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Validation Now

The latest International Auto Glass Safety
(AGRSS) Conference answered questions and
quelled fears about the new third-party
validation review. See you what you missed
on page 4.

Browning Beams

Glasspro’s Jamie Browning took first in the
recent Pilkington Classic Auto Glass
Technician Olympics. See who else placed
and their tips for success on page 10.

Fenner Takes First

Second-time competitior Brian Fenner of
Safe Glass Technologies went home with the
gold in this year’s Walt Gorman Memorial
Windshield Repair Olympics.

Marketing Know-How

Attendees of the Independent Glass
Association and National Windshield Repair
Association’s marketing conferences received
some tips for online marketing, television
advertising and more, along with the latest
news from each association.
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by Penny Stacey

he International Auto Glass

Safety (AGRSS) Conference

fell just the week before the

group’s first-ever third-party
validation reviews were to begin. And,
for many business owners in atten-
dance, the timing couldn’t have been
more perfect, as the Council and other
speakers in attendance set out to an-
swer many of the questions that have
arisen about the program.

One of the most highly attended
sessions of the event, held at Mandalay
Bay Convention Center November 3-5,
was the validation workshop. During
this session, Penny Ouelette, program
developer for Orion Registrar Corp.,
and accreditation committee chair
Cindy Ketcherside of IGD Industries,
attempted to provide information
about the ins and outs of the program
with AGRSS-registered shop owners
and representatives who might face
random third-party validation reviews.
Orion is the company administering
the Auto Glass Replacement Safety
Standard (AGRSS) Council Inc.’s third-
party validation review program.

Inside the Program

“We stand and we watch,” explained
Ouelette.

Ouelette provided a validation
checklist to those in attendance, and
explained that every step of the
process is designed to be “fair and
consistent.”

“We also have to make sure we're
answering certain questions,” she said.

And what happens when a techni-
cian or owner spots a validator taking
copious notes?

“You don’t need to be worried that

8 AGRR Online Extra | Winter 2009
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International Auto Gl

ass Safety Conference Answers

Validation Questions and Features National Hero

everything we write down is something
negative,” Ouelette warned. “We're
friendly—we’re nice guys, honestly.”

She also again explained the clus-
tering program and the way the au-
dited locations are chosen. All the
AGRSS-registered shop locations have
been placed into geographical clusters
of 10 locations each. Ten of these four-
teen clusters will be validated during
the first year, and they are chosen
through random sampling. (The num-
ber of clusters to be audited annually
will be determined by the number of
registered locations each year.)

“All clusters have the exact same
chance of being selected,” she said.
“The key to keeping our sample sound
is basically keeping our fingers out
of it.”

The first cluster was scheduled to be
validated the week following the con-
ference. Though the first round of
shops received 30 days’ notice, this has
been upped to 70, and the accredita-
tion committee agreed to precede the
letters sent out with a phone call for fu-
ture notifications.

Once shops receive notification,
they will be asked to submit several
items, including their deliverables
packet, names of all their technicians
and any special circumstances (such as
language issues).

“It allows us to do some of the work
offsite,” Ouelette explained.

The validation itself will consist of
an opening meeting with the business
owner, a records review (making sure
that the appropriate records have been
kept since the shop became AGRSS-
registered), a discussion with the per-
son who orders glass for the company,

a review of adhesive storage condi-
tions, and a review of each technician
completing a windshield installation.
It will end with a closing meeting, dur-
ing which the shop owner will learn of
any non-compliance issues.

Along the way, the validator will
time any necessary steps (such as how
long primer is shaken prior to applica-
tion) and measure items such as tem-
perature and humidity, according to
the shop’s adhesive manufacturer’s
instructions.

The length of time the validation
will take will depend on the number of
technicians and jobs completed.

“As much as we can, we'll be watch-
ing,” added Ouelette.

Preparation: Training is Key
Nik Frye, vice president of sales and
marketing for Glass America, followed
Ouelette with some tips for preparing
as an AGRSS-registered business. Frye
stressed that training is one of the most
important aspects of preparation.

“Scheduling regular reviews of your
training manual and making sure all
your training materials are up-to-date
is key,” he said.

He also suggested appointing an
AGRSS coordinator if possible.

“It would make sense for it to be the
person with the most knowledge of the
AGRSS Standard,” Frye said.

He stressed communication, and
advised that in his experience at his
company, working closely with techni-
cians on validation preparation actu-
ally has raised morale.

“The fact that [technicians] saw val-

continued on page 6

www.agrrmag.com
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“We Have a

Moral

and

Ethical Obli

to Do the Best We Can,”
Says Capt. Sullenberger

aptain Chesley “Sully” Sullenberger
Ctold attendees of the International

Auto Glass Safety (AGRSS) Confer-
ence details of the now-dubbed “Miracle
on the Hudson,” but also of his commit-
ment to safety—and how it developed
during his keynote speech on November 5.

“I, too, share your commitment not
only to safety but also to doing the best
job possible, because it matters,” he said.

He continued, “We have a moral and
ethical obligation to do the best we can.”

Sully shared several anecdotes about
the years leading up to the January 15
landing on the Hudson River in the wake
of disaster—an event that has made him
a household name.

One of these was about his daughter,
who once asked him to define integrity.

“I gave her a definition that now I re-
alize was a pretty good one,” he said. “In-
tegrity means doing the right thing even
when it's not convenient.”

Sullenberger went on to explain how he
has applied this rule in all aspects of his
life, including his profession.

“Being an airline pilot means doing the
right thing every time,” he said. “It means
being the conscience of my industry.”

“Why do I do these things?” he went
on to ask. “My passengers deserve it, my
colleagues expect it and my profession de-
mands it ... Something you'll probably
never hear an airline pilot say is ‘It's not
my job’ or ‘It's not my fault.”

Since the January 15 incident, Sullen-
berger said and his crew have heard some
surprising reaction from other pilots, even
with other airlines.

“They tell us they feel a pride in our
profession because of this event that they
haven't felt in years,” he said.

But, he reminded attendees that his
commitment to safety came long before
that fateful day.

“T've been a consistently outspoken ad-
vocate for safety,” he concluded. “At my
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Integrity means doing the
right thing even when it’s
not convenient.”
—Captain Chesley Sullenberger

gation

f

Capt. Chesley Sullenberger shared the story of how he came to land the
“Miracle on the Hudson” last January.

company I was a known [for this] before
that happened.”

He also noted what an accomplishment
the AGRSS Council had undertaken when
they developed the Standard.

“I can imagine when you all started
this it was like trying to remove all the
water from the ocean with a teaspoon—
what an undertaking,” he said.

AGRSS Council president Debra Levy
had begun her introduction of Sully a day
prior to his actual speech at the opening

of the conference. She read several ex-
cerpts from his book to AGRSS Conference
attendees and surprised them with how
similar they sounded to statements made
daily in the auto glass industry. (CLICK
HERE to hear some of these statements.)

Members of AGRSS-registered compa-
nies and AGRSS affiliate members were
able to participate in a private breakfast
with Capt. Sullenberger prior to the
keynote speech, which also was attended
by NACE Expo participants.

Winter 2009 | AGRR Online Extra 5
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VALIDATION NOW

continued from page 4

idation as a way to really prove [they

were doing things correctly] was a pos-

itive,” he said.
Frye offered the following steps as
suggestions.

1. Make a plan with goals.

2. Show proper leadership. “[Employ-
ees] will get it and they’ll under-
stand if you help them,” he said.
“The best promise you've got is
through those technicans.”
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One attendee asked if the AGRSS |

Council or accreditation committee had
considered levying fines against those
who are found to be non-compliant.

Ketcherside advised that though she
never says “never,” this isn't likely.

“We're not trying to be punitive,” she
said.

She added, “The whole purpose is to
create professionalism and continuous
improvement.”

A mock validation review also was
held on-site, with Ouelette acting as
the validator and Glasspro’s Jeff Olive
acting as the technician and business
owner, walking the session’s attendees
through every step of a validation.

Adhesive Assistance
As soon as the third-party valida-
tion review letters went out, adhesive

The AGRSS Council held several committee meetings as the event got

underway.

manufacturers’ phones started ring-
ing, as shop owners sought their ad-
vice for how to prepare. Representa-
tives from several adhesive
manufacturer participated in a panel
to address these questions during the
event. Participants included Malcolm
(of Dow), David Osland of SRP, and
Carl Tompkins of SIKA Corp.

“We've tried to put together a nice
packet of information that readily ad-
dresses all of these issues,” explained
Malcolm of Dow’s process.

Glasspro’s Jeff Oliver (left) acted as the owner and technician during the
mock validation review with AGRSS validator Penny Ouelette (right) of
Orion Registrar Inc.

6 AGRR Online Extra | Winter 2009

Tompkins advised SIKA has an
AGRSS training manual available to its
customers, and suggested shop owners
depend on their manufacturers for this
type of assistance.

“You should hold your urethane
manufacturer’s feet to the fire on this,
because it really is their responsibility,”
he said.

Osland noted that it’s also important
to familiarize yourself and technicians
with how to find information provided
by manufacturers.

On the issue of open times, shelf
lives, etc., of urethanes and primers, all
were in agreement that this is some-
thing all technicians should be famil-
iar with already, and to seek assistance
from manufacturers if you don’t know
how to track this.

“Make sure when working with your
adhesive manufacturer that they vali-
date how long that can is good for,”
Tompkins warned.

And you've got to be able to track
this so that it’s clear to a validator,

| Osland warned.

“You've got to document that all out
so when a fine person from Orion asks
you that question, you can answer with
a fact—you don’t have to guess,” he
said.

Malcolm noted that this is where the
shop owner and technician must take
control.

www.agrrmag.com
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“We can'’t be in your shop to make
sure you write down that date,” he said.

Storage also will be a factor in the
validations, as it is in the Standard.

“Go to your manufacturer’s recom-
mended storage instructions and find
a way to achieve [what’s recom-
mended],” Malcolm advised.

Tompkins also advised that when
not stored properly, the shelf life of a
product can be reduced. Osland
agreed.

“Expiration dates are based on stor-
ing it at that certain temperature,” he
said.

And all offered their overall tips for
preparation.

1. Document, and then relax. “Make
sure any kind of documentation you
have is up-to-date, and then relax a
little bit,” Osland warned. “You've
got all that time to get ready for that
one moment.”

2. Train your technicians. “There’s a
chasm between the ownership/man-
agement of companies and their
technicians,” Tompkins advised. In
order to make sure this isn’t the
case, he encouraged practice. “Do
amock audit,” he suggested, “Don’t
assume. Let’s get this right the first
time.”

3. Practice  the  whistle-blower
method. “Go get a whistle, and
then blow it [in the shop],” Mal-
colm suggested. “Tell so-and-so to
stop, say what he’s doing and why
he’s doing it.”

4. Don’t get ring-binder paralysis.
While preparation is key, Malcolm
warned that studying and learning
is as well. “Don’t spend all of your
time making a really cool ring
binder of information, and then not
read it,” he warned.

Using the Standards
as a Sales Tool

Though validation was a crucial
topic on the conference schedule, it
wasn't the only one. One seminar that
proved particularly helpful to atten-

continued on page 8
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Cindy Ketcherside (center) was recognized with the first-ever Carl F.
Tompkins Distinguished Service award. Capt. Chesley Sullenberger (left)
attended the ceremony, along with the award’s namesake, Tompkins

(right).

Ketcherside Recognized with
First Carl E Tompkins Distinguished Service Award

The AGRSS Council Inc. presented the first-ever Carl F. Tompkins Distinguished
Service Award to Cindy Ketcherside of IGD Industries during an awards breakfast
held as part of the International Auto Glass Safety Conference. Captain Chesley
Sullenberger, who keynoted the event, also attended the breakfast, sponsored by
HSG (see related story on page 5).

Ketcherside has been in the auto glass business for more than 29 years, join-
ing her family’s business, JC's Glass, in 1980 and advancing to president/owner
by 1992. She sold the business to Iowa Glass in 2005 where she remained as vice
president of business development. In October of this year, Iowa Glass sold its
auto glass division, including JC'S Glass, to Belron US, but Cindy remained with
the parent company, Iowa Glass, as the vice president of business development.

She was a founding board member of the National Auto Glass Cooperative and
the Chicago Glass Group, as well as a past president of the Arizona Glass Associ-
ation, where she was instrumental in passing the “Zero Glass Deductible” bill in
Arizona.

Her involvement in the Auto Glass Replacement Safety Standard began in 1999
serving as a board and standard development committee member. Cindy served
as the president of AGRSS Council Inc. for eight years and also was the chair of
the Standards Committee. She currently serves on the board of directors and is
the chair of the accreditation committee.

Her mantra for her years in the glass business has been, “We're not in the auto
glass business installing ‘windshields, we're in the safety business of installing
‘safety - shields.”

“It's an honor to be recognized, especially with an award named after Carl, as
we've worked so long together on this,” said Ketcherside in accepting the award.

The board voted early this year to create an award to honor Tompkins, who was
a long-time chair of the accreditation committee and has been involved with the
development of the Standard since its inception.

Winter 2009 | AGRR Online Extra 7
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VALIDATION NOW

continued from page 7

» No Gimmicks dees was one on promoting the AGRSS

e Standard in your business and using it
> N Y Hype and fo'- matl as a sales tool. But, one of the panelists
» No Bull Sq [1]] On participating warned it’s important to

es. promote the Standard itself some-
times—not just your business—partic-
ularly to insurance agents.

“The idea here is to take what
AGRSS is and market that,” said Glass

America’s Frye. “ ... Talk about what it
‘ '@ \ is and what the Council has become.
It's not about profits—it’s about saving

that agent’s customers.”
. . . . He added, “Y d t ke it
Professional Windshield Repair Products ¢ acced, Tou need fo fiake !
clear this is a genuine concern.

However, the rest of the process may
R follow naturally after that.
Simply the best ov your money back! “They're going to be impressed that
you're the only one talking to them
[about this,],” Frye explained. “ ... You

800.548.8332 T1oll Free want to be their glass pro.”

info @deltakits.com Frye also encouraged attendees to
www.deltakits.com (On-Line Ordering and Live Support) consider providing continuing educa-
www.windshield-repair-forum.com (World’s Largest) tion courses for insurance agents.

“You're helping maintain their li-
cense as well as their livelihood,” he
said.

Donna Braden of Jack’s Glass in Al-
lentown, Pa., spoke as well, and also
advocated teaching continuing educa-
tion classes as a way to promote safety
to insurance agents, but noted that a
hands-on scenario often is best.

“Bring as many props, as many
things to do, as you can,” she said.
Among these items she suggested a de-
ployed airbag, so that this might be
used to demonstrate or discuss how a
windshield might react once deployed.

“[Students] love being able to see,
touch and feel,” she said.

Braden also is a licensed child safety
seat inspector and uses car seat clinics
as an opportunity to educate consumers
on windshield safety issues as well.

“These people are so thrilled to hear
about it,” she said.

Driver safety courses also have been
a boon for her business, and, at these,
she provides accident report guides
/ (tips on what data, information, etc., to
NIGHT WATCHMAN CO. \ collect in the event of an accident) to
ISR INaIchmas.REL / the students as another way to create
awareness of not only her company,

8 AGRR Online Extra | Winter 2009 www.agrrmag.com
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The International Auto Glass Safety Conference was attended by many shop owners looking to prepare for third-
party validation reviews and learn the latest in safety.

but of all auto safety issues.

Glass Doctor vice president of oper-
ations Dan Mock, who serves on the
board of directors for the AGRSS Coun-
cil, also participated in the panel, and
he focused on educating the consumer
directly.

“We've found that the consumer re-
ally believes the only difference be-
tween us and our competitor is price,”
Mock said.

However, he explained, it’s still im-
portant to make potential customers
aware of the differences.

“Every call is an opportunity to ed-
ucate the consumer,” said Mock.

He also suggested marketing in
other ways, such as via sites like Face-
book and Twitter, speaking at local
schools, and maybe even providing
coloring books about auto glass safety
for elementary-school-age children.

“We need to you to help build AGRSS
consumer awareness,” he added.

Technology Know-How

Attendees also received some tech-
nical updates and insight from a vari-
ety of industry experts, including Dow
Automotive technical manager Dale
Malcolm and ABRA Autobody and
Glass’s Mitch Becker.

Malcolm addressed some of the
newest automotive innovations, in-
cluding the growing use of glass.

“We're seeing lots and lots of all-glass
roofs,” Malcolm said, as he displayed a
photo of the new Cadillac Converj con-
cept vehicle introduced earlier this year

Www.agrrmag.com

at the Detroit Auto Show.

He also pointed to some new Volvo
and Audi models—and noted that the
glass in these extends beyond the
roofs.

“You've got some high-end cars with
lots of expansive glass,” Malcolm said,
pointing specifically to “fender vents,”
which could prove difficult.

“We're getting a lot of these,” he
said. “They look like they’re going to be
extremely hard to work with.”

Becker followed by addressing a
number of also difficult topics, such as
the expanding use of high-strength
steel in many vehicles.

“Are we seeing an evolution?”
Becker asked. “Yes.”

“It’s not enough to know how to re-
place the windshield,” he added. “You
need to be able to identify the types of
steel used.”

Becker also spoke to some of the
newer technologies available on the
later model-year cars.

“We focus so much on the crash, but
how about how to prevent the crash?”
he asked, before explaining how this
new technology could affect auto glass
technicians.

He noted that there are now four
cars available that will park them-
selves, and earlier this year, Volvo in-
troduced the CitySafe system, which
requires that technicians have a scan
tool in order to aim the laser system
correctly when replacing the wind-
shield. (He noted that this often can be
borrowed from a local dealership.)

Mirrors and blind-spot protection
cameras also will require extra time—
but, first, Becker said, it’s important to
be aware of the vehicle’s intricacies.

“You have to know what you're deal-
ing with,” he said. “Is there a camera
inside that mirror?”

Rave Reviews

In all, the AGRSS Conference, from
Sully’s speech to the technical infor-
mation provided and the validation
know-how, received rave reviews from
attendees.

“Last year was great, but this year
was even better,” said Glasspro vice
president JoAnne Nemeth. “The panel
of the shop owners discussing how
they use AGRSS in their businesses—I
absorbed so much from it.”

“I really learned a lot,” added first-
time attendee Mark Cossey with J.N.
Phillips Auto Glass.

Freedom Glass owner Michael Paley,
who, for the second year, spent the en-
tire “Auto Glass Week” in Vegas, and
was scheduled to undergo a validation
review upon his return to his home-
town of Richmond, Va., also was glad
he took the time to do so.

“These two days are so chock-full of
knowledge, it’s unbelievable,” he said.

The dates for next year’s conference
have not yet been set. Stay tuned to
AGRR magazine/glassBYTEs.com for
more information. |

Penny Stacey is the editor of AGRR
magazine.
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Browning Beams

Third-Time Competitor Takes
Gold in Pilkington Classic Auto
Glass Technician Olympics

(From left to right) Fourth-place finalist Josh Call of
TechnaGlass, gold medalist Jamie Browning of Glasspro,
silver medalist Gregory Hamilton of Glasspro and bronze
medalist Travis Crebs of TechnaGlass all recommended
that those who plan to compete in the AGTO in the
future focus on one key item: practice.

a glass company and have all these guys work-
ing for you.” These words, spoken by 2009
Pilkington Classic Auto Glass Technician Olympics
(AGTO) gold medalist Jamie Browning of Glasspro

‘ ‘ I n a perfect world, you wish you could just start

shortly after he learned of his win, summed up this
year’s competition. Now in its fifth year, the event has
brought the world’s best together each year—and as,

continued on page 12

Each Year the Competition Gets Tougher, Says Biller

Each year, the competition among competitors in both |
the Pilkington Classic Auto Glass Technician Olympics and | |
Walt Gorman Memorial Windshield Repair Olympics has
become more fierce, says event organizer Holly Biller.

“Each year, the contestants come more and more pre-
pared, so the margin between the points achieved have
actually narrowed,” says Biller, who serves as vice president of
industry services for Key Communications Inc., the publishers
of AGRR magazine and event director.

And though the winners and the finalists gain much from
their success, the industry wins as well.

“The competition has done exactly what we had hoped—it
has increased the quality of installations in the industry, pro-
vided education both for spectators and competitors, and has al-
lowed the contestants to learn from each other and acquire tips,
providing for better installations,” says Biller.

As for those hoping to compete in the future, Biller offers a
few simple tips.

10 AGRR Online Extra | Winter 2009

“Sign up early, and work closely with your adhesive
manufacturers to prepare,” she says.

Also, Biller says competitors who have participated
. in feeder competitions often are more comfortable in
the competitive setting than those who have not.

“If you have an opportunity to compete in a feeder
competition, I highly encourage it,” she adds.

Biller also credits the sponsors of the competitions with much
of their success.

“Each sponsor plays an important role in the planning and
execution of our event,” she says. “Our AGTO platinum sponsor,
Pilkington North America, truly makes the first place prize pos-
sible, and helps to see the overhead is covered to ensure that we
don't need to charge the contestants a hefty fee to simply par-
ticipate. Without Pilkington’s support, there would be no AGT0.”

Likewise, GlasWeld serves as the platinum sponsor for the WRO.

“The cost to produce and implement such an event is only made
possible through GlasWeld's generosity and support,” she says.

www.agrrmag.com
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Thank You to Our Sponsors!

The Pilkington Classic Auto Glass Tech- PILKINGTON CrAssic
nician Olympics (AGTO) could take place
without the generous support of our
Ssponsors.

Pilkington North America serves as the
platinum sponsor for the AGTO. It was joined
by ADCO Products, OETech, AEGIS Tools In-
ternational, Mygrant Glass, Dow Automotive, SIKA Corp., Crystal
Glass, Equalizer, Gold Glass Group and A.N. Designs.

Silver medahst AGTO sﬂver medalist Greg Hamilton of
Glasspro works on his installation as judges Bruce Gates Platinum Sponsor
and Frank Levesque look on.

PILKINGTON

Pilkington

Sapphire Sponsors

AEGlS Automotive Systems

TOOLS INTERNATIONAL®

AGTO Bronze medalist Travis Crebs of TechnaGlass preps the

windshield for his installation. @' Equalizer.

MYGRANT NETech

AEGIS Tools International ¥ Dow Automative
Equalizer Industries Inc. ¥ Mygrant Glass % OETech

Emerald Sponsors

.
UltraWiz-
GGGGGGGGGGGGGG

Auto Glass Tools N www.gggcorp.co ™
www.ultrawiztools.com oy b

AN. Designs Inc. % ADCO
Gold Glass Group W Sika Corporation

Booster Sponsor
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(Above) AGTO fourth-place runner-up Josh Call of TechnaGlass
removes the old adhesive from the vehicle. The vehicles used
in the competition were 2008 Mazda 6s.
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David
Blake

Browning Beams
continued from page 11

Browning also pointed out, the competition has only
become more fierce.

“It’s always difficult when you're competing against guys
of this caliber,” he said.

Though Browning, who works in Daniels Island, S.C., has
competed before, he attributes the win to the additional
practice time he put in.

“This year I definitely practiced a lot more, so I think the
practice was key, for sure,” he said.

And for others hoping to achieve this goal, Browning of-
fers a similar tip.

“Practice, practice,” he said. “Study everything—the
practice, and then just come out here and try to do it like
you normally do, and not to get too nervous. It’s tough your
first time, but definitely practice.”

Browning, 36, achieved a score of 249 out of 255. He
has 17 years’ experience in the industry, and, when he’s

Travis
Crebs

-—
Joshua
Call

Jamie

Browning Coon

not working or practicing for competitions, he is an avid
poker player and gun collector.

Contestants are scored based on quality of the instal-
lation, in accordance with the Auto Glass Replacement
Safety Standard (AGRSS), their customer interaction and
more. This year, the finalists also had to take a brief exam
testing their installation knowledge.

Browning was followed by first-time competitor Gregory
Hamilton, also of Glasspro. Hamilton, who is based in
Charleston, S.C. Hamilton achieved a score of 240.

A man of few words, Hamilton said simply after he took
second place, “It feels good.”

At 34 years of age, he has 12 years’ experience. In his
spare time, he enjoys fishing.

Like Browning, the bronze medalist, Travis Crebs of Tech-
naGlass, also was a third-time competitor. This was the Tay-
lorsville, Utah-based installer’s first time finishing as a medalist.

Joe
Estrada

Ernie
Espinoza

Gregory
Hamilton

Greve

EV UP

The new Daytona Series Windshield Repair System will get you

on pace to repair auto glass like never before. Our Daytona injector
gives you the power you need to bring your repairs to the next level.
Our tools, training, and support will get you into victory lane with

clear results. So, rev up your engine and join our team today!

YOUR REPAIR BUSIN

meb;:hanif’

Setting the Pace in Auto Glass Repair

800.826.8523 | www.glassmechanix.com
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Crebs, 34, said a number of things drives him to compete
each year.

“It raises the bar for the company, for the industry, and
the competition, [and,] you know;, just for the fun of it,” said
Crebs, who is a 15-year industry veteran.

When Crebs isn't installing glass, he enjoys snowboard-
ing and spending time with his family, which includes his
wife, Kristi, and their three daughters, Shianne, 16, Chloe,
9, and Abby, 6.

Fourth place in the competition went to Joshua Call, also
of Techna Glass in Ogden, Utah. At age 29, he has 9 years’
experience, and, in his spare time, he also enjoys spending
time with his children, Adrian, Kaeden and Keeley, and golf-
ing, camping, fishing and saltwater aquariums.

In addition to the three medals, the judges also awarded
two innovation awards this year, one to Browning, and one
to Mike Rose, 51, of Interstate Auto Glass in Prescott, Ariz.
l\...l "

Nick
Muratalla

Brendan
Picard

James
Niemi

Andy

Poluyanskis Rose

Looking Ahead

Dates have not yet been set for next year's competitions, but
please stay tuned to AGRR magazine/glassBYTEs.com™ as more
information becomes available.

Rose has 12 years’ experience. (CLICK HERE to view a video
clip about these innovations.)

The Rest of the Line-Up

Though not everyone can win, of course, the competition
draws the best of the best installers from across the country.
For James Niemi of Auto Glass Shop LLC in Phoenix, just par-
ticipating has been a long-awaited dream.

“I've been waiting to come here since I found out about it
four years ago,” said Niemi, 31. He has 11 years’ experience in
the industry.

And all of the competitors share a love for what they do.

“Ijustlove doing glass,” said Jesse Miles, 38, owner of Clear
Choice Glass in Rockford, I11.

This year’s judges included Bruce Gates of Gates Broth-
ers Glass Shops, Frank Levesque of Glass Doctor and Jeff

Olive of Glasspro. |
W) . E

| e
Sam Chris Amado
Shipley Thompson  Velador

Mike

THE INDUSTRY LEADER IN
SPECIALTY VEHICLE GLASS

The Industry’s Deepest Inventory
OE & Aftermarket Class
Friendly, Experienced Service
Better-than-cumpetitive Pricing
One-call Ordering
Same-day Shipping

Free Delivery Within
Warehouse Areas

Toll Free Tech Support
Insurance Billing Assistance
Y Obsolete & Hard-to-find Parts

Complete Line of Related
Gaskets & Moldings

nnnch

(800) 714-7171

www.CoachGlass.com

Indiana  Oregon
Florida  Arizona
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Fenner Takes First

Second-Time Competitor
j Prevails as Gold Medalist in WRO

morial Windshield Re-
pair Olympics (WRO),
now in its fourth year, pre-
ceded the AGTO by a day. Sec-
ond-time competitor Brian
Fenner of Safe Glass Technolo-

The Walt Gorman Me-

K

(From left to right) Brandon Long of Novus took the
bronze medal in the WRO, second-time competitor
Brian Fenner of Safe Glass Technologies took the gold,
and Lee Simms of SuperGlass went home with the
silver medal in the competition.

gies in Easton, Pa., won the Brian Lee Stephanie  Brandon  Braulio Jose Lee
gold medal in the competition Fenner Helms Kalka Long Lopez Manuel Simms

with a score of 146 out of 150.

“It brought great competition this year as usual,” said
Fenner.

Fenner, 40, has eight years’ experience in the industry. In
addition to repairing windshields, he also is a licensed air-
line technician and is certified by the Federal Aviation Ad-
ministration.

He and his wife, Kelly, have one son, Noah. In his spare
time, Fenner enjoys Brazilian Jui-Jitsu, snowboarding,
scuba diving and fishing.

Second-place in the WRO went to Lee Simms, owner of a
SuperGlass Windshield Repair in Bedford, Texas. Simms, 40,
has five years’ experience and achieved a score of 136 as a
first-time competitor. He and his wife, Margie, have three
children, Alexander, Chandler and Zachary. In his spare
time, Simms enjoys participating in activities with his
church, playing sports with his sons, spending time with his

14 AGRR Online Extra | Winter 2009

family and playing golf. Prior to joining the industry, Simms
was a diesel mechanic.

Brandon Long, owner of Novus Glass in Eaton Rapids,
Mich., took third place in the competition. Also a first-time
competitor, Long finished with a score of 129. Long, 27, has
three years’ experience and was named Rookie of the Year by
Novus in 2008. In his spare time, Long enjoys rock crawling.

Contestants are judged on their interaction with cus-
tomers, along with their adherence to the Repair of Lam-
inated Auto Glass Standard. This year’s judges included Jay
Bickford of Novus, Lucien Bolanger, who took over A-1
Windshield Doctor upon Gorman’s passing, and Paul
Gross of HSG.

The WRO was made possible by platinum sponsor
GlasWeld. AEGIS Tools International and SuperGlass Wind-
shield Repair also contributed to the event. |

www.agrrmag.com
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Thank You to Our Sponsors!

The Windshield Repair Olympics (WRO)
could take place without the generous
support of our sponsors.

Windshield
GlasWeld serves as the platinum spon- A

sor for the WRO, and is accompanied by
AEGIS Tools International and SuperGlass
Windshield Repair.

Platinum Sponsor
WRO bronze medalist Brandon Long of Safe Glass
Technologies injects resin into the rock chip.

GlasWeld ®

Reflecting Excellence in Glass Repair

GlasWeld

Emerald Sponsors

L AEGIS ammmanss
TOOLS INTERNATIONAL® }VINDSHIELD REPI}//IR )

AEGIS Tools W SuperGlass

NWERA

National Windshield Repair Association My

_AGRR Magazine W National Windshield Repair Association

Calling Future Sponsors
If you would like to contribute to the

competitions in the future,

e

please e-mail hbiller@glass.com.

Lee Simms of SuperGlass, who was the silver
medalist in the WRO, works to complete his repair.
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Marketing Know-How

From Internet

to TV, IGA and
NWRA Conference
Attendees Received
Handy Tips

by Penny Stacey

ttendees of the Independent
Glass Association and National

tion’s fall marketing conferences heard
from such industry experts as Gerald
Zwart of Clearview Windshields in In-
wood, Iowa, and Mike Jones of GTS
Services and Scott Orth of Scott Orth
Inc. in November in Las Vegas.

Zwart spoke about television adver-
tising and tips, while Orth focused on
Internet marketing.

“If you have a catchy ad, people are
going to talk about it,” said Zwart, who
has grown his business exponentially
by focusing on television ads in which
he wears a white coat and has come to
be known as “Dr. Chip.”

He noted that though Internet mar-
keting is growing, it’s sometimes easier

¥

&

to reach a large number of
people at once with television.

“TV is the only medium
where you can reach large
audiences watching the
same thing at the same
time,” he said.

Frequency is also a factor.

“It’s all about ... how many times
you hit the consumer,” he said.

And what about timing? Zwart dis-
couraged attendees from placing ro-
tating ads that might pop up
throughout a certain time period, but
on no specific schedule.

“I like to know when my ads are
going to be on,” he said.

Zwart actually writes all of his own
ads, and appears in them as well.

“Voice recognition does work,” he
advised. “ ... Don't be afraid to be a lit-
tle different.”

And for those who might not know
the best time to advertise, Zwart pro-
vided a simple tip.

“When you're busy, that’s the time of
the year to advertise,” he said.

16 AGRR Online Extra | Winter 2009

Gerald “Dr. Chip” Zwart (left) donned his white coat to provide
both IGA and NWRA attendees tips on television marketing.

Going Online

Orth spoke on a variety of Internet
marketing topics, from organic to pay-
per-click strategies, and social media
applications such as Facebook. He also
talked about the necessity of a website
in today’s market.

“It becomes more of a business need,”
he said. “Customers expect a website.”

As for the website development it-
self, he stressed that it’s important to
develop it in accordance with your po-
tential customers’ needs.

“You've got to have something that
speaks to the people you're trying to
reach,” he said.

He also suggested using various
forms of media within the site, includ-
ing video—perhaps a video of what
will happen when a customer arrives at
your shop.

As for sites like Twitter and Face-
book, Orth suggested choosing one or
two of the various outlets available and
focusing on your presence.

continued on page 18
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Marketing Know-How

Continued from page 16

“The more active you are on a couple
profiles, the better off you'll be,” he said.

Presidential Introductions

Each conference was opened by its re-
spective association president. David
Zoldowski, president of both the IGA and
Auto One of Michigan, opened the IGA's
marketing conference by sharing some
of his fears for the industry. He pointed
to staggering statistics, such as that more
than 1,000 glass shops have closed in
Michigan alone over the last two years,
and the remaining shops are coping with
30 to 40 percent in sales reductions.

Zoldowski had some hopeful news,
too. With increases in miles driven over
the last three months, and consumers
holding onto their vehicles longer, he
predicted positive impacts.

“This has also increased the repair
and replacement business by a major
percentage,” he warned.

Despite some increases in business,
Zoldowski still addressed obstacles that
he sees independent shops facing, such
as tactics he’s seeing being undertaken
by some competitor-administrators.

“They continue to use unfair trade
practices and misuse of confidential
information about the insured party to
steer the actual repair and replacement
work to their vans,” Zoldowski said.
“This activity has become so blatant to
the point that, on calls with insureds
with high deductibles, the actual com-
petitor-administrator now will quote
an actual cash price and schedule the
work for their trucks without providing
the insured a choice.”

The concept of “Guaranteed Average
Invoices” also has played arole, he said.

“The Guaranteed Average Invoice
concept is a sales strategy designed to
obtain business from insurance com-
panies by guaranteeing an average
price for each invoice,” he said. “ It ac-
tually negates any concept of a third
party as it actually makes them an op-
erating arm of the insurance company.”

Zoldowski encouraged attendees to
utilize the IGA’'s recently introduced

IGA president Dave Zoldowski of Auto One opened the marketing

conference with some association updates and discussed some of the issues

that independents today are facing.

Steering Report Form, available at
www.iga.org. He also advised the group
currently is working to set up state
chapters in Michigan, Minnesota, Wis-
consin and Iowa.

“We are looking for passionate IGA
members to help coordinate their own
state chapters,” Zoldowski said.

But, overall, he encouraged inde-
pendent shop owners to become active
in the industry.

“AGRR owners need to get off the
fence and quit pretending that they
can outlast the process of colonization
of our industry by competitor-admin-
istrators,” Zoldowski said. “The only
way to stop and reverse the ills and
abuses in this industry is through indi-
vidual efforts on all our parts. We need
you to get active.”

Mike Boyle, president of both the
NWRA and Glass Mechanix, opened
the NWRA'’s conference with an intro-
duction of the Global Glass Conserva-
tion Alliance (GGCA), of which the

NWRA now is a part. In his introduc-
tion of the GGCA, Boyle encouraged at-
tendees to utilize green as a simple and
effective marketing approach.

“It’s about doing the right thing,”
said Boyle.
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He also advised attendees that using
the green approach in promoting re-
pair isn't just environmentally con-
scious, it’s economical as well.

“When you use this correctly for
your business, it helps,” he said.

NWRA vice president Kerry
Wanstrath of Glass Technology echoed
Boyle.

“This is an honest approach,” he
said. “This is the only leverage we
have.”

Boyle also noted that, due to the
many areas that the GGCA encom-
passes (windshield repair, scratch re-
moval and recycling) and its emphasis
on something important to a large
consumer base, he hopes the global
brand will grow to gain major con-
sumer recognition.

“Wed like to build a global brand
that’s like the Good Housekeeping

Seal,” he said.

Keith Beveridge of Novus also noted
that not only promoting green is im-
portant, but being green is as well.

“We encourage everyone to look at
ways to be green,” he said. |

Penny Stacey is the editor of AGRR
magazine,

www.agrrmag.com
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