingham Truck Sales' proud history goes 
back some 42 years. The body shop 
manager, Rob Workman is a clear example 
of the high caliber employees that the 
company founder, Jim McDaniel, says are 
the reason the company is successful. 
 
Rob is the Chairman of AkzoNobel’s 
International Truck Performance Group, the 
industry’s only performance group 
exclusive to International Truck body 
shops.  Because of his leadership and 
outside of the box thinking, 
Effingham has begun to change its 
business fundamentally from the inside 
out.  They are leading the charge of 
creating a Process Centered Environment 
with the group. They have made great 
strides in implementing 5S in  a facility of 
their size; as well as, starting process 
quality implementation.
 
This process of instituting "check points" 
throughout the repair process so the work 
can be assessed against predetermined 
standards is paying huge dividends for 
them. Redo's have decreased and 
efficiency has increased. In fact, in the last 
6 months alone, efficiency is up 13%
 
They didn't just stop at the body shop, they 
took 5S outside too, literally! They have set 
up specific areas outside the shop for 
recycled items like batteries, steel, and 
aluminum. This simple task has enabled 
them to generate $45,000 in just 8 months 
compared to  just $5,000 in all of 
2010. According to Rob,  the changes in 
the body shop have also begun to filter to 
other areas of the dealership. He explained 
that, with the help of their local rep Jimmy 
Harris, the Service department will begin 
the process of 5S very soon. 
 
"You get more than just paint with 
AkzoNobel", explained Rob. "The help they 
have given us in the body shop is great, but 
to extend that to the service department too 
is above and beyond. We truly appreciate 
that". 
 
 

 
 Effingham Truck Sales
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PCE Spotlight
"Real Time Administration"
 
Real-Time Administration is an 
administrative process in which files are 
kept up to date at all times. All actions are 
recorded as they happen; the vehicle and 
the process do not move forward until all 
actions are recorded.
 
Every administrative transaction is 
generally connected to the shop floor in 
some way. The vehicle and the file should 
run together through the process. The file 
drives the action on the shop floor.
 
This allows the Customer Service 
Representative to pre-close the work order 
throughout the repair instead of waiting 
until the end. The vehicle owner then 
leaves with a complete, and completed, set 
of paperwork and the shop is able to collect 
their money from the insurance company 
faster.
 
Imagine going to a restaraunt and at the 
end of the meal your server said" Just let 
us take an impression of your credit card 
and we'll add up your bill and charge your 
card tommorow".

Staff Spotlight
Scott Wheeler-West Services 
Manager
 
Since graduating from the Technical 
College for Auto Body in 1976, Scott has 
managed to rack up an impressive resume. 
In addition to 21 years of collision repair 
management experience, Scott has been a 
certified I-CAR instructor since 1993 and 
served as I-CAR Minnesota State Chair 
from 1994-1998 and was an I-CAR 
National Advisory Committee member for 4 
years. Scott held the position of Store 
Manager; as well as, the position of 
Training Manager for ABRA Auto Body & 
Glass. Scott joined AkzoNobel as a 
Business Development Manager in 2001, 
and in 2009 was promoted to Services 
Manager of the West.
 
Scott credits his early employment with 
Lehman's Garage as helping to shape his 
thinking. "Working at Lehmans really taught 
me the importance of being process 
oriented, and as my career has 
progressed, that's become one of the 
cornerstones of my business 
philisophy".  Besides collision repair, sports 
have always been a passion for Scott, 
specifically hockey. From 1984 to 1993 
Scott was an "Off-Ice" hockey official for 
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the Minnesota Northstars.  In 2000 he was 
able to resume the same role with the 
newly formed Minnesota Wild NHL Hockey 
Club and continues to perform that role 
today..
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