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ANTITRUST / COMPETITION GUIDELINES

 In today’s workshop, we will not discuss any issues that would violate antitrust guidelines. 
Surveys of prices, discounts and costs are permissible, but only under strict guidelines and only 
if they are not part of a conspiracy to fix prices or to otherwise restrain trade.  Remember, the 
prices charges must be calculated and determined by the business owner alone. These prices 
should take into account the costs of doing business and include allowances for reasonable 
profit.

 All content of this program is based on standard economic and management principles. Profit 
margins, labor rates, etc., used in this presentation are to be taken as examples only.  The intent 
of this workshop is to provide attendees with basic human resources management skills that will 
enable them to determine their own individual rates, profit percentages and other operation 
aspects of their businesses strictly on an individual basis, using generally accepted 
management principles.
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Sales & Marketing…Virtual Steering –
Virtual Referral

4 Years ago, I attended a conference where there were several OEMs 
present. They said that within two to three years  vehicles would notify the 

OEM 
when a vehicle was in an accident, as well as if it were non-drivable! 

The Scenario:…….A consumer is in an accident…
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The Future of Automotive 
Collision Claims 
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Sales & Marketing…Virtual Referral
Why do the OEM’s want to get so involved 

in the Collision Repair Industry? 
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A Recent Assured Performance Survey…

 Consumers were given a survey asking this question:

“What is most important to you when choosing 
a body shop for collision repair?  
The body shop is…”

a. Certified by my vehicle manufacturer
b. Recommended by my insurance company
c. Recommended by friends / family
d. Geographically convenient for me
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A Recent Assured Performance Survey…

 Consumers were given a survey asking this question:

“What is most important to you when choosing 
a body shop for collision repair?  
The body shop is…”

a. Certified by my vehicle manufacturer
b. Recommended by my insurance company
c. Recommended by friends / family
d. Geographically convenient for me

• 52% selected A
• 20% selected B
• 20% selected C
• 7% selected D
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Why Do the OEM’s Care?

 60% of all consumers who have to return 
their vehicle to a collision repair center for a 
problem will sell or trade their vehicle within 
one year.

 Of that 60%, 
– 63% will change vehicle brands when they 

sell or trade in their vehicle.

Credit to Erica Schaefer, Chrysler
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Since Four years ago when I showed this video…

 The new Cadillac CT6 Sedan is doing this with OnStar
 GM announced other GM vehicles as well in the near future.
 The majority of all vehicles today have this ability.
 So why is it not happening yet?
 Let’s talk about When ! And Who ? 

It has become a reality!
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It’s Just the Start – It’s a Connected World
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250 Companies                      $38.7B in funding
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Hyundai Blue Link™
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Automakers with telematics include: 

Audi, BMW, Chrysler, Ford via Sync, Infiniti, Jaguar, Lexus, Lincoln, Mercedes-Benz, Mazda, Mini, Nissan, Porsche, 
Rolls-Royce, Subaru, Toyota, Volvo, and Volkswagen. 8
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AcuraLink®

Your vehicle constantly monitors critical telemetry like airbag status, GPS 
location and – most critically – collision sensor activity.  If an airbag ever 
deploys, the vehicle automatically sends an event report to AcuraLink support.

http://www.acura.com/acuralink/assist.aspx
http://www.acura.com/acuralink/assist.aspx
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It’s Important to Remember… 
How and Why We Got Here?
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How Did We Get Here…When Will We Get There? 

While self-driving vehicles get all of the attention in the media, 
the OEMs are focused on:

– Preventing fatalities
– Minimizing bodily injuries
– Improving fuel economy
– Creating safety / comfort features

In 2014, the World Health Organization stated that 1.24 
million people die in traffic accidents each year.  On a global 
scale, traffic fatalities continue to increase steadily and are 
expected to become the fifth leading cause of death in the 
world by 2030, unless countermeasures are implemented.
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Name the Top Five
Leadings Causes of Death in North America  

Heart Disease

Cancer 

Chronic Lower 
Respiratory Disease

Accidents

Strokes
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First Responder’s Response Time

 Current response time
 In the future with telematics
 How will this Impact fatalities
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Telematics Are Here to Stay! 

 Telematics will change the way Consumers determine which Collision Repair 
Facility they choose!  Everyone will be influenced!

 The question is, “Which Collision Repairers are aligned with OEM 
Certification programs?”
– Do you know who the players are?

 Some OEM’s will offer their own Insurance 
– Toyota 

 Other OEM’s will have a “Preferred” Insurance carrier they endorse.
 Insurance premiums may be rolled into their car payment.

Repairers – Insurers – OEM’s 
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Gap in Telematics Interest

 By 2022 the majority of new vehicles shipped in each market will be 
equipped with telematics 
– 87 percent U.S.
– 91 percent German
– 92 percent U.K.
– 89 percent Canadian
– 54 percent of Chinese vehicles

 It is important to note that by that time more than half of the global fleet 
will be connected.
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Gap in Telematics Interest

 According to IHS, just 32 percent of respondents (Consumers) said that telematics 
was a feature they were willing to pay for in their next vehicle
– In-car Wi-Fi was only selected by 29 percent of consumers.

 U.S. drivers were willing to pay the most for telematics ($484), while price points varied 
in the other regions:
– $402 in Germany
– $386 in the U.K.
– $294 in China
– $168 in Canada.

Affordability is key to this gaining traction !
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Gap in Telematics Interest

 More than half of all respondents said they already have at least one vehicle that 
featured an infotainment or navigation system that offered features, such as roadside 
assistance, stolen vehicle assistance, crash notification or turn-by-turn navigation. 

 Thirty-two percent of respondents globally indicated roadside assistance as the most 
important telematics feature in a new vehicle, with stolen vehicle assistance coming in 
second at 28 percent.

 Automatic crash notification and turn-by-turn navigation were both preferred by 25 
percent of respondents, while 51 percent were interested in real-time traffic 
information. Dynamic routing and wirelessly updating maps based on current 
conditions were preferred by 41 percent and 36 percent of respondents, respectively.
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When Will All of This Start?
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When Will All of This Start?

 The vehicle MUST be connected 24/7!
 Older Generation doesn’t want to be “Monitored”.
 Younger Generation is okay with it and wants that connectivity 24/7

GM hit 5.5 million emergency 
services (which includes 
collisions) in 2015

Affordability of being Connected. 
GM recently announced unlimited 4G for $22.00 per month. 
Hyundai $17.00 per month, BMW included FREE!

THIS WILL START TO IMPACT OUR INDUSTRY! 
FNOL and First Responder Time, and much more! 
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ARE YOU READY FOR THIS?!?!?!
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Equipment: Standard & Options 
We will need to Research to know if it is turned on or not?
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Email to Customer from Lexus 
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How is This Currently Impacting 
the Collision Repair Industry?
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Lines of Code

 Boeing 787 – 14 million lines of code
 F-35 Fighter Jet (2013) – 24 million lines of code
 Large Hadron Collider – 50 million lines of code
 Avg. high-end car – 100 million lines of code

This code controls everything from tire pressure to 
collision avoidance, braking, backup, steering 

and other systems 

http://www.informationisbeautiful.net/visualizations/million-lines-of-code

http://www.informationisbeautiful.net/visualizations/million-lines-of-code
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These 8 manufacturers represent 65% of the market share!
SOURCE: EDMUNDS.COM

OEM Scanning Position Statements
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The Newest with a Position Statement…
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WHAT ABOUT THE OEMS THAT DON’T 
HAVE POSITION STATEMENTS?
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2012 Audi A4
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2006 Jetta Electronic Control Module Procedures
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5/3/2018 38
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Scroll Down
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I am concerned that as an industry, We are becoming too 
reliant on “OEM Position Statements” to tell us how to 
repair a vehicle safely!

OEM Position Statements CAN NOT and SHOULD NOT 
replace the emphasis and importance of researching OEM 
Repair Procedures!
Thoughts from Mike Anderson – Collision Advice
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Researching OEM Repair Procedures
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When I Meet With The OEM’s I Ask Them…
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Liability

 Liability is the biggest issue that keeps 
OEM’s awake at night

 Let me tell you a story…
o Toyota with Blind Spot Monitor

(BSM)
o Repaired rear quarter panel
o Repair was off by 7 degrees
o OEM documentation said couldn’t

be off by more than 5 degrees
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Blind spot module indicating 
horizontal axis is misaligned:  
5 degrees max deviation. 

2015 Toyota Avalon
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5 Degrees MAX Deviation

Requires Toyota Specific Target

2015 Toyota Avalon
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2015 Toyota Avalon
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Total Cost of Repair
• Repair v. replace
• OEM Part %
• Avg. labor hrs
• Paint materials %

Estimate

OEM Part %
• Alt parts detail
• Part count
• Parts % total

repair
• Repair v. replace

Parts

Cycle Time
• Repair stages
• Assign to start
• LOR
• Hours per day

Cycle Time

Quality/Safety
• OEM Repair 

Procedure Usage
• Scanning
• Was vehicle 

returned to shop

Quality

CSI
• Kept Informed
• On-time delivery
• Net Promoter 

Score (NPS)

CSI

Key Performance Indicators –
Scorecards are Coming for OEM’s
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Self-Driving Cars
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Self-Driving Cars…

 How long do you think it will be before we see mass adoption of 
autonomous vehicles?
– Some of the car companies are claiming they’ll have deployment in 2020.
– It is not the priority of the OEM’s – just makes for good news!

• Safety (Reducing fatalities and bodily injury) is the focus, as well as improved comfort features
– At the same time, the number of vehicles on the road reached a record level of almost 

253 million, an increase of more than 3.7 million, or 1.5%, since last year, IHS Automotive 
reported. 

• That is a level that the auto industry hasn't seen in the U.S. since 2004-05
– Other barriers to self-driving cars

• Political i.e. Legislation
• Psychological
• Legal and infrastructure problems. 
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Self-Driving Cars…
 The average life of a vehicle on the road today is more 

than 11 years
 The average turnover rate, the ratio of the number of 

vehicles registered in the US to the number of sales, 
is 14 years indicating a maximum vehicle age.

 Therefore, it will take at least 14 years after all new vehicles sold are 
autonomous and before crash regulations could be eliminated. 

 However, this is the only the average life of a vehicle. 
– This does not include vehicles older than 11 years, nor does it include collector vehicles. 
– Therefore, it would realistically take at least two decades after 100 percent autonomous 

vehicle sales before regulations are relaxed. 
– In the meantime, all vehicles would need to comply with current requirements
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Self-Driving Cars…

 In addition to vehicles colliding with another vehicle or other objects, we also 
need to consider other accidents that may occur, such as animals running in 
front of cars or trees falling onto a vehicle during a storm. 

 Will sensor technology be able to process these incidents as quickly and 
successfully as collisions with vehicles? 

 What if swerving to avoid a pedestrian 
or deer makes you collide with 
a building or another car? 

 Will all obstructions be avoidable?
 California Rolling Stop ! 
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Self-Driving Cars…

 These important questions regarding safety requirements do not need to be answered right now. 
 Keep in mind, the body structure does more than provide crashworthiness.

– Along with the chassis and suspension systems it provides the ride and handling experience. 
– To reduce the requirements of structural materials, such as steel in these applications would 

assume high-quality, well-maintained surfaces for all roads and parking lots your 
vehicle will encounter. 

 In addition, road lane markings must be maintained 
along with road signage and other markings the 
vehicle will be monitoring. 
– Some might say this would be more difficult to 

achieve than eliminating collisions. 
– When was the last time you hit a Pot Hole!
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Five Unintended Consequences of the 
Autonomous Car Trend
1. It’s scary. Just about everyone has experienced the special frustration of having their 

computer crash. Not everyone is willing to trust a fallible invention like that with their 
safety at 50-plus miles per hour. Not everyone relishes the thought of relinquishing 
control: in fact, it scares the bejeebers out of some.

2. It steals the joy. Some people like to drive. They don't want to lose the fun of 
controlling a vehicle, or the personality of that relationship. Some like to get their hands 
greasy trying to make a car go as fast as possible. Neither of those desires need apply 
to the autonomous vehicle trend.

3. It removes your importance. Semi-autonomous features are one thing, but a car 
that requires no human input at all is liable to make a person feel their car just doesn't 
need them anymore. Insofar as that's freeing, well and good. But if it makes the driver 
feel irrelevant, uninvolved - like a third wheel, so to speak - that's not such a draw

http://www.silvervinesoftware.com/blog/five-unintended-consequences-of-the-autonomous-car-trend

http://www.silvervinesoftware.com/blog/five-unintended-consequences-of-the-autonomous-car-trend
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Five Unintended Consequences of the 
Autonomous Car Trend
4. It threatens jobs. If the last couple points were a bit sentimental, this one should 

bring us back down to earth. The most common occupation in the overwhelming 
majority of states is truck driver, according to NPR data. 
– The industry represents 8.7 million jobs, with millions more that exist to serve drivers 

en route. 
– The drivers themselves (numbering 3.5 million) earn a solid middle class income. 

What would this picture look like if the self-driving truck were to crash that scene? 
5. It might hurt the planet. According to a data analysis of multiple scenarios 

recently published in a journal on transportation policy and planning, autonomous cars 
could decrease our demand for energy by as much as 45 percent - or, conversely, it 
could more than double it. Rising energy demand translates to a heavier environmental 
footprint. 

http://www.silvervinesoftware.com/blog/five-unintended-consequences-of-the-autonomous-car-trend

http://www.silvervinesoftware.com/blog/five-unintended-consequences-of-the-autonomous-car-trend
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John Eagle Case 

Two Important Lessons to Be Learned 

1. Liability is different than a warranty and it does transfer

2. When you are an OEM-approved shop you are expected to repair the 
vehicle according to the OEM repair procedures. 
– It is implied.
– If you do not, then it is negligence. 
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Challenges to Overcome
 Lack of labor times in the estimating systems
 Insurers unsure of what is “ Fair & Reasonable”
 Lack of Knowledge on all parties as to what is required
 Required versus Recommended 
 Impact on Severity
 Dealership Service Departments complicate things “uninformed”
 Capabilities of shops and various scan tools
 OEM Score cards 
 Consumers misconceptions, oh I can just do that with my “ Best Buy” app!
 Calibrations, Initializations, and so much more
 A new Role in Collision Repair – It is more than the scan tool it is the Technician’s ability to understand and perform and out put 

and functionality test and the ability to research the root cause of the DTC’s 
 Test Drives required! More now than ever before!
 Verification of repaired or replaced panels where Accident Avoidance Features are mounted or located ! 
 What no one wants to talk about is all the vehicles that didn’t get done up until now ! That should have ! 
 Where do we go from here!
 This is a multi Billion Dollar a year industry ! 
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Customer Authorization Form - Scanning
Still No Industry Standard – One Insurer has addressed it ! 

 Issues have arisen on who owns the vehicle data
 Need the customer to sign a work authorization stating:

– They understand and agree that this information may be shared 
with an insurer or other third-party

– The collision repair center will follow OE procedures and doesn’t 
take responsibility for aftermarket parts or modifications

– The collision repair center will collect historical vehicle data, 
including in some cases date, time and mileage of when a DTC 
was created

– That scans are recommended for all vehicles to ensure the 
vehicle is repaired safely
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In Summary…

Worried or Concerned

According to H. Stephens, 

"There is a great difference between worry and concern. A worried 
person sees a problem, and a concerned person solves a problem“

What are you? Worried or Concerned? 
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Solutions

 We all need to become educated – insurers and shops
– That’s why Collision Advice will be holding monthly webinars with the focus being 

“Learn to Research; Research to Learn”
– The primary focus and purpose of these FREE Webinars are to educate all industry 

entities as to how to navigate various OEM repair procedure websites from a collision 
repairers perspective to ensure a Safe and Proper Repair. 

“Learn to Research, Research to Learn”
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Webinar Schedule
Date Topic

Wednesday, February 21st at 2 pm ET Toyota OEM Webinar  Recording Available

Friday, March 23th at 9:15 am ET FCA OEM Webinar                       Recording Available

Monday, April 23rd at 2:00 pm ET Nissan / Infiniti OEM Webinar   Recording Available

Thursday, May 24th at 2:00 pm ET Nissan / Infiniti  OEM Webinar Part 2

Thursday, June 21st at 2:00 pm ET Ford OEM Webinar

Monday, August 20th at 2:00 pm ET BMW OEM Webinar

Thursday, September 27th at 2:00 pm ET Audi OEM Webinar

Monday, October 8th at 2:00 pm ET Subaru OEM Webinar

Tuesday, November 6th at 2:00 pm ET Honda/ Acura OEM Webinar

Thursday, December 13th at 2:00 pm ET Volkswagen OEM Webinar
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It Was and Is My Honor…
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Questions & Answers

Thank you for your time 
and attention! 
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For more information on Collision Advice Consulting Services 
or speaking engagements, please contact:

Mike Anderson
mike@collisionadvice.com

Cell 301-535-3333

Tiffany Driggers
tiffany@collisionadvice.com

Cell 703-898-0715 

Check out Mike’s New Consulting Calendar on our website!
www.collisionadvice.com

mailto:mike@collisionadvice.com
mailto:tiffany@collisionadvice.com
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