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Annual New
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If you’re looking for a new
a d he s i v e, a n u p da t e d t o o l
or new windshield repair
system, turn to page 22 for
the newest industry
launches.

Inspection
Rejection
Some fear the impact the
trend of auto glass
inspections might have on
t h e i n d u s t r y. L e a r n w h a t
others are saying on page
26.

The Customer of
the Future is …
Not sure how to market
your products today—or
looking to reach a new
de mo g ra p h ic ? Tu r n t o p a ge
30 for an exclusive
interview with multicultural
marketing expert Kelly
McDonald, who is scheduled
to speak at Auto Glass
W e e k ™ t h i s S e p t e m b e r.

In or Out?
The role insurance plays in
the auto glass business has
been a hot topic in recent
months. Find out what
people are saying on page
32.

On the Cover
Chevrolet’s Mi-Ray Roadster
Concept, introduced at the Seoul
Motor Show in South Korea this
spring, features an innovative use
of glass. Turn to page 39 for more.
Photo: General Motor Corp.
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Field of Vision
from the editor

Publisher

Debra A. Levy
Extension 111 • deb@glass.com

Editor

pstacey@glass.com

Extension 148 • pstacey@glass.com

Working Together

Contributing
Editors

by Pe n ny S t a c ey

I

T’S NOT EVERY DAY THAT THE
auto glass industry and the law enforcement agencies have the
chance to work together. But recently
just that happened, when an Oceanside, Calif., police officer investigating
a fatal hit-and-run accident visited the
AGRR™ magazine/glassBYTEs.com™
online message forum to report that he
was searching for a particular vehicle
that had been involved in the accident.
Officer Mark Edgren reported that he
was searching for a red 1990 Honda Accord, which, based on an anonymous
tip, the police believed had its windshield replaced in the area on the date
of the March 28 accident.
I’ll admit I’ve always been a little
drawn to police stories; in college, one
of my main jobs on the student newspaper was the weekly “Police Beat.” I’d
sit with the local college cops and go
over the latest vandalism and DUI arrests around the school. It was the
highlight of my week.
So when I saw Edgren’s post and my
publisher, Debra Levy, suggested I contact him for more information, I was

happy to do so. But I don’t think even I
realized the power of our readership at
that point. But, we ran a story on April
12 on glassBYTEs.com, and, on April
14, Edgren located the vehicle—and
the shop that had replaced its windshield, with the assistance of a glassBYTEs.com reader who contacted him.
Edgren, clearly a dedicated officer, returned to the forum to express his
thanks—both to glassBYTEs readers
and to the site itself—for assisting with
the search.
And I’d like to publicly thank you as
well here. While it remains to be seen
whether the car located was the one involved in the accident, and sadly the
18-year-old victim passed away the
day after he was struck, I’m hopeful
that your assistance will lead to some
eventual closure for the family of the
victim, who I’m sure is struggling to
put the pieces of the incident together.
Likewise, I’m sure that more cases
like this occur—incidents in which
auto glass shops assist the police
everyday with such searches. We don’t
always hear about them, and, in fact, I
know of at least one case
where a technician helped
the police but told them not
to release his name for concerns of reprisal from the
suspect.
But, you know who you
are, and we at AGRR magazine and glassBYTEs.com
thank you for your dedication to giving back to your
community.
Thanks for reading.
■
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jobs. Joining us on the road to greater productivity and profitability has never
been easier.

EZKits contain everything you need to get
the job done fast.
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Customer Service
tips for quality service

tompkins.carl@sikacorp.com

Discretionary Service
b y C a r l To m p k i n s

H

OW COMPANIES SERVE
their customers has the
greatest impact on profitability. How management serves their
employees has the greatest impact on
how employees serve customers.
Customer service is what most often
differentiates one competing product
from another. In this day and age, quality products are easy to duplicate, and,
if a supplier desires for more than price
to become the driving force behind a
buying decision, the customer service
that accompanies the company’s core
product must exceed customers’ requirements.
However, excellent customer service
cannot be delivered through corporate
mandates. Most outstanding feats of
customer service come from the volunteered discretion of employees that
have been motivated in a fitting way by
management.
So, at this point, let’s run a sanity
check: How are sales? How are profits?
How are employees being treated? How
are employees treating customers? If
sales and profits are not acceptable,
customers are not being treated correctly as a result of employees not
being treated correctly.
For example, I know of one particular national company that is made up
of a team of the best operational and
sales professionals that its industry
has to offer. I’ve watched these people
build the organization into the fastest
growing company of its type over the
past 10 years. As I observe individuals
within this organization, I’ve noticed
that each lived a leadership role in
serving the customer; each went beyond the call of duty to exceed customer expectations each and every

6
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“If sales and profits are not
a c c e p t a b l e, c u s t o m e rs a re n o t b e i n g
treated correctly as a result of
e m p l o y e e s n o t b e i n g t r e a t e d c o r r e c t l y. ”
day. The ideas and innovations they
have delivered have been incredible.
Yet, when competition grew, and the
economy reduced the size of the market, this company’s ownership took
out its frustrations on those who had
built the company’s success by adding
additional duties that were impossible
to complete. In addition, restrictions,
along with checks and balances, were
put in place that stifled any opportunity for success. The result of such
management intervention is a company that now operates with a broken
spirit; people I’ve known and watched
excel for years now can’t wait for retirement, hope to hold on until then,
and now do as little as possible to
merely get by. How about one last sanity check for summary: what does this
situation cost?

Morale Equals Fuel
Business success always will depend
on “discretionary service.” Many topnotch professionals only contribute 20
percent of their professional worth in
order to get by. Think of what is at stake
in terms of performance and results
when the remaining 80 percent is left
untapped.
Morale is the fuel that powers the
engine of discretionary service. Even
during the toughest of economic conditions, high morale can be maintained. The following should replace
duties that cannot be completed, restrictions and checks and balances:

• Two-way, open communication between management and employees
that allows all parties to understand
all circumstances and conditions
within the organization;
• Genuine interest by ownership and
management in gaining employee
opinions and recommendations,
best proven by asking for information and responding;
• Proving a working environment that
is conducive to success;
• Being goal driven and making sure
goals are developed as a team by all
employees at all levels;
• Management support of those activities that employees feel are necessary to reach goals;
• Making sure that a positive social
fiber is maintained throughout the
organization; and
• Providing a daily thank you (that
comes from everyone, especially
those at the top).
Great employees usually are willing
to go first in providing a winning performance with their discretionary
service, but their tanks can and will
run empty if they are not refueled by
management’s returned discretionary
services.
■
Carl Tompkins is the global marketing
resources manager for Sika Corp. in
Madison Heights, Mich. He is based in
Spokane, Wash. Mr. Tompkins’ opinions are
solely his own and not necessarily those
of this magazine.
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Supply Chain Dynamics
inside distribution

dino.lanno@safelite.com

Environmental Responsibility
by Dino Lanno

G

LOBAL WARMING, OVER- comes a different label, using yet components and returned to the distriflowing landfills and soaring more paper and ink. And, because bution center to be reused. On average,
carbon dioxide emissions— part number formats are not always we re-use a crate four to five times.
the threat of environmental damage is consistent across suppliers, this also
on everyone’s minds, including busi- requires more re-labeling. Clearly, Reducing Waste
ness leaders’. While many companies the denser the pack and the less la- Balances Costs
have been seeking “greener” ways of beling, the more the savings will be
Most plants and warehouses are
working, only within recent years has seen in the process.
doing what they can to properly disThis also impacts transportation. pose of waste and recycle or reuse what
it really become prominent in the auto
glass supply chain.
Transporting more product on a single they can—but that comes at a price.
Managing an enviThe cost of dumping
“Not only does working ‘green’
ronmentally sustainand hauling is increasable business has a p r o m o t e y o u r c o m p a n y p u b l i c l y, i t ing. As you can imagnumber of advantages
o f t e n c a n r e d u c e l o n g - t e r m c o s t s . ine, it’s not free to take a
beyond caring for the
dumpster full of trash
to
a
landfill,
especially
for larger plants
tractor
trailer
reduces
the
need
for
adit
imworld in which we live. First,
proves public reputation. In fact, more ditional trips, using diesel fuel and cre- and warehouses. We are always looking
than 88 percent of consumers think ating carbon emissions. For example, for ways to repurpose, recycle, elimicompanies should try to achieve their if we can increase the number of wind- nate or reduce wastes. We do it because
business goals while improving society shields on each tractor trailer by 100, it’s the right thing to do for the environand the environment, according to re- the tenth load would ship for free.
ment. Processes to compact the trash as
Reducing packaging is the first step much as possible can help reduce the
search from Do Well Do Good, a nonprofit organization. The study also toward improvement, followed by number of trips to and from the landfill.
showed that 70 percent of consumers reuse and recycling. To minimize waste
Lastly, the basic ways offices operate
were willing to pay more for a product going to a landfill, the cardboard is sent can have a big impact, including recythat supports a cause.
to recycling and the wooden pallets are cling and re-using electronics, paper,
broken down and chipped for mulch plastic, aluminum and pens.
These are just examples of how the
or used in a composting process. The
Working Green
nails
in
the
pallets
are
captured
during
glass industry is becoming
vehicle
Not only does working “green” promote your company publicly, it often the chipping process and sold as a low- greener. What can you do better? What
ideas can we develop as a team? As an
can reduce long-term costs. When end recycled metal.
Steel pallets are a newer alternative industry, we must commit to the susconsidering the many other variables
in the supply chain industry where currently being tested in the industry. tainability of the environment. Until
costs are climbing, it’s important to With steel options, there will be one pal- some of these alternatives are more
find ways to offset them. That’s why let that can expand or shrink for all sizes widely embraced, the alternatives may
many in the industry have invested in of glass and can be used repeatedly. The be costly, but they will help to ensure
environmentally conscious business only costs will be the initial procure- the future of the natural resources we
■
practices.
ment and ongoing maintenance. Ways are trying to protect.
There is enormous variety in auto to recycle glass and the PVB layer also
glass and parts—each with their own are being piloted.
Dino Lanno is senior vice president of
Some manufacturers and distributors
packaging. The lack of standardizasupply chain and manufacturing for the
tion means fewer parts per package, now are using returnable crates for ship- Safelite Group in Columbus, Ohio. Mr. Lanno’s
which creates the need for more ping windshields. The crate is disassem- opinions are solely his own and not necessarpackaging. With every package bled at the warehouse into the different ily those of this magazine.
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Introducing ICON,™ SRP’s
most advanced automotive
glass adhesive yet. The first
adhesive with an FMVSS validated
30-minute drive away time in
temperatures from 0° to 140°
Fahrenheit. We think it’s super.
And you will too.

FOR INSTALLERS, BY INSTALLERS™
For more information, visit:

shatrproof.com
800-728-1817
Shat R Proof Corp. 12800 Highway 13 South, Suite 500, Savage, MN 55378
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Independent’s Day
an iga viewpoint

southernglass@att.net

Guaranteed Average Invoicing 101
by Alan Epley

L

ET’S GET RIGHT TO OUR
discussion, class. The term GAI is
short for guaranteed average invoice. This is a term used by third-party
administrators (TPAs) who sell contracts to insurance companies or other
parties that pay for auto glass services.
It’s a clandestine arrangement with no
above-board notification to the auto
glass competitors or the insurance policyholders it ultimately affects. There
are many variations of this contractual
arrangement, depending on who the
TPA is and/or who the carrier is. The
Independent Glass Association (IGA)
has identified three TPAs that have this
arrangement with insurers; one by a
source of court documents, one
through advertising brochures and another smaller TPA by means of a court
document.
One top-tier insurance company
auto glass claims specialist explained
the GAI in a court hearing recently when
asked to describe this concept to the
judge: “The guaranteed average invoice
is basically a pricing structure that is in
our contract. And, again I’d like to remind you that I’m not a procurement
expert, so there may be details of the
guaranteed average invoice that I leave
out. But basically it’s a risk management
pricing structure. So just as [in] any business agreement, when you engage in a
business agreement, a contract you
agree on a price and terms of the contract, etc. The guaranteed average invoice price is the price that [name of
glass company/TPA] guarantees, regardless of which glass company submits the invoice, regardless of how many
repairs or how many replacements, over
the term of the contract.” When asked
“if, indeed, you have paid [to TPA name]

10
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“The GAI has
become a catalyst
for insurers to
short-change their
customers.”
more than the average of (example
price), let’s say 10 dollars more, 10 dollars more per, and there are 100,000
claims, so that’s a million dollars. Does
TPA/glass company refund that money
to you if its GAI is less?” Answer from insurance expert witness: “No sir.”

Another Scenario
The expert witness then described
further how the scenario would work
out if the TPA was over the GAI at the
end of the contract period. “So they
have to adjust their administrative fees
or they have to adjust their repair price,
not your repair price? They have to adjust their repair price to ensure that the
GAI price is met. If at the end of the
policy term, even after monitoring,
that GAI is not met, then there is a
penalty.”
What is so attractive to the insurance company, of course, is that over
the course of the GAI contract period,
the TPA “guarantees” the average cost
of claims will be capped at a specific
amount. The specifics of the contract
may vary as some TPAs may limit the
guarantee to “in-network” claims and
others may guarantee all claims. If the
amount exceeds the guarantee, the
TPA would be required to reimburse
the insurance company client the excess amount.
Insurers like the GAI because it takes
away the financial uncertainty of how
much they will pay out for glass claims

>I

over the course of the contract period.
TPAs like it because they benefit financially from this arrangement, especially if the ratio of repairs to
replacements favors repair. Could that
be the strategy behind a media campaign accentuating windshield repair?
Consider an example of a GAI claim.
Under the network pricing arrangement, let’s assume that insurance company XYZ will pay the shop $60 for a
one chip windshield repair. The shop
performs the repair and submits the
invoice to the TPA. The TPA in turn is
paid the GAI amount—let’s assume
$250—from insurance company XYZ.
Therefore, on this windshield repair
claim, the TPA realizes a $190 gain. In
addition, the TPA receives an administrative fee for processing the claim.

How Would the
Policyholder Feel?
This brings me to two points. First, I
think we can all agree that the $190
rightfully belongs to the policyholder.
And second, TPAs are gambling with
the insurance claims process for their
own financial gain. When you consider
that they assume no liability in the
process, I feel this is unethical and it is
wrong.
In the IGA’s discussion of the GAI,
we have identified the reasons why the
insurance companies and the TPAs like
this concept, but what about the policyholder? Would the policyholder favor
such an arrangement?
My understanding of an automobile
comprehensive insurance policy is that
a consumer purchases insurance to indemnify them at the time of a loss;
continued on page 43
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UltraWiz® a product
of A.N. Designs, Inc.
www.ultrawiztools.com

866-482-2921
Available From Your Local Distributor

MADE IN THE USA

UltraWiz® Quick Release Long Knives
The 4400 Series

UltraWiz® Reverse Bend Blades
The 5200 Series

An Industr y First!!! The
UltraWiz® Quick Release Long
Knives allow you to change
blades without tools; no more
worn out screws or bent caps!
Just a smooth maneuver of
rolling your thumb back over the safety catch while pushing
down on the release lever allows for a quick release of the
blade. Techs say they are more inclined to flip the blade to
the sharp side because it can be done so easily.

Our patented lever action design allows for unlimited
adjustments and easy blade changes without the use of
tools. The UltraWiz® Lever Knives are ergonomically
shaped to provide comfort and gripping power. We’ve
added a heavy-duty steel eyelet at the end of the Pull
Cable for added strength. The In-line Pull Cable attachment keeps the knife from twisting in your hand. The
durable foam-covered handle offers comfort, while the
vinyl-coat protects paint. There are two sizes to choose
from for a comfortable fit. Patent No. 7,596,871.

UltraWiz®
Quick Release
4408-Q
Use this 8" short “long knife” for trimming
urethane from the pinch weld. The short length allows
for added control of the cutting blade

UltraWiz®
Quick Release
4413-Q

NEW

Select the 13" 4013-L for hard
to reach adhesive in tight interior areas

NEW
UltraWiz®
Quick Release
4418-Q
Select the 18" 4018-L to extend
your cutting reach below the dashboard

UltraWiz®
Quick Release
4424-Q
Select the 24" 4024-L, our longest knife,
to extend your cutting reach below the
deepest dashboard

UltraWiz®
Reverse Bend Blades
The 5200 Series
5202-M
1"

5201-M
¾"

5204-M
1½"

www.UltraWizTools.com
Cobalt Sponsor of Auto Glass Week™ 2011
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Cutting Edge

new car installations

jamierwag3@yahoo.com

2010 Smart Fortwo
by Jamie Browning
GETTING STARTED:
For vehicle and glass preparation please refer to AGRSS/ANSI
002-2002 as well as your adhesive manufacturer’s recommendations. Inspect the windshield for
defects and any contamination
that may compromise the
bonding of the adhesive. Also
look for any distortion,
scratches or defects on the
glass or underside moulding.
First, remove the rearview
mirror by carefully sliding it
upward toward the headliner. If
the vehicle is equipped with a
rain/light sensor (be sure to test the
sensor before starting the job) unclasp
the cover from the retaining housing
and disconnect the wiring connector.
Next unclasp the retaining clip that
holds the sensor in place and carefully
remove the sensor.
To remove the wiper arms gently remove the caps that cover the wiper
nuts and then remover the wiper nuts.
Next, Mercedes recommends that you
use a puller to remover the wiper arm.
Remove any service panels or cowl
area parts that may interfere with a
safe installation.

and then apply the adhesive and
install the windshield. Make
sure the deck height is correct
and the markings on the
windshield line up with
those on the body that were
applied during the dry set.
Mercedes states that a
urethane bead should be
12 mm high and 8 mm
wide on this car.

FINISHING TOUCHES:
2010 Smart Fortwo

PREPARING FOR THE
NEW WINDSHIELD:
Trim the existing urethane bead, leaving it 1 to 2
millimeters in height. Use
your adhesive manufacturer’s pinchweld primer to prime all scratches, if
any exist, and allow to dry, according to
your adhesive manufacturer’s recommendations. Please note that only the
full-cut method is permitted by the
AGRSS/ANSI 002-2002 Standard.

PLACEMENT OF THE NEW
WINDSHIELD:

Install the wipers and
mirror in reverse order
from removal and torque
the wiper nuts to 15 foot
pounds (20 Newton meters).
If the vehicle was equipped with a
rain/light sensor it is recommended
that you use a new sensor pad
and check to make sure the sensor
works correctly. Check for any leaks
and be sure to inform the vehicle
owner of the safe drive-away time, according to the adhesive manufacturer. Also be sure to record all lot
numbers from the adhesive and
primers as well as the DOT number
from the windshield.
■

Dry-fit the new windJamie Browning was the winner of the
shield and mark it prop2009 Pilkington Clear Advantage Auto
erly to ensure the correct Glass Technician Olympics. He has more than
setting
procedure.
Prepare the wind- 17 years’ experience in the industry. Mr.
For the sides and top of the
windshield, a cold knife or shield according to your adhesive Browning’s opinions are solely his own and
power tool can be used as manufacturer’s recommendations, not necessarily those of this magazine.
well as wire. For the bottom, a power tool
or wire can be used. Keep in mind that REPORTS FROM THE FIELD:
there is no one correct method of reAlways follow the AGRSS Standard and wear eye, hand and wrist protection
moval. The technician should use the while working on the vehicle. Inform the vehicle owner of the cure time and
tool that he feels most comfortable with any other additional precautions before installation. Always return the vehiand the one that achieves a safe removal cle to manufacturer’s specifications. Protect all interior and exterior portions
(both for the vehicle and the technician). of the vehicle to prevent any damage.

REMOVING THE
WINDSHIELD:
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breaking news
powered by

COMPANY NEWS

Vitro America Enters into Asset Purchase
Agreement with Private Equity Firm

V

ITRO AMERICA LLC IN
Memphis, Tenn., and three
other U.S. indirect subsidiaries
of Mexican glassmaker Vitro S.A.B. de
C.V., filed a motion for relief under
Chapter 11 in early April, and also have
entered into an agreement to sell substantially all of the assets of Vitro America, including Binswanger Glass, to an
affiliate of Grey Mountain Partners
LLC, a private equity firm based in
Boulder, Colo.
The entities involved in the Chapter
11 proceedings and the private equity
sale include Vitro America LLC (of

which Binswanger is a part); Super Sky
International Inc.; Super Sky Products
Inc.; and VVP Finance Corp.
“Vitro America and Super Sky intend to continue to operate in the ordinary course as the sale process is
carried out,” says Arturo Carrillo, president and chief executive officer of
Vitro America. “Based on the expectation of continued litigation related to
the Vitro SAB bonds, we determined
that a sale of substantially all of the assets of Vitro America and Super Sky at
this time is in the best interest of these
businesses, their employees, and all of

Guardian to Cease Operations of Auto & Truck Glass Inc.
Guardian Automotive is ceasing operations of its Auto & Truck Glass Inc. business (ATG), which provides auto glass replacement and repair services primarily to
rental fleets and auctions. Guardian’s principal automotive operations (original
equipment automotive glass, aftermarket, and retail replacement businesses) are
not affected, according to a company statement.
“Guardian is all about maximizing business opportunities for the benefit of our
customers as well as achieving profitable growth for our company. As is well
known, customers continue to consolidate—and excess capacity in this segment
is the rule of the day,” says Mike Morrison, president of Guardian Automotive. “Furthermore, competitive pressures in certain parts of the auto glass business have
driven prices below a breakeven point, an untenable and unsustainable way to do
business at Guardian. So we made the prudent and proactive business decision to
improve our competitiveness in this segment. We will continue to serve the auto
glass replacement industry through our Guardian Auto Glass facilities throughout
the country.”
With regard to ATG’s fleet contracts, Guardian spokesperson Earnest Thompson
advised “no contracts are being transferred from one entity to another.”
“We’ll be exploring the business case for each relationship based on its own
merits,” he adds.
When asked if there are further changes planned, and if new Guardian locations will be added as a result of the ATG closure, Thompson advised, “We continue
to assess new regions for Guardian Auto Glass locations but such decisions will be
based on the business opportunity for a particular region rather than factors such
as the ATG divestiture.”
ATG has 26 locations and 48 full-time employees in the United States. The corporate office is located in Mission Viejo, Calif. The company was founded in 1990.
At press time, the closure was expected to be completed by the end of May.
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their other stakeholders. Despite efforts over the last five months to mediate or have the involuntary Chapter
11 cases dismissed, it became apparent that Vitro America and Super Sky
would need to be separated from any
litigation related to the legal dispute
between Vitro SAB and the dissenting
bondholders so that we could continue to operate in the ordinary
course. Fortunately, Vitro America and
Super Sky have a strong asset base. In
addition, Bank of America and Vitro
S.A.B have continued its support of
Vitro America and Super Sky throughout this challenging period and will
continue to help ensure that we have
adequate funding and liquidity during
the sale process.”
The decision to sell came after a
four-month court struggle that started
when four Vitro SAB creditors, unhappy
with a debt settlement offer, had filed a
petition for involuntary bankruptcy in
November 2010 against 15 of Vitro’s
U.S. subsidiaries, including Vitro America. Just before the asset sale came
about, a hearing had been held during
which the creditors urged a federal
judge to place Vitro America and the
other subsidiaries involved into bankruptcy; the judge handling the case had
not yet made a decision when the asset
sale was announced and the requests
for relief were entered into the court.
The transaction is subject to bankruptcy court approval and other closing
conditions specified in the agreement.
In compliance with Section 363 of the
U.S. Bankruptcy Code, qualifying bidders will also have an opportunity to
submit higher and better offers for evaluation through a court-supervised
competitive bidding process.

www.agrrmag.com

Zoom Fit
© 2011 AGRR Magazine. All rights reserved. No reproduction
of any type without expressed written permission.

Contents

Search

+

–

I<

Archives

E-Mail

<

>

>I

Subscribe

Sale of Carlite
Aftermarket Business
to Carlex Completed

For Carlex customers, it should be shields and tempered parts through
business as usual on the distribution Carlex,” she adds.
side.
With the acquisition, Carlex be“Customers
should
see
no
change,
comes
the sole U.S. distributor of CarThe sale of Zeledyne’s Nashville
glass plant and its Carlite aftermarket since Carlite parts will continue to be
automotive glass distribution opera- available in the normal range of windcontinued on page 16
tions and business to Carlex Glass
America LLC, a subsidiary of Central
MANUFACTURING NEWS
2
Glass Co. Ltd., was finalized in April,
8
1
according to separate announcements
Cerium Oxide Shortage Impacts Auto Glass
8
19
from both companies. Financial terms
Production, Scratch Removal Supplies
9
2
were not disclosed.
The growing shortage of cerium oxide is impacting at least two Cerium
140.166
The facilities included in the sale insegments of the auto glass industry, according to industry sources.
cluded both the Nashville auto glass
Cerium oxide is one of the many rare earth elements recently reported to
manufacturing facility and the combe in short supply, due to shrinking exports of such elements coming from China.
pany’s Carlite distribution center in
Glass Technology president Kerry Wanstrath, whose company manufactures one
Lebanon, Tenn., and the Carlite brand,
of the scratch removal systems that uses cerium oxide, says that, as the shortage
according to Zeledyne spokesperson
has grown, he’s seen the price fluctuate sporadically over the last few months.
Della DiPietro.
“We experience a price increase sometimes weekly,” he says. “It’s really out of
The acquired operations join Carlex
control.”
Glass Co., which produces automotive
Wanstrath says it’s up to manufacturers to try to assess the market appropriglass for original-equipment and reately. “You’re walking a very delicate path between making sure you have ample
placement applications in Vonore,
supply and not buying the product at the peak of the price hikes,” he says. “It’s
Tenn., as subsidiaries of Central Glass
very hard to control your inventory when a month goes by and the price has douCo. Ltd., based in Japan. Carlex Glass
bled and you are told you can’t even get it.”
America and Carlex Glass Co. will be
China is the major source for the element. “There are only a few companies in
the United States where we can even find it,” says Wanstrath. “I think most everyknown in the market as Carlex.
The purchase provides Carlex with
body gets it in one way or another from China.”
the “ability to manufacture automoIn addition to the use of cerium in scratch removal materials, it also is used
tive-quality float glass,” according to
in the float glass process. Guardian Automotive officials say they’re watching the
Masami Wakatsuki, Carlex Glass Amerissue closely on the manufacturing side.
ica president.
“There are certainly challenging cost pressures within the supply chain—a fact
The company previously did not
of business life that all manufactures are grappling with today,” says Mike Morrihave the ability to manufacture float
son, president of Guardian Automotive Glass in North America. “At Guardian, we
glass, according to Carlex spokesperare committed to meeting customer needs with quality products even as we balson Jean Verlich.
ance escalation in raw material costs. So we are looking at the best ways to ad“Carlex identified a business oppordress this issue. At the end of the day, however, we also are about running a
tunity to expand its customer manuprofitable business. We are watching this situation very closely.”
facturing base and to provide an
Others are watching as well.
internal float glass supply,” she adds.
“It’s a serious issue—getting this,” said Jim Ventre, director of truckload sales
Company officials also felt the “the
for Vitro America, during a recent industry meeting. In fact, the Glass Association
transaction [would] provide longerof North America’s (GANA) Mirror Division has formed a task group to look at the
term stability to the Nashville plant,”
issue, as cerium oxide also is used for both glass polishing and cleaning glass beaccording to Verlich.
fore it is silvered for mirror production.
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AGRReports
continued

lite® brand automotive replacement
glass.
“Adding the Nashville facility and
the automotive replacement glass distribution operations to Carlex’s business expands our market and
customer base and enhances our customer service, while affording strategic
synergies with our established Tennessee operations,” Wakatsuki adds.
Carlex officials say they plan to
maintain an automotive technical center in the Detroit area.
“Some former Zeledyne employees
at Allen Park have already begun working for Carlex as support staff in this capacity,” says Verlich. “They will relocate
to a Carlex technical center once it is
established in the coming months.”
With the completion of the sale,
Zeledyne now has about 550 employees at its manufacturing plants in
Tulsa, Okla. and Juarez, Mexico, and offices in Allen Park, Mich.
The two companies had announced
that they had agreed to the sale earlier
this year (see related story in
January/February AGRR™ magazine,
page 10).

GLOBAL NEWS
Belron Reports 15.6 Percent
Increase in External Sales
Worldwide for 2010
Belron has reported a 15.6 percent
growth in external sales for 2010,
when compared with 2009. The numbers were released as part of parent
company D’Ieteren’s year-end financial report.

2009
10.7 million
$3.3 billion
$287.3 million

The company says it achieved total
external sales of $3.3 billion U.S. dollars (2.8 billion Euros) during 2010,
compared with $3.9 billion U.S. dollars
(2.4 billion Euros) in 2009.
Belron’s total number of jobs for the
year grew by 9.3 percent—up to 11.7
million from 10.7 million in 2009, according to the report.
Belron’s total operating result was
up 12.8 percent—at $324.2 million U.S.

PGW Invests in Plants in North Carolina, Michigan
Pittsburgh Glass Works LLC (PGW) announced in April that it is planning to
open a new North American manufacturing facility in Elkin, N.C., next year. Company officials attribute the need for the new plant to “a continued increased demand for auto glass products.” In March, the company also announced that it
would re-open its plant in Evart, Mich.
According to a company statement, for the new facility, PGW plans to convert
an existing 416,000-square-foot manufacturing facility into an auto glass plant
with an investment of more than $85 million. The facility is located on 58 acres
in Elkin.
PGW officials say they plan to begin hiring for the facility in 2012 and that the
plant will employ more than 260 associates when fully operational.
“The Elkin facility will be a state-of-the-art operation that enhances our current customer delivery, increases our manufacturing capacity and provides flexibility within our manufacturing operations,” says James D. Wiggins, PGW chairman
and chief executive officer.
The Elkin facility will produce both OEM and aftermarket glass, according to a
company statement. It will begin with tempered parts and eventually make windshields as well.
The Evart plant is scheduled to re-open in the third-quarter of this year, also
due to increased demand. The Evart facility will manufacture tempered sidelites
for original-equipment manufacturers.
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dollars (235.4 million Euros), compared with $287.3 million U.S. dollars
(208.6 million Euros) in 2009.
The company points out that 54 percent of its work in 2010 was mobile (and
46 percent done in-shop). Replacement
jobs comprised 70 percent of the total
jobs, and 56 percent of all jobs were
completed in Europe. (A breakdown
wasn’t provided outside Europe.)
Within Europe, the company expe-

Belron’s Full-Year Results (in U.S. dollars)
Total Jobs
Total External Sales
Total Operating Result

>I

2010 Percent Change
11.7 million
+9.3 percent
$3.9 billion
+15.6 percent
$324.2 million
+12.8 percent

rienced a 14 percent growth in sales,
made up of 11 percent organic, 2 percent acquired and a positive currency
impact of 1 percent due to the stronger
British pound. Outside Europe, Belron
reports sales growth for the year of 18
percent, made up of 5 percent organic,
3 percent acquired and 10 percent
from currency translation.
Belron attributes the increases for
the year to “higher sales across the
portfolio of businesses, lower longterm executive incentive scheme costs
and a favorable currency impact and
despite higher glass costs due to supply shortages, higher media costs and
adverse market conditions in Canada
and Brazil.”

Auto Windscreens
Plans Expansion
United Kingdom-based Auto Windscreens, which is now part of Trifords
Ltd., a division of the Markerstudy
Group, has announced plans to expand from 20 branches to 35 in the
next two years under its new ownership. The company began re-hiring in
late March, after having been placed
into administration on February 14
(see related story in March/April
AGRR™ magazine, page 16).
Nigel Davies, who has been named
manager of the new business, says he
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is aiming is to re-establish Auto Windscreens as a major national automotive glass provider.
“Our new model allows managers
in our network complete autonomy,
enabling them to guarantee prompt
response times by managing their
team of technicians and controlling
all stock requirements themselves,”
he says.
Davies also says the company already is seeing benefits from being part
of a larger firm such as Markerstudy.
“As part of a large group, we are already benefiting from the support and
communication initiatives that all
other Markerstudy Group employees
enjoy, such as Talent Recognition, Red
Letter Day points, Company Hero,
monthly magazine, and weekly updates from myself,” he says. “Clear
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communications from group CEO
Kevin Spencer are considered key …”

MANUfACTUriNG NeWS
NSG Group to Expand
Pilkington Automotive
Operations in Poland
The NSG Group has announced
plans to expand and upgrade subsidiary Pilkington Automotive’s operations in Poland.
The investment involves the construction of a new auto glass plant at
Chmielow, located in a Special Economic Zone, 30 km south of the
Group’s existing facilities at Sandomierz. The new plant will be dedicated to the production of windshields,
sidelites and backlites for cars and
trucks.
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briefly …
The Glass Doctor franchise in
Amarillo, Texas, owned by Wayne
Robinson, received the Torch Award
for Marketplace Ethics in the
medium-sized business category at
the 12th Annual Torch Awards for
Marketplace Ethics on February 25
in Amarillo, Texas … Binswanger
Glass recently launched a Spanish
version of its mainline website. The
Spanish portion of the new website
can be activated by changing the
language preference on the top
right of the screen (see related story
about marketing to new demographics on page 30).
❙❙➤ www.binswangerglass.com
■

Cobalt Sponsor of Auto Glass Week™ 2011
www.agrrmag.com
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AGRss News

the latest in safety

™

committee News

AGRSS® Council Helps
Industry Resolve PAAS Issue

T

HE AUTO GLASS REPLACEment Safety Standards (AGRSS)
Council Inc. recently learned
that while the NAGS catalog notes that
the FW02525 should be available with
a pre-applied adhesive system (PAAS),
at least one manufacturer has been
distributing this windshield without
the expected PAAS. The Council notified the manufacturer by letter on February 4, and on March 8 the Council
received a letter that the issue had
been corrected, according to a recent
issue of the AGRSS newsletter.
AGRSS Standards Committee chair
Bob Beranek says he first heard of the
issue from Binswanger Glass, an
AGRSS-registered company with locations throughout the country.

“Binswanger officials voiced a concern about some of the aftermarket
glass coming to them that was supposed to have PAAS and instead had
underside mouldings,” says Beranek.
This posed a safety concern. “When
you exchange a PAAS bead with an underside moulding with double-faced
tape, the amount of bonding is reduced substantially,” says Beranek.
“This is a problem when it comes to
replicating the OEM installation.”
Beranek himself had encountered
the same issue with this particular
part from the same manufacturer. “I
had to make a decision—do I add an
underside moulding, which would
render that glass unsafe? Or install
the glass without any moulding at all,

in which case the customer would
have an appearance difference?” he
said. “I’m caught between a rock and
a hard place—I can put in an unsafe
windshield or I can put in a windshield the customer doesn’t want to
look at.”
The manufacturer advised the AGRSS
Council that, as a result of the AGRSS
notification, the company conducted a
full review of its replacement products
that are offered as PAAS products, according to the recent newsletter.
“We discovered that we have products identified as a PAAS product that
are not indeed a PAAS product,” writes
the manufacturer. “Those products will
be re-identified as a non-PAAS product
if a proper NAGS number exists. In

AGRSS® Accreditation Committee Tests Changes to Validation Procedures
“In the past, AGRSS auditor Orion Registrar Inc. has notified the validation review board about any non-compliance
issues, and the shops have had to submit
paperwork to show that they’ve resolved
the noncompliance,” says accreditation
committee chair Jean Pero of Mygrant
Glass. “We found it to be a long process
with lots of time and paperwork involved.”
However, three random
clusters will utilize a new
process this year, in which,
in the case when a noncompliance is found, the validators will schedule a follow-up
visit to make sure the noncompliance is corrected.
“We’re working to build in
a return of the auditors to
see if the non-compliance is
corrected,” says Pero. “We
The Accreditation Committee is testing several hope this will streamline the
process a bit, and will cut
new validation enhancements this year.

Several alternative audit procedures
will be utilized in the Auto Glass Replacement Safety Standards (AGRSS)
Council Inc.’s third-party validation review program this year, in an attempt
to test the efficacy of each. These will
be tested on three randomly selected
clusters this year, according to information from the AGRSS Council Inc.
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down on unnecessary paperwork.”
The group also is trying out a method
in which training sessions will be provided for any AGRSS-registered shops
that wish to attend prior to validation.
“AGRSS will go in six weeks earlier and
offer training and information on the validation process,” says Pero. “Such training will be open to all registered shops.”
This year, the Council will try these
methods on three clusters—two will utilize the reformed noncompliance option,
and one will undergo a validation review
that includes both options.
“AGRSS is not a ‘gotcha’ organization,” says Pero. “The goal of the AGRSS
Council is to raise safety throughout the
industry, and we want to bring everyone
along with us.”
She adds, “Our real goal is to advance
our compliance rates and increase safety.
We’re trying to see if these changes help
with this.”
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those cases where a NAGS number
does not exist, [we] will request a new
NAGS non-PAAS number that we can
properly use to identify our glass replacement products.”
“We were very pleased to see the
AGRSS Standard work in such a positive way. It requires that any unsafe
conditions be brought to the manufacturer’s attention for correction,” says
AGRSS Council president Debra Levy.
“This safety-conscious manufacturer
was appreciative of the notification.
■
The system worked.”
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No matter where you grow, there we are.
Our new enterprise software
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106 W. Tolles Drive, St. Johns, MI 48879
800-541-2593
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Quest is an impartial program administrator. We do not manufacture, distribute or install glass. Any repair
or replacement facility that is willing to accept the pricing and program parameters of our insurance
carrier clients is welcome to participate in our programs.
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Price Points

competitive pricing and stats

2010 Smart Fortwo

F

OR ITS RECURRING PRICE POINTS DEPARTMENT, AGRR™ SURVEYED
five major cities in the United States for the windshield replacement on
a 2010 Smart Fortwo (two-door coupe without rain sensor). As usual,
the companies were told that insurance will not be involved and the customer wishes to pay for the windshield out of pocket.
AGRR also asked shops to break out parts and labor. When available, this is noted below. In some cases, shops were not willing to
provide the breakdown and this is noted accordingly. (See related
story on page 12 for detailed instructions on replacing this windshield, and see repair prices on page 36.)

NAGS Part No.: FW02953 GTN
3.6 Labor Hours (calculated at $40 per hour)
NAGS Part Price: $481.70
NAGS Total: $625.70
Atlanta, Ga.

Shop #1
Shop #2
Shop #3
Shop #4
Average
Median

Total
Price

Glass
Price

Labor

$305.00
$426.90
$350.00
$295.00
$344.23
$327.50

$100.00
$313.11
$200.00
N/A
$204.37
$200.00

$205.00
$95.00
$150.00
N/A
$150.00
$150.00

Boston, Mass.
Glass
Percentage
Percentage off NAGS
off NAGS
Total
-79.2
-35.0
-58.5
N/A
-57.6
-58.5

-51.3
-31.8
-44.1
-52.9
-45.0
-47.7

Shop #1
Shop #2
Shop #3
Shop #4
Average
Median

Glass
Price

Labor

$405.00
$485.00
$455.00
$370.00
$428.75
$430.00

$305.00
$385.00
$300.00
N/A
$330.00
$305.00

$90.00
$100.00
$155.00
N/A
$115.00
$100.00

Chicago, Ill.

Shop #1
Shop #2
Shop #3
Shop #4
Average
Median

Total
Price

Glass
Price

Labor

$265.00
$260.00
$225.00
$360.00
$277.50
$242.50

$180.00
$180.00
$130.00
$260.00
$187.50
$180.00

$85.00
$80.00
$95.00
$100.00
$90.00
$90.00

Shop #1
Shop #2
Shop #3
Shop #4
Average
Median

20

Glass
Price

Labor

$290.00
$385.00
$450.00
$381.16
$376.54
$383.08

N/A
$215.00
$302.75
$266.53
$261.43
$215.00

N/A
$170.00
$147.25
$114.63
$143.96
$147.25

AGRR May/June 2011

-36.7
-20.1
-37.7
N/A
-31.5
-36.7

-35.3
-22.5
-27.3
-40.9
-31.4
-31.3

Las Vegas, Nev.
Glass
Percentage
Percentage off NAGS
off NAGS
Total
-62.6
-62.6
-73.0
-46.0
-61.1
-62.6

-57.6
-58.4
-64.0
-42.5
-55.6
-61.2

Total
Price
Shop #1
Shop #2
Shop #3
Shop #4
Average
Median

Glass
Price

Labor

Glass
Percentage
Percentage off NAGS
off NAGS
Total

$400.00
N/A
N/A
$165.00
N/A
N/A
$354.00 $260.00 $94.00
$300.00 $245.00 $55.00
$304.75 $252.50 $74.50
$327.00 N/A
N/A

Sacramento, Calif.
Total
Price

Glass
Percentage
Percentage off NAGS
off NAGS
Total

Total
Price

N/A
N/A
-46.0
-37.7
-47.6
N/A

-36.1
-73.6
-43.4
-52.1
-51.3
-47.7

National Results

Glass
Percentage
Percentage off NAGS
off NAGS
Total
N/A
-55.4
-37.1
-44.7
-45.7
-55.4

-53.7
-38.5
-28.1
-39.1
-39.8
-38.8

Total Price

Glass
Price

Glass
Percentage
off NAGS

Percentage
off NAGS
Total

National
Average

$346.35

$242.83

-49.6

-44.6

National
Median

$357.00

$260.00

-46.0

-42.9

*For columns with N/As included, only the data available was averaged.
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“The Largest
Independent
Distributor of
Automotive Glass
in the Nation”

Why Use Mygrant Glass?
•
•
•
•
•

Independently Owned
Easy to Use Online Ordering
New Paperless Invoicing
The most extensive inventories available
We won’t compete with our customers, we
don’t own or operate any retail facilities
• Export and Bulk Order Capabilities

Locations in 23 States!
Alabama
Arizona
Arkansas
California

Colorado
Connecticut
Florida
Georgia

Idaho
Illinois
Maryland
Massachusetts
Minnesota

www.mygrantglass.com
866-965-5084
Nevada
New Mexico
North Carolina
Ohio
Oregon

Silver Sponsor of Auto Glass Week™ 2011

Pennsylvania
Tennessee
Utah
Virginia
Washington

Zoom Fit
© 2011 AGRR Magazine. All rights reserved. No reproduction
of any type without expressed written permission.

Contents

Search

+

–

Archives

I<
E-Mail

<

>

Subscribe

Just In …
AGRR™’s Second Annual New Products Guide
re you looking for a new adhesive,
or a new tool to ease removal of
some of the newer, more tightly
placed windshields? If so, you’ve come to
the right place. Read on for a look at the
newest launches.

A

REMOVAL TOOLS
Equalizer Launches
Wire Removal Tool

cials say the tool is user-friendly and
only requires a few simple steps.
Each kit comes with one single-spool
winch, one double-spool winch, one
wire roll (approximately 2,300 feet in
length), four plastic protective shields,
one wire starter, one wire guide, one
ratchet, one long ratchet extension, one
short ratchet extension, one set of ten
guide pins and needles, one installation
stick, one pair of safety glasses, one pair
of safety gloves, and one tool pouch. All
items come in a handy plastic case, according to the company.
85 percent American-made parts and
❙❙➤ www.equalizer.com
fasteners, according to the company.
❙❙➤ www.glassbot.net

Nelson Releases
MK II Glass Bot™

Make It Quick

Nelson Marketing officials say they
have completely redesigned the frame
The Roll Out 2000 from Equalizer® and components on the Glass Bot™ to
was designed to allow technicians to minimize the number of parts as well
The Ultraremove windshields without damaging as speed production. The MK II Glass Wiz® quick revehicles’ pinchwelds. Company offi- Bot™ is hand-built in California from lease long knives allow technicians to
change blades without changing
tools, according to tool manufacturer
A.N. Designs Inc. To change blades, a
ADHESIVES
technician must simply roll his
thumb back over the tool’s safety
Get an Edge™
catch while pushing down on the reShat R Proof Corp. has introduced a new primerless auto glass
lease lever, allowing for a quick readhesive that features high viscosity, quality decking and a Unilease of the blade.
versal Modulus rating for use with vehicles that require a high❙❙➤ www.ultrawiztools.com
modulus adhesive. The SRP Edge™ auto glass adhesive offers

crash test validated safe drive-away times of three hours at 70
degrees Fahrenheit on vehicles with dual airbags, according to
the company.
“The SRP Edge is a product we are all very excited about,”
says David Osland, vice president of marketing. “It allows us to
participate in certain segments of the auto glass market that
we haven’t been able to in the past, especially with such a high
quality product. The other built-in advantage is if you don’t
scratch the pinchweld or run into any other complications, you
don’t need to use any primer when following SRP’s written comprehensive instructions. It can be used completely primerless in
many instances.”
SRP Edge is available in both 310-ml cartridges and 600-ml
sausage packs.
❙❙➤ www.shatrproof.com
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Extend Your Reach
with New BTB Tool
BTB Tools officials say the versatility
of the company’s new WK10HD auto
glass removal tool ensures safe removal
of any bonded glass from any vehicle.
The tool was designed to specialize in
challenging glasses such as deep-dash
windshields, back sliders, tight-tolerance exposed edge glasses, and safe
bodyshop removals and re-installations without damage to glass, encapsulation or paintwork.
The company also offers an 11-
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Watch Out for the Hornet
The Extractor
has launched a
new tool, the
28-volt Hornet,
which is designed to remove a windshield in less than four minutes without damage to the windshield, vehicle or installer, according to the company.
The Hornet is powered by a 28-volt lithium-ion battery and comes complete
with a 120-volt battery charger, two delta blades, a plastic tool box/carry case,
multilingual video on CD-ROM, safety glasses, and a plastic water bottle.
❙❙➤ www.extractortools.com

blade toolkit that includes
blades with precise cutting depth
control to cut from inside or outside
the vehicle, long blades for deep-dash The LVAA is a metal-clad plunger that
emits a warning tone if vacwindshields and BTB’s winged antiuum levels drop below acscratch pinchweld trimming blades.
ceptable levels. The familiar
The tool is being distributed in the
red-line indicator is still
United States by Equalizer Industries.
present, but with the new
❙❙➤ www.equalizer.com
LVAA plunger, a 70-dBa au❙❙➤ www.btbtools.com
dible warning alerts the user
and others nearby whenever
HANDLING SYSTEMS
the red line on the plunger
begins
to slow due to vacLow-Vacuum Audio
uum
loss.
Alarm Available on
Powered by one AAA
Powr-Grip® Hand Cups
battery, the warnA low-vacuum audio alarm
ing alarm has
(LVAA) is now available for
been incorpomost Wood’s Powr-Grip Nrated into the
Series vacuum cups, as well
plunger assemas the LJ6VH vertical hanbly, making it comdle, according to the company.

MOULDINGS
Get Universal
Precision Replacement Parts has a
new line of universal mouldings.
“We’ve listened to our customers
and developed a line of mouldings
that performs well in all temperatures
and climates,” says Don Penza, Precision’s quality manager.
The universal moulding line consists of conventional, underside and
cavity-style mouldings in a variety of
sizes.
❙❙➤ www.prp.com

www.agrrmag.com
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patible with many different models of
Wood’s Powr-Grip hand-held vacuum
cups. Company officials say that
alarm operation is as simple as that of
a standard hand cup, and that the
system automatically turns the alarm
on and off as necessary, so no user intervention is required.
The LVAA is available both as a
stand-alone component for current
owners of Powr-Grip vacuum cups,
and pre-installed on the company’s
N-Series hand-held vacuum cups.
❙❙➤ www.powrgrip.com

HEADLIGHT RESTORATION
Get Clear: Gclear™
GlasWeld’s new Gclear™ headlight
restoration system
features an original
equipment manufacturer
(OEM)
coating and ultraviolet (UV ) curing
process that restores headlights to
their original clarity
quickly and easily. The company’s proprietary UV coating has been developed with an automotive OEM supplier, and, when used with GlasWeld’s
frequency-tuned UV curing lamp procontinued on page 24
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Just In …
continued from page 23
while maintaining comfort and quality, Delta Kits Re-Designs
you have an industry that must look for Bridge Assembly
new solutions to design more efficient
Delta Kits has made several advancevehicles.”
ments to its windshield
❙❙➤ www.saflex.com/solar
repair system,
including a
re-design of its
WiNDSHielD rePAir
bridge assemblies to feature
Surface Dynamix
new locking
Introduces Windshield
and adjusting
Repair Droid Line
features for
increased durability and ease of
use, according to the company.
In addition, Delta offers the Spring
Hammer, which includes a steel probe,
depth gauge for drilling, and a pre-tensioned spring hammer that will allow
technicians to create the mini bullsiNTerlAyerS
eyes needed for long crack repair.
❙❙➤ www.deltakits.com
Solutia Debuts
Solar Interlayer
Surface Dynamix has introduced a
Solutia Inc. recently introduced the new line of windshield repair tools A D H e S i V e S
Saflex® S series advanced solar ab- called Windshield Repair Droids. The
sorbing interlayer for the auto glass company says its new DynaVac Droid Sika Launches
is equipped with a dynamic piston SikaTack®-ASAP+
market.
“Global environmental regulations thread that speed the cycling of vacSika Corp. has added SikaTrequire the automotive industry to uum and pressure, along with a ack®-ASAP+ to its product line.
meet more stringent CO2 emissions thread-less mounting design that sets The company’s latest adhesive
standards as soon as 2012,” says Wing seal pressure automatically. In addi- replaces the company’s SikaTKwang, global automotive business di- tion, company officials say its DynaDry ack®-ASAP product as it is allrector in Solutia’s Advanced Interlayer vaporizer removes moisture in the in-one-modulus, non-conducDivision. “Combine that with the grow- damage before the repair begins with tive and maintains a safe drive
ing number of consumers interested in only a small amount of heat.
away time of as little as 45 min❙❙➤
www.surfacedynamix.com
utes,
according to the company.
reducing their environmental footprint
The adhesive also can be used
in all weather conditions and
Annihilate Chips with GlassPro
on
all types of vehicles.
The Annihilator windshield
❙❙➤ www.sikaindustry.com
repair system from GlassPro
❙❙➤ www.noshortcutstosafety.com
Systems is designed to retain

vides a hard, durable, long-lasting finish, according to the company.
The Gclear System features a simple, three-step restoration process:
clear, coat, and cure. The first step
completely removes the oxidized coating from the headlamp to clean and
prepare the surface. The second step is
applying the aerosol OEM UV coating
with a sweeping motion across the
headlight. The third step is to cure the
headlight with the frequency-tuned
UV curing lamp for a complete, flawless coating.
Gclear is available in a variety of
configurations and price ranges depending on equipment needs.
❙❙➤ www.glasweld.com/gclear

resin in its injector until the air
within the break has been extracted. To use the tool, the injector is lowered toward the
windshield seal, which isolates
a vacuum within the break, and
resin then is injected directly
into the evacuated break without ever breaking the vacuum. Company officials say the tool works quickly and provides quality repairs.
❙❙➤ www.glassprosystems.com
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briefly …
Mygrant Glass Co. has announced
that it has instated a paperless invoicing system, in an effort to streamline
efficiency for customers and be more
environmentally friendly. Through the
new system, all Mygrant invoicing is
now available via email.
■
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Registration is now open
to attend and/or compete.
Early-bird discount rate ends May 31st so register now
at www.autoglassweek.com/register and save $40 per employee!

September 15-17, 2011
Memphis Marriott Downtown and
Memphis Cook Convention Center
Memphis, Tenn.
www.autoglassweek.com
540/720-5584

Click on the image
above to view the
latest videos about the
upcoming event.
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Inspection
Rejection
Industry Feels
Impact of
Inspections
by Insurers
by Katie Hodge

nspections have become a hot
topic for the auto glass industry
the past few months. Some insurance companies have begun implementing random inspections of
broken auto glass prior to authorizing
work to ensure that a repair or replacement is necessary. Some say alleged cases of fraud sparked the idea
for inspection programs and companies such as American Family, GEICO
and USAA reportedly all have implemented versions of these inspections.
“Basically we started this program
because we received feedback from
our members that some of them felt
like they were coerced or pressured to
make glass claims when, in reality,
there may not have been any damage
to their glass,” says USAA spokesperson Rebecca Hirsch. “…We enacted
this to protect our members from any
fraudulent activity.”

I

What is the NICB?
The National Insurance Crime Bureau (NICB) is an organization whose purpose is to fight cases of fraud and crime in regards to insurance. The NICB website states that the organization, “is a
not-for-profit organization that receives support from approximately 1,000
property/casualty insurance companies. The NICB partners with insurers and
law enforcement agencies to facilitate the identification, detection and prosecution of insurance criminals.”

26

AGRR May/June 2011

Safelite Solutions officials, who in
many cases send Safelite AutoGlass
technicians to do the inspections, also
say the inspections are beneficial. During a recent hearing related to an Arizona bill, Safelite corporate counsel
Brian DiMasi said that insurance companies have seen significant drops in
the number of claims since implementing the inspection programs.
“…We can see when the inspections
went in place on August 1 in Arizona,
the number of claims, and after 30-6090 days it fell off a cliff,” he says. “We
can see from the raw data that claims
dropped.”
Safelite has even promoted the alleged benefits of inspections to insurers, through such methods as a recent
article in Claims Advisor.
“To date, pre-inspection programs
have been implemented by several insurers in the following states: Arizona,
California, Florida, New Jersey, New
York, North Carolina, Texas and Virginia. Preliminary data from these
pilot programs show a significant drop
in questionable claims and customer
complaints,” writes Safelite vice president of client sales support Peter
Pearson in the article. “Depending on
the work to be performed (repair or re-
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“The inspections slow us down and make
our customers mad. They don’t want to take
hours out of their day and have
to make three appointments.”
— J i m my N a l e,
F o r e s t C a r Wa s h a n d D e t a i l

placement) and the region of the country, when insurance companies implement a pre-inspection program, the
claims reported by some specific glass
shops are reduced by 50 percent to 70
percent on average.”
Recent reports from the National Insurance Crime Bureau (NICB) about a
surge in “questionable” auto glass claims
also are being used in the case for inspections (see related story in March/April
AGRR™ magazine, page 18).
“It’s not rocket science but it’s profoundly effective when you look at the
inspection process and when you see
the NICB investigation, and you see
the people at the carwashes, at the gas
stations, and [auto glass shops that are]
knocking door-to-door,” says DiMasi.
Insurance companies and third-party
administrators aren’t the only ones who
say they’ve seen a recent increase in
auto glass fraud. Some auto glass shop
representatives are seeing it, too.
“In the last five to ten years I have
seen several glass companies come
rolling through my door promising
the world and not doing anything,”
says Jason Ladewig, co-owner of Forest Car Wash and Detail in Dallas,
whose company does windshield repair work. “I have seen my share of
shabby, untrustworthy people coming through here wanting to fix people’s windshields so I can see why
USAA and some of the others are
wanting to take a little bit more control over what is going on. I bet they
are paying out a lot of claims that
don’t need to be paid.”

www.agrrmag.com
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How It Works
The insurance companies that
have implemented inspections have
chosen glass repair and replacement
powerhouse, Safelite Solutions, in its
role as a third-party administrator to
handle the inspections in some
cases. In turn, Safelite technicians review the damage.
“The insurance company will,
based on customer data, look at certain glass shops and see spikes in
claims and determine we want to
inspect the vehicle,” says DiMasi.
“So we always honor customer
choice, the scripting allows the insured to pick a glass shop of choice,
and the insurance companies likewise have the right to pre-inspect
any vehicle they want for any
claim, but that’s the insurance
company’s prerogative.”
Not all inspections are done in
person.
“The way it works is some of
the inspections are done over
the phone. We’ll ask the policyholder to go out and
look at the windshield,” says DiMasi. “Can you
cover the damage by a dollar bill?
We’ll have a policyholder verify it over
the phone. Other times the inspector Inspector Who?
will go out, look at the glass, and then
While some understand the frustrasimply call it in to the insurance com- tion surrounding possibly fraudulent
pany glass program to Safelite Solu- repairs, others still fear a negative imtions and say ‘yes there is damage and pact from the inspections. For many
it’s approved for replacement or repair’ and life is good.”
continued on page 28
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Inspection
Rejection
continued from page 27
see if they needed work on their auto
glass. Smith ultimately left the company, but he claims that American
Family required an inspection of almost every job. (Attempts to reach
Glass Service Center for comment had
been unsuccessful at press time.)
While Smith thinks his former employee deserved to be inspected, he
still thinks inspections can be dangerous for many auto glass shops.
“Safelite, whom we thought was just
trying to drive traffic away from us, was
handling inspections for American
Family and they were flagging us on almost every call and would tell the customer that they had been chosen for a
random inspection,” says Smith.
“They would tell the customer that
it was random, but it was not random
at all. I think that it could be a way to
hold up business so that another business can move in and the customer
can be steered to them. I was led to believe that sometimes,” he adds.
“Instead of just an inspector, they
are sending out Safelite and they are
telling the customer not to let our shop
do the repair, but to let [Safelite] fix it
on the spot right there,” says Jimmy
“The insurance
Nale, co-owner of Forest Car Wash
companies likewise
and Detail in Dallas. “It’s annoying
have the right to preand making customers mad bei n s p e c t a n y v e h i c l e t h e y cause they come in here looking
for a convenient, quick service
want for any claim, but
and instead it’s turning into a
that’s the insurance
long, drawn-out ordeal.”
One Arizona shop owner who
c o m p a n y ’ s p r e r o g a t i v e. ”
declined to be identified says he
—Brian DiMasi,
has had at least one customer fall
Safelite corporate
victim to an alleged steering attempt.
counsel
“We had one GEICO job we lost to
Safelite when the Safelite installer went
w o rk out to do the ‘random inspection’ and
in a unique conveniently had the glass for that vepart of the industry. hicle on his truck,” he says. “The cusHe was an operator at a tomer [told me], ‘the installer told me
call center, Glass Serv- the insurance company sent him out
ice Center in Scotts- to inspect the vehicle’s damage and he
dale, Ariz., which had my windshield on his truck if I
would call previ- would like him to install it right now.’
ous customers to Unfortunately it was a new customer
auto glass companies the choice
of inspectors—Safelite technicians—has further frustrated an
industry plagued by alleged steering issues with third-party administrators and their related glass
installation companies.
“I think the main problem is that
they designated one company to ensure everyone else is being honest and
no one is policing that one company,
which is Safelite,” says Ladewig. “USAA
is putting all their eggs in Safelite’s basket. For us, that is horrible because
there are people out there that need
windshields fixed and people are just
going with the Safelite reputation.
While I’m not implying that Safelite is
talking poorly about us, they are definitely trying to steal our business, and
because of these inspections, we are
now basically referring people to Safelite and that is the frustrating part.”
Brian Smith, sales manager for The
Auto Glass Guy in Warner Robbins, Ga.,
used
to
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to us and she had it done right then
due to her busy schedule.”
Safelite officials, however, have denied that steering is an issue when it
comes to inspections.
“It’s a lot easier to allege than it is to
prove,” commented DiMasi. “We don’t
go out to any inspection with a piece of
glass, ready to snatch it away...”
USAA spokesperson Rebecca Hirsch
also agrees that steering is not an issue.
“ … I do want to emphasize again
that we respect member choice,” adds
Hirsch. “If damage is found, our members are free to choose their own auto
glass shop provider.”
(Attempts to reach GEICO and American Family Insurance for comment had
been unsuccessful at press time.)
In some cases, according to Nale,
steering isn’t the only problem. He says
he’s also observed a classic case of the
bait-and-switch method occur, too.
“In one instance, Safelite showed up
with a whole windshield for the car
that just had a chip and suggested to
them that they get a new windshield,”
says Nale.

Hurry Up and Wait
Potential steering issues aside, some
auto glass shops are reporting that its
customers also are having to wait
much longer than in the past. According to Nale and Smith, it has not been
uncommon for consumers to wait days
for the inspection and repair to be
completed.
“What used to be a simple phone
call to let them know how many chips
we are fixing, where it is being done,
and the pricing. Now, all of the sudden,
it’s different. They are telling me not to
do the repair because they need to set
up an appointment to send out an inspector to make sure that the windshield really does need to be repaired,”
says Nale.
“There are some companies out
there doing shady work that give those
of us doing good, honest work a bad
name,” adds Nale. “However, the in-
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spections slow us down and make our
customers mad. They don’t want to
take hours out of their day and have to
make three appointments. It is just an
inconvenience to the customer.”
“We would sometimes wait two to
three days and we would get in contact
with the insurance company and they
would say that they hadn’t made the
appointment yet or didn’t get in touch
with the customer yet,” adds Smith.
Safelite officials claim that the inspections are being done in a timely
manner, though.
“There’s no set period of time,” said
DiMasi. “…Typically what happens is
when a claim gets called in, the [insurance company] says [it’s] going
to exercise [its] right for an inspection, and usually within a day or
two, very very quickly … the inspector goes out to determine if
there’s glass damage.”
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Bond in Grand Junction, Colo., says his
shop has had requests for inspections a
few times with claims involving The
Hartford. In these cases, Campfield
says that the CSR has asked whether
the repair has already been done.
“[The CSR] asked [the customer] if
[the glass was] repaired yet or not, then
they stated that the damage might
have to be inspected by Hartford,” says
Campfield, who observed the conversation as

E-Mail

the customer
called the insurer from his
shop, utilizing a speaker phone.
“The consumer told [the CSR
that he was] at the shop and
wanted the repair done then.”
Campfield ended up
being able to complete the
work without an inspection.
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While it’s uncertain how long the inspection programs may last, Ladewig
says perhaps there is no good solution
for the issues that the industry has had
with fraud.
“Those of us doing windshield repair honestly are paying the price with
these inspections. Is there a way to set
up the system to be fair? There isn’t really a solution,” says Ladewig. “If
someone is trustworthy they are going
to only do a job that needs to be done.
It’s just a bad situation and I don’t really see a way where everything can
be fair for everyone.”
■

◗

Best Defense
Despite frustrations with possible
steering and delays, some auto glass
companies still attempt to ensure that
inspections don’t cause them to lose a
job. According to Nale, educating the
customer before the inspection seems
to help maintain his/her original
choice of shop.
“One of the Safelite technicians did
argue with one of my customers and
tell them that they could get the job
done now and it would be more convenient, but since I coached my customer they just shot Safelite down,”
says Nale.
Some auto glass companies say they
have waited to report a job to the insurance company until the work is done.
“The last couple USAA claims I
called in were after the repair was
done,” says Nale. “I just tell them that I
need to turn it in and that tends to
make it go through because they can’t
argue with me about the repair then.
You can’t re-repair something that has
already been done.”
Rich Campfield, owner of Ultra

–

Katie Hodge is an assistant
editor for AGRR™ magazine.

“Those of us
doing windshield
repair honestly
are paying the
price with these
inspections.”
—Jason Ladewig,
of Forest Car
Wa s h a n d
Detail

Future Findings
While insurance companies
and Safelite, in its role as a thirdparty administrator, have promoted
the positive effects of inspections,
the future of programs like these remains to be seen.
“We only recently enacted the
program and are still evaluating it, so
we haven’t made a determination yet
as to whether or not to extend it,”
says Hirsch.
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The Customer of
is …
the

Future

Auto Glass Week™
Speaker to Focus on
Your Future Customer

W

hat does the auto glass customer of the future look like?
To whom are you marketing
on a daily basis? While some might debate whether the industry should be
marketing to consumers or the insurance industry—or both—one thing is
for certain: the cash auto glass market is
growing. With such growth comes a
need to market to consumers of all
shapes and sizes. Renowned multicultural marketing and business trends expert Kelly McDonald will speak about
just that at the upcoming Auto Glass
Week™ event (See box below for details
on her sessions.)
Auto Glass Week is scheduled for
September 15-17 in Memphis, Tenn.
See box at right for details.
McDonald’s session, “Understanding the Customer of the Future,” will
take a look at the changing demographics of the United States, along
with necessary marketing changes
required by such shifts.
McDonald, who has spoken to many

Increase Your Marketing Know-How
Renowned multicultural marketing and business trends
expert Kelly McDonald will hold two sessions during Auto
Glass Week™. The first, “Understanding the Customer of the
Future,” will take a look at changing market trends and who
your customer is. She’ll discuss how to build business with
potential customers that aren’t like you.
The second session will be held in a workshop format
and will be called “How to Market to Your Future Customer.”
McDonald will provide marketing tactics through role playing exercises, and attendees will gain a better grasp on how to prepare to reach
future customers in a manner to which they will respond.

major groups including Toyota, Sherwin-Williams, Harley-Davidson, State
Farm Insurance, Mattel, AAA Travel,
and BlueCross BlueShield, recently
took the time to speak with AGRR™
magazine about her work in this area.
AGRR: How did you come to study
this topic?
McDonald (KM): I am a marketing
and advertising person, and before I
started my own company I spent 25
years working for some of the top ad advertising, you’re duty-bound to keep
agencies in the country. When you’re in your fingertips on the pulse of the marketplace. That doesn’t just mean your
Pre-Register Today to Receive Discounted Registration competition but also consumer trends.
It’s really important to not only keep up
Pre-registration is now open online for Auto Glass Week™ 2011. This year’s
with demographic changes but also to
unprecedented event will bring together the Auto Glass Replacement Safety Stankeep up with what those changes mean.
dards (AGRSS) Council Inc., the Independent Glass Association, the National Glass
AGRR: What types of changes do you
Association and the National Windshield Repair Association. In addition, AGRR
expect to discuss?
magazine’s Pilkington Clear Advantage Auto Glass Technician Olympics (AGTO)
KM: Some of the key trends I want to
and the Walt Gorman Memorial Windshield Repair Olympics (WRO) also will be
discuss is what the 2010 census shows
held, along with the International Winus. The big news recently has been
Click on the dow Film Tint-Off and Conference™. The
about the Hispanic population. One in
image at left to event is managed by AGRR magazine.
All of the groups will meet Sep- 10 people [in the United States] is Spanview the latest
ish-speaking. What does that mean for
videos about tember 15-17 at the Memphis Cook
business? Also there have been trementhe upcoming Convention Center in Memphis Tenn.
dous shifts in geography. People are
Visit www.autoglassweek.com to
event.
moving from rural areas into the cities.
pre-register today.
What do you do to prepare your busi-
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Get Booked!
ness for that shift? Some of the
customers you’re used to having
might not be there any more.
Other demographics also are crucial, such as the aging of the population, and questions such as, “what
do young people want?” Do they only
want to be communicated with by text?
There’s no average consumer today, and
businesses are going to have to adapt.
AGRR: What do you usually hear
from people who leave your seminars?
KM: They love it. Everyone sees the
changes around them, but they don’t
know what they need to do to change
their businesses to adapt to the
changes. You can look around and see
that young people are constantly using
their phones but they’re not talking on
them. Changes like these make you
ask, what do I need to do from a business standpoint? How do I stay profitable and competitive?
I’ve never presented this informa-

www.agrrmag.com

tion where people weren’t completely
riveted, and stuff like the census is a gift
that only comes once every 10 years.
My thought is, how can you serve
the local community if you don’t know
who the local community is? Be
smart—pay attention to the demographics around you and use this information to serve customers better
because every business is local.
■

>I

Discounted rooms for Auto Glass
Week™ are available at the Memphis
Marriott Downtown, which is connected to the Memphis Cook Convention Center via a covered
walkway. The discounted room rate
is $99 plus tax per night. Rooms can
be booked by calling 888/557-8740
and mentioning that you are with
Auto Glass Week. You also can book
online by clicking on the hotel tab
at www.autoglassweek.com.
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In or Out?

Industry Debates the Role of
Insurers in Windshield Repair

f o cus

on

REPAIR

by Penny Stacey

T

he struggle between the auto a retail operation based in Durango,
glass and insurance industries Colo., agrees, pointing out some of the
is not a new one. Whether it’s an issues that the insurer-auto glass inissue of alleged steering, billing prob- dustry relationship has fostered.
lems, paperwork, or the new inspec“Our courts and government are too
tion issue (see related story on page 26), broken to enforce the laws that protect
a rift has always existed between these the consumer and small businesses
two interests. Based on this, it may have when big insurance is involved,” he says.
Some believe that without the
been no surprise for some to see a sugJeff Wurst, owner of Crackmaster
involvement of the insurance
gestion from National Windshield Re- Windshield Repair in Redding, Calif., has
industry, direct access to
pair Association (NWRA) president mixed views on the topic. “Insurance
consumers might be more
Kerry Wanstrath (also of Glass Technol- makes it easy for the customer to get the
readily available.
ogy) in January/February AGRR™ mag- repair done, but insurance has too much
azine that perhaps the insurance to do with the controversy of steering erating condition.”
Charles Parker of ACTION Windindustry should exit the auto glass in- and conflict of interest that restrains my
shield Repair in Harrison, Ark., argues
dustry (see story on page 36 of the Janu- trade,” he says.
ary/February issue).
that the involvement
Wanstrath likened auto “ T h e r e i s a l o t o f l e g i t i m a c y l e n t of the insurance inglass repair and replace- t o t h e w i n d s h i e l d r e p a i r i n d u s t r y dustry in an auto
ment needs to a mainteclaim also can
w h e n t h e i n s u r a n c e c o m p a n y i s glass
nance issue, and compared
help promote windwilling to foot the bill.”
it to the tire industry. “Do
shield repair.
people stop getting their
“Admittedly
out
—Charles Parker, ACTION Windshield Repair
tires repaired when they get
here in the field there
a nail or flat?” he asked. “Of course they Objection …
is a lot of legitimacy lent to the winddon’t. There is lots of life remaining in
However, there are several indus- shield repair industry when the insurthe tire, so you simply fix the affected try representatives who prefer the ance company is willing to foot the bill
area and you are good to go. I see no real status quo—and would like to see the [for the customer], and they connect
difference in a windshield.”
auto glass industry’s longstanding re- you with your customers,” says Parker.
He also argues that, if insurers lationship with the insurance indus- “There’s a lot to be said for that.”
Some also point out that an insurer
stopped covering auto glass in their try continue.
automotive policies, the industry
In fact, AGRR™ magazine received exit from the business could make
would have more direct access to the and published a letter to the editor in things difficult for those who rely
consumer. “I truly believe most (if not March/April 2011 (page 22) about this mostly on insurance work.
all) independent shops would be bet- very topic from Phoenix-based Fas“I think that if auto glass wasn’t covter off and have better market access to Break Inc. chief executive officer Kerry ered by insurance a lot of the smaller
the real customer (the person who Soat, who claims the insurance issue repair and replacement companies
owns the car on which you are work- has a safety component. “Insurance that survive primarily on insurance
ing) if all insurance companies exited companies offer glass coverage for the work right now would close their doors
the auto glass repair and replacement windshield because it is part of the ve- immediately,” says Eugene, Ore.-based
industry,” he writes.
hicle’s safety features,” he says. “A bro- Delta Kits Inc. president Brent Deines,
Ultra Bond president Rich Camp- ken windshield makes for an unsafe who for many years operated his own
field, whose company manufactures a vehicle, and an insurance company glass shop. “That’s certainly something
windshield repair system and also has aims to keep your vehicle in a safe op- I don’t want to see. I do think there are
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Nagging Networks

Many today already are paying for
their own auto glass claims, due to
both high deductibles for replacements—and the fact that some insurers, including State Farm, have ceased
waiving deductibles for windshield repair. State Farm first announced the
decision to stop this practice in April of
2005—more than six years ago.
“We all should be promoting the
safety aspects of windshield repair to
the insurance industry, along with getting State Farm to reverse their decision
regarding waiving deductibles for repairs, rather than trying to avoid deal-

www.agrrmag.com

ing their windshields repaired and
maintained,” he says.
Wanstrath agrees. “Since State
Farm stopped waiving the deductible
for repairs, have State Farm customers stopped repairing their windshields? That has not been our
experience,” he says.
Deines says when insurers make
such policy changes, it’s up to windshield repair business owners to adapt
accordingly—and without that change
business likely will suffer. “I think that
initially a large portion of our customers
panicked [when State Farm stopped
waiving deductibles for windshield repair],” he says. “Some of them went out
of business immediately, but the vast
majority stuck it out and adapted their
business models for that change.”
He adds, “We always instruct our
customers that they need to be flexible
and look ahead and don’t expect
things to always be the same. Don’t
put all your eggs into one basket. If
your business is all about insurance,
■
you better have a Plan B.”

◗

Penny Stacey is the editor of AGRR
magazine.

Calling All Readers
What do you think about this
issue? What are your top issues as a
windshield repair business? Please
e-mail pstacey@glass.com.
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The Deductible Issue

ing with the issues at hand,” says Soat.
State Farm officials have said that
waiving deductibles for windshield repair never was meant to be a permanent
program, though—and that the program
only was put into place to help increase
consumer awareness of the service.
“It was never our intention to waive
deductibles forever,” said State Farm’s
Bob Bischoff, who then served as national glass claims manager for the
company, during a 2008 industry
meeting. (At press time, State Farm officials had not responded to requests
for comment on whether this policy
might be considered again.)
But Parker says even now he’s still
feeling the effects of the six-year-old
decision. “My State Farm business is
about half of what it was,” he says. “A
lot of them are willing to pay, but a lot
of them are not. A lot of them are willing to wait and let it bust out.”
Wurst, however, says he thinks
many insureds still are happy to pay for
windshield repair—despite the deductible issue.
“I still get a fair number of State
Farm customers, even though they
quit waiving deductibles, who are still
responsible and want to repair their
windshields,” he says.
Wurst estimates that approximately
80 percent of customers still will pay
for a windshield repair out of pocket.
“People are still concerned about keep-

on

enterprising entrepreneurs out there
with flexibility who would go on, but
certain people are going to suffer.”
In states that don’t require annual
safety inspections, without the help of
insurance, consumers might not be
bothered by windshield damage,
Deines suggests.
“One concern I have a long those
lines is that consumers if consumers
have to pay out of pocket, many simply aren’t going to have that work
done,” he says. “At least in states where
annual vehicle inspections aren’t required, if people have a choice between having cable TV or living with a
broken windshield, I’m kind of concerned they’d live with that broken
windshield.”

f ocus

While the insurance/auto glass controversy looms large in some circles, some
suggest there’s another, greater issue at hand. Jeff Wurst, owner of Crackmaster
Windshield Repair in Redding, Calif., says he believes networks and third-party administrators, contracted by insurers, are the real the problem in today’s market.
“I think insurance should stay in the business, but get these third-party companies out,” says Wurst.
Wurst has been in the industry since the early 1990s “before the networks took over.”
“It was very easy,” he says. “I’d send my loss report into the main claims area and
I had no problems getting paid for my work. Since the networks took over, I have a
problem getting paid and getting paid a fair price.”
Pricing and billing with the networks also is an issue, he says.
“You have to allow the shops cost-of-living increases and these networks are not
raising their prices at all, and it’s getting more and more restrictive as to what I can
do for the customer,” he says.
However, there’s another side to the coin, according to Charles Parker of ACTION
Windshield Repair in Harrison, Ark., whose business depends on networks for a
great deal of his work.
“We certainly would be spending more money marketing ourselves to consumers
[if networks didn’t exist],” he says.
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Edge Crack Repair: Tools to Use
by Richard Campfield
Editor’s Note: The following is the
second part in a series that began on
page 24 of the November/December
issue of AGRR™ magazine.

W

HY SHOULD YOU REPAIR
cracks? Because your biggest
competitor doesn’t.
In the first part of this article, we discussed the four stresses in the windshield that the resins have to handle.
Following are descriptions of the
tools needed to do a proper, fast and
easy repair and their functions. With
the proper tools an edge crack repair
can be done in just 20 minutes. The
consumer saves money and the
profit on a crack repair is about the
same as a replacement. Here are the
tools you need:
Drill – The point must be drilled
and a bullseye tapped or the point will
not hold.
Bullseye Tapper – Drilling and tapping a bullseye terminates the crack

into a cone-shaped hole, which you
then fill with resin and cure properly.
This stops the crack permanently
both mechanically (by tapping and
drilling the bullseye) and chemically
(by filling with resin).
Suction Cups – The suction cups
you utilize must be of proper durometer and diameter or the crack will
spread while being repaired. Pressure
comes from the suction cups and the
control or lack of control is determined
by the suction cup(s). Suction cups
that are too stiff and too large will
spread the damage.
Threaded Injector(s) – These must
be equipped with a vacuum for the
point and must be able to hold at least
12 drops of resin. The average crack
uses 20 drops of resin. Finely threaded
injectors also provide more control of
resin injection and do not spill or
waste resin.
Tool Structure at the point – This is
a chip repair tool with an injector at the

end so it can be placed close to the second tool.
Crack Repair Structure – You must
be able to slide smoothly along the
crack and have no direct mechanical
pressure over or on the crack so as not
to push the crack closed.
Crack Opener(s) – Size matters with
a crack opener and the wrong suction
cups will spread damage. Size gives
you leverage and a mechanical advantage. The crack opener must open the
crack symmetrically and the suction
cups are the key to doing this. Use
longer (8-10 inches) crack openers
whenever possible, and shorter ones
(5-6 inches) for cracks off the bottom
near the dashboard, because the
longer ones will not fit. Also, using
multiple crack openers for tight cracks
is easier than sliding just one.
Curing Light – Sixty percent of the
repairable crack market is comprised
of cracks between 7 and 14 inches. A
longer light is important, as it saves
time and eliminates multiple cures.

Our Statistics
Following are some graphs that demonstrate the breakdown of the average
crack repair market. —RC

Repairable Crack Market
10% floater
cracks

Percentage of Crack
Repair Market by Length
11%
19 inches
or more

90% edge
cracks

10%
6 inches or less

19%
15-18 inches

60%
7-14 inches

Contamination Matters
In conclusion, length should not be
the determining factor for whether a
crack can be repaired. Rather, contamination is what should be considered—
and almost all cracks less than 14
inches in length have not been contaminated, that is why the Repair of
Laminated Auto Glass Standard (ROLAGS) encompasses cracks 14 inches
or less in length.
■
Richard Campfield is the founder and
president of Ultra Bond Inc. in Grand
Junction, Colo. Mr. Campfield’s opinions are
solely his own and not necessarily those of
this magazine.
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nwra reports

kerry@gtglass.com

Dropping Like Flies
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T

HEY ARE DROPPING LIKE but whatever happened to trust? Our not just one—feel they got a good deal.
flies, but why? I’m sure we have entire country operates on trust. You How are you feeling?
The insurance industry needs to take
all read the news of yet another trust your vendors will provide you with
large, seemly well-run auto glass com- the parts you ordered at the price on a fresh look at the demands they ask of
auto glass industry partners.
pany in trouble. This type of news,
“ T h e r e i s a c o s t t o y o u their
If, in fact, they discover the need to
which we’ve been hearing for the
f o r p e r f o r m i n g a l l t h a t have all these tasks performed so
last five years, seems to have no
that they can feel positively about
end in sight. Surely all these comis asked of you by
the service providers with which
panies can’t be getting into finaninsurance providers.”
they contract to perform service,
cial difficulty as a result of just a
poor economy or the competitive na- which you agreed, and you trust they they should pony up to a point that alture of the auto glass business.
will send them on time. The vendors lows these shops to stay in business.
trust when you receive the parts that the With more being requested everyday,
quantity count you provide is truthful. more compensation should be available
Beyond the Economy
And,
as a supplier, after 27 years in busi- for those tasks. The service provided is
I personally don’t think it’s a result of
those issues. Rather, I believe it goes be- ness we have developed ways to red-flag not just the repair or replacement of a
yond that. The evolution of this indus- customers that might always come up the windshield, but it is the entire
try has more to do with it than the short on products in their orders. You process with all the associated tasks
■
economy at any given time. The control then can put in place systems to watch asked of us.
of the fees for the service we provide, that particular customer’s order. Howthe guidelines for the actual service and ever, you don’t distrust your entire cusKerry Wanstrath is the president of the
the interface for the billing, in my opin- tomer base because of a few.
National Windshield Repair Association.
ion have everything to do with the conI feel insurers have chosen to throw In addition, he serves as president of Glass
tinued headlines of business failures.
everyone into one lot and the burden Technology in Durango, Colo. Mr. Wanstrath’s
There is a cost to you for performing in on us. I was once told that a “good” opinions are solely his own and not necessarall that is asked of you by insurance business deal is when both partners— ily those of this magazine.
providers. Are you able to charge for the
Calling Repair Company Owners and Techs
added labor incurred for all the added
steps you now do just to bill a simple insurance invoice either through a thirdparty administrator or directly to an
insurance company? Are you able to
charge for follow-up for non-payment
or short payment of invoices? Do you
charge for the picture you may take to
verify a pre-existing condition of a job,
whether it be rust, a scratch on the vehicle, a missing part, two windshield repairs instead of the one reported by the
consumer, etc.? Why is it that all these
tasks required by insurers are essentially
Registration is now open for Auto Glass Week™ event in Memphis, Tenn., Sepabsorbed by you, the service provider?
tember 15-17. The event will bring together several industry groups, including the
I realize there is a need for verification
National Windshield Repair Association (NWRA). Visit www.autoglassweek.com to
of many of the services or tasks required,
pre-register at discounted rates, and see page 30 for more information.
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LEGISLATION NEWS

Arizona Governor Signs Anti-Steering,
Inspections Bill into Law

A

RIZONA GOV. JAN BREWER
signed a bill related to recommendations of auto glass service providers by both third-party
administrators and any auto glass “inspectors” they utilize in auto glass
claims into law in April.
The final text of the law permits
third-party administrators to recom-

mend or provide information about
auto glass repair facilities to customers, but requires them “to inform
the person of the person’s right prescribed in Section 20-469 to choose
any glass repair facility for the repair of
the loss relating to motor vehicle glass
at the same time as making the recommendation or providing information.”

INDUSTRY STATS

2010 Smart Fortwo
AGRR™ magazine surveyed five cities in the United States for the price of a
windshield repair on a 2010 Smart Fortwo. As usual, the companies were told that
insurance will not be involved and the customer wishes to pay for the repair out
of pocket. We also advised shops that the damage was a small rock chip on the
passenger side of the windshield. (see “Price Points” on page 20 for replacement
pricing statistics).

36

Atlanta, Ga.
Shop #1
Shop #2
Shop #3
Shop #4
Average
Median

$69.00
$65.00
$60.00
$60.00
$63.50
$65.00

Boston, Mass.
Shop #1
Shop #2
Shop #3
Shop #4
Average
Median

$70.00
$75.00
$75.00
$75.00
$73.75
N/A

Chicago, Ill.
Shop #1
Shop #2
Shop #3
Shop #4
Average
Median

$40.00
$45.00
$35.00
$99.95
$54.99
$42.50

AGRR May/June 2011

Las Vegas, Nev.
Shop #1
Shop #2
Shop #3
Shop #4
Average
Median

$45.00
$45.00
$19.95
$20.00
$32.49
$20.00

Sacramento, Calif.
Shop #1
Shop #2
Shop #3
Shop #4
Average
Median

$49.00
$79.85
$49.95
$59.95
$59.69
$54.95

National Average
National Median

$56.88
$59.98

>I

In addition, the law, which takes
effect in July, also includes the following language related to auto glass
“inspectors:”
“An independent adjustor or a
third-party administrator’s auto physical damage appraiser or claims inspector for automotive glass repair or
replacement work in connection with
an inspection limited to automotive
glass repair or replacement shall not
recommend any particular glass repair facility."
The law specifies that it “shall not
apply to any employee or insurance
producer of an insurer,” and includes a
provision that anyone “who knowingly
violates this section is guilty of a petty
offense for a first violation.”
The legislation defines someone who
acted knowingly as as a person who
“was engaged in a regular and consistent pattern of the prohibited activity.”
While the legislation originally included a provision that would have
made it “unlawful for an insurer or an
insurer’s third-party administrator or
agent to cause a delay in the inspection of a policyholder’s auto glass
condition in the handling of a policyholder’s claim regardless of the repair
facility the policyholder chooses,”
this section was removed prior to
final passage.
Likewise, the legislation, sponsored
by Sen. John McComish, also originally
included a provision that would have
prohibited insurers and third-party administrators from having a financial
interest in auto glass replacement
companies—but was amended to remove this language in its early stages of
debate in the House Banking and Insurance Committee.
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introducing

headlight restoration system

:: proprietary UV
coating exceeds
OEM standards
KUDOS
Mobile Tech Honors
Delta's Gobin
Delta Kits Inc. account
executive Korey Gobin
was named “2011 Windshield Repair Person of
the Year” during the recent Mobile Tech Expo in
Corpus Christi, Texas. Korey Gobin
“We’re all very proud of
Korey,” says Delta president Brent
Deines. “Nobody works harder to service our customers and the windshield
repair industry in general. I am very
pleased that Korey has received some
well earned recognition for always putting the needs of others before his own.”
Among Gobin’s duties at Delta Kits,
he produces the technical videos available on www.deltakits.com, and is
greatly involved in the company’s training efforts, according to a statement
from the company.

GlasWeld Marketing
Team Recognized with
Three ADDY® Awards

:: compatible with
ALL headlight
restoration systems
:: frequency matched
UV curing lamp
assures long lasting
durability
:: simple, easy
preparation and
application process

800.321.2597
www.glasweld.com/gclear

GlasWeld was awarded two silver
and one bronze ADDY Award at the
Platinum Sponsor of Auto Glass Week™ 2011
Advertising Federation of Central Oremedia marketing campaign featurschool district administrator confergon’s 2011 Drake Awards held on
ing a glass repair technician named
March 3, 2011, in Bend, Ore.
ence in Southern California.
Ed Kovac and the ecoVac windshield
GlasWeld’s marketing team entered • A silver ADDY also was awarded to
repair injector.
GlasWeld for an Internet commerfour projects for consideration in the
“We have learned to be very creative
cial entitled “Gforce2 Glass Scratch
Advertising Federation of Central OreRemoval Kit,” which combined and continue to assure our marketing
gon’s annual competition and took
stop-motion photography and efforts include an element of fun as
home three awards.
well as utilizing techniques that keep
video footage.
• A silver ADDY was given for a sales
promotion video entitled “Save a • A bronze ADDY was given for an In- us on the cutting edge,” says Patch.
The Drake Awards is an annual
ternet commercial featuring the
window. Save a teacher.” The video
company’s ecoVac product, which event hosted by the Advertising Federfeatures a chalk drawing storyline as
was part of a comprehensive multi- ation of Central Oregon. ■
an introductory presentation for a

www.agrrmag.com
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OfftheLine

oem news from detroit

RECALLS

Honda Issues Two Odyssey Recalls

H

ONDA HAS ISSUED TWO
recalls in recent months
involving its 2011 Honda
Odyssey. The first of these was related
to a windshield wiper defect, and the
second due to a potential defect in certain models’ front sidelites, resulting
from the alleged use of an incorrect
primer.
The wiper defect recall had the potential to affect 33,341 vehicles. According to the notice provided to the
National Highway Transportation
Safety Administration (NHTSA), if the
blades freeze and become attached to
the windshield and the wiper motor is
switched on, “the front windshield
wiper linkage rods may bend or separate from the motor due to insufficient
stiffness of the rod.”
The sidelite recall was expected to
affect around 2,800 vehicles manufactured between October 19 and October
27, 2010. The front sidelite assembly
was manufactured by Pilkington North
America.

In a March 21 letter to the National
Highway Traffic Safety Administration
(NHTSA), Honda senior manager Jay
Joseph described the sidelite defect as
follows.
“Due to application of the incorrect
primer fluid to the driver and front
passenger door power window glass,
the holding clips that attach to the
glass by means of adhesive may separate from the glass,” writes Joseph. “If
the holding clips fail to adhere to the
glass, the driver and front passenger
power windows will be unable to operate, and could bind or drop into the
front doors. It is possible for the front
side windows to shatter into the passenger cabin, causing a risk of injury to
the vehicle occupants.”
Honda first received a warranty
claim due to the issue on December 2,
and began investigating. On December
22, company officials say they “confirmed the incorrect glass primer had
been applied.”
Pilkington North America imple-

mented “preventative measures on
[the] production line]” on January 3,
according to the information from
Honda. However, as of March 8, Honda
had received a total of 97 warranty
claims—and decided on March 17 that
a safety-related defect exists.
Honda dealers “will replace either
the passenger’s and/or the driver’s
front door window glass, free of
charge.”
Pilkington officials had not responded to requests for comment at
press time.

GM Recalls Approximately
10,000 Vehicles for
Windshield Defroster Defect

2011 Buick Lacrosse

2011 Honda Odyssey
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General Motors Corp. (GM) has issued a recall for 10,179 vehicles due to
a software glitch that may disable the
driver’s ability to adjust the windshield
defroster.
The recall, reported to the National
Highway Transportation and Safety
Administration on March 4, includes
1,229 Buick LaCrosse vehicles manufactured between February 14 and
February 19, 2011, and 8,950 Cadillac
SRX vehicles, manufactured between
December 7, 2010, and February 18,
2011. The company says the vehicles
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briefly …
do not conform to Federal/Canada
Motor Vehicle Safety Standard 103,
“Windshield Defrosting and Defogging
Systems.”
“On these vehicles, software in the
Electronic Climate Control module
may disable the ability to adjust the
heating, ventilation and air conditioning (HVAC) settings,” writes GM
in its letter to NHTSA reporting the
problem.
The control system in question was
manufactured by Behr-Hella Thermocontrol GmbH in Lippstadt, Germany.

Chevrolet’s Mi-ray Concept Roadster, introduced at the Seoul Motor Show
in South Korea this spring, is equipped with an open top, scissor doors
and an aerodynamic fuselage reminiscent of modern jet fighters.
■

What EVERYONE should know about Auto Glass Crash Testing
and Safe-Drive-Away-Time (SDAT).

XXXOPTIPSUDVUTUPTBGFUZDPN

Visit www.noshortcutstosafety.com to learn what Mike & his brother David
discovered when Mike needed to have his damaged windshield replaced.
 tXXXTJLBVTBDPNtXXXOPTIPSUDVUTUPTBGFUZDPN
www.agrrmag.com
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industry insiders
people in the news

COMiNGS AND GOiNGS

reTireMeNTS

ABRA Names Jim
Richardson Vice President
of Auto Glass Division

Ebeid to Retire from Guardian This Year

ABRA Auto Body and Glass has hired
Jim Richardson to serve as vice president of ABRA Glass.
Richardson most recently was employed with PPG Industries, where he
held a variety of positions, including director of sales, director of alliance programs and business development, and
most recently, segment manager in
PPG’s architectural coatings division. In
that role, he was responsible for strategic planning, revenue contribution,
and resource utilization management.
Prior to his work with PPG, Richardson also spent nine years with Harmon
Glass.

GlasWeld Promotes
Schuepbach to
Director of Operations
GlasWeld has promoted Seth Schuepbach to director of
operations. Schuepbach previously served
as business development manager for
the
company with an
Seth
emphasis
in the autoSchuepbach
motive, fleet and
transportation markets.
As director of operations, Schuepbach will focus on developing relationships with suppliers as well as

Russ Ebeid, president of Guardian Glass Group, will retire
this September.
Ebeid, who has been with Guardian since 1970, is well-known
and well-respected throughout the glass industry.
“There is a book called ‘The Legend of Guardian Industries’ Russ Ebeid
and Russ is truly one of those [a legend] in the glass industry—
known throughout the industry and around the world,” says Earnest Thompson,
Guardian marketing and brand management.
streamlining and improving production
processes, quality control and inventory
and warehouse operations.
Schuepbach has worked previously
in diagnostics and manufacturing engineering for Planar Systems, owned his
own flooring and commercial restoration business, and has spent time in a
manufacturing environment as a production manager for Jeld-Wen.

Wood’s Powr-Grip®
Welcomes New Technical
Sales Representative
Wood’s Powr-Grip
has hired Holly Anderson as its new
technical sales representative. Anderson,
who holds a bachelor’s
degree in communications from Montana Holly
State University at Anderson
Billings, comes to
Wood’s Powr-Grip with a diverse background in marketing, advertising and
sales, according to the company.

ASSOCiATiON NeWS

National Mobile
Windscreens Appoints
Lomas Managing Director
United Kingdombased National Mobile Windscreens has
appointed Phil Lomas
to the position of
managing director.
Lomas joined the
company in 1979 and
Phil Lomas
previously served as
director and general manager.

ObiTUArieS
Safelite Southeast
Regional Sales Manager
Joe Pender Passes Away
Joe Pender, who served as Southeast regional sales manager for Safelite, passed away on Monday, March
7, after a battle with prostate cancer.
He was 68.
Pender is a long-time industry veteran, having started his career with
Pilkington in 1970. He retired in 2001,
and then joined Safelite.
Pender is survived by his wife of 42
years, Sheryl, and two daughters,
Candace and Whitney.

Industry Veteran David Burns Joins IGA Board
The Independent Glass Association (IGA) has a new board member, David
Burns, co-owner of Ray Sands Glass in Rochester, N.Y.
Burns has more than 28 years’ experience in the auto industry and was a founding member of the New York State Glass Association. He has served as both of
president and vice president of the group in the past. In addition, he has served
on the LYNX Participation Council for the Northeast and was an original member
of PPG ProStars and past member of the ProStars operating committee, according
to a release from IGA.
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briefly …
HSG|CodeBlue has named Monica
M. Miller to the position of national
sales director and Brett Turner to the
role of public relations manager.
■
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on the road
calendar of events

D A Y /

P L A N N E R

July 13-15, 2011
PAACE Automechanika Mexico
Sponsored by Messe Frankfurt
Exhibition Gmbh.
Centro Banamex.
Mexico City, Mexico.
Contact: Visit
www.paaceautomechanika.com.

THE INDUSTRY’S LARGEST SPECIALTY
VEHICLE WINDSHIELD SUPPLIER
CLASS A, B & C MOTORHOMES LUXURY CONVERSION COACHES MOTOR COACHES
TRANSIT & SCHOOL BUSES CAMPER & TOWABLE SIDE & BACK GLASS
FIRE APPARATUS GASKETS & MOLDINGS

July 18-22, 2011
2011 I-CAR Annual Industry Conference
Sponsored by I-CAR.
Salt Lake City.
Contact: I-CAR at 800/422-7872 or visit
www.i-car.com.
September 15-17, 2011
Auto Glass Week™
Co-sponsored by AGRR magazine, the
Auto Glass Replacement Safety Standards
Council Inc., the Independent Glass
Association, the National Glass
Association and the National Windshield
Repair Association. Includes Auto Glass
Repair and Replacement Olympics.
Memphis Marriott Downtown and
Memphis Cook Convention Center.
Memphis, Tenn.
Contact: AGRR magazine at 540/7205584 or visit www.autoglassweek.com.

Oregon Indiana Florida Arizona

(800) 714-7171
(541) 684-7868
www.CoachGlass.com

Pre-register today!
See pages 25 and 30 for
more information.
September 15-17, 2011
International Window Film
Tint-Off and Conference™
Sponsored by WINDOW FILM magazine.
Memphis Marriott Downtown and
Memphis Cook Convention Center.
Memphis, Tenn.
Contact: WINDOW FILM magazine at
540/720-5584 or visit
www.windowfilmmag.com/tintoff.
October 17-19, 2011
NACE Expo
Sponsored by the Automotive
Service Association.
Mandalay Bay Convention Center.
Las Vegas, Nev.
Contact: Show organizers at 972/536-6354
or visit www.naceexpo.com.
November 1-4, 2011
SEMA Show
Sponsored by the Specialty Equipment
Market Association (SEMA).
Las Vegas Convention Center.
Las Vegas.
■
Contact: Visit www.semashow.com.
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THE SHOWCASE
directory of suppliers
Adhesives/Sealants

Information Sources

AUTO GLASS ADHESIVE SYSTEMS
SHAT-R-PROOF CORP.
12800 Hwy. 13, Suite 500
Savage, MN 55378
952/946-0450 (phone)
952/946-0435 (fax)
www.shatrproof.com
info@shatrproof.com

ASSOCIATIONS
NATIONAL WINDSHIELD
REPAIR ASSOCIATION
P.O. Box 569
Garrisonville, VA 22463
540/720-7484 (phone)
540/720-3470 (fax)
www.nwrassn.org

Auto Glass

PUBLICATIONS
AGRR™ MAGAZINE
Key Communications, Inc.
385 Garrisonville Rd.
Suite 116
Stafford, VA 22554
540/720-5584 (phone)
540/720-5687 (fax)
www.agrrmag.com

NATIONAL GLASS
BROKERS, LLC
3115 Fry Rd., Suite #302
Katy, TX 77449
281/599-1550 (phone)
281/599-8158 (fax)
www.nationalglassbrokers.com
sales@nationalglassbrokers.com

Tools and Supplies

SAINT-GOBAIN
AUTOVER USA, INC.
3351 Southwest Blvd.
Grove City, OH 43123
614/801-2290 (phone)
614/801-0303 (fax)
www.autover.us
Dorothy.moorhead@saint-gobain.com
RV GLASS
COACH GLASS
98 North Polk
Eugene, OR 97402
800/714-7171 (phone)
888/714-7171 (fax)
rv@coachglass.com

A.N. DESIGNS INC./
ULTRAWIZ®
30 Norwood Street
Torrington, CT 06790
860/482-2921 (phone)
860/482-8585 (fax)
EQUALIZER
INDUSTRIES, INC.
2611 Oakmont Drive
Round Rock, TX 78665
512/388-7715 (phone)
512/388-4188 (fax)
www.equalizer.com
sales@equalizer.com

Windshield
Removal Tool

EXTRACTOR/CRYSTAL
GLASS CANADA
9508 - 45 Ave.
Edmonton, AB T6E 5Y9
Canada
877/628-8837 (phone)
780/438-5915 (fax)
www.extractortools.com

Windshield
Repair Products
DELTA KITS INC.
P.O. Box 26509
Eugene, OR 97402
541/345-8554 (phone)
800/548-8332 (toll free)
541/345-1591 (fax)
sales@deltakits.com
GLASWELD SYSTEMS
20578 Empire Blvd.
Bend, OR 97701
541/388-1156 (phone)
541/388-1157 (fax)
www.glasweld.com
GLAZEX
P.O. Box 2180
Orem, UT 84059
800/545-2770 (phone)
800/226-6464 (fax)
www.glazex.com

To place your listings in the AGRR Suppliers’ Guide, please
contact Janeen Mulligan at 540/720-5584, ext. 112,
or e-mail jmulligan@glass.com. Rates start at
$350 per listing, and run for an entire year.
Don’T MiSS ThiS oppoRTuniTy To GeT youR coMpAny noTiceD!

it’s
free!

see wHat your industry is doinG
Visit www.glassBYTEs.com™ and look for the video
) or sign up for the daily newsletter and receive
icon (
the Special Alert when the newscast is first delivered.
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LIQUID RESINS/A.C.T.
4295 N. Holly Rd.
Olney, IL 62450
618/392-3590 (phone)
800/458-2098 (toll free)
618/392-3202 (fax)
www.liquidresins.com
WIPE YOUR GLASS/JAMAK
4800 Bryant Irvin Ct.
Fort Worth, TX 76107
817/737-3703
Ext. 27 or 28 (phone)
817/735-1669 (fax)
www.wipeyourglass.com
sales@wipeyourglass.com
REPAIR SYSTEMS & SERVICES
GLASS MEDIC
7177 Northgate Way, Ste. C
Westerville, OH 43082
614/891-9222 (phone)
614/891-9227 (fax)
www.glassmedic.com
AEGIS TOOLS
INTERNATIONAL
P.O. Box 259688
Madison, WI 53725-9688
608/274-9254 (phone)
608/274-9395 (fax)
www.aegistools.com
info@aegistools.com
WINDSHIELD REMOVAL TOOLS
A.N. DESIGNS INC./
ULTRAWIZ®
111 Putter Lane
Torrington, CT 06790
860/482-2921 (phone)
860/482-8585 (fax)
■

aGrr™ maGazine Presents tHe

video newscast

May/June 2011
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Click on the image above
to view the latest video
newscast.

Hear tHe latest Headlines
See never-before-Shown footage

enjoy tHe news in a wHole new format
www.agrrmag.com
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ADVERTISING INDEX
Page

Company

Phone

Fax

11

A.N. Designs Inc.

866/482-2921

860/482-8585

www.ultrawiztools.com

46

AEGIS Tools International

888/247-6000

608/274-9395

www.aegistools.com

25

Auto Glass Week™

540/720-5584

540/720-5687

www.autoglassweek.com

41

Coach Glass

800/714-7171

541/393-5896

www.coachglass.com

7

Creative Extruded Products

800/273-1535

937/667-3647

www.creativeextruded.com

5

Dow Automotive Systems

800/698-6246

734/697-8228

www.dowautomotiveaftermarket.com

3

Equalizer Industries

800/334-1334

512/388-4188

www.equalizer.com

17

Glassbot™/Nelson Marketing

530/333-1269

Not Available

13

Glass Doctor

800/280-9858

254/745-5098

www.glassdoctorfranchise.com

19

Glass Technology

800/441-4527

970/247-9375

www.gtglass.com

37

GlasWeld Systems

800/321-2597

541/388-1157

www.glasweld.com

1

Gold Glass Group

800/448-5188

631/981-4299

www.gggcorp.com

21

Mygrant Glass

714/704-3910

714/704-3914

www.mygrantglass.com

C2

Pilkington North America

866/377-3647

419/247-3821

www.epremier.net

45

Precision Replacement Parts

800/367-8241

800/545-5083

www.prp.com

19

Quest Software

800/541-2593

989/224-7067

www.questsoftware.com

9

Shat R Proof Corp.

800/728-1817

952/946-0461

www.shatrproof.com

39

Sika Corp.

800/688-7452

248/577-0810

www.sikaindustry.com

41

Sunroof Express/Night Watchman Co. 800/322-8867

586/498-2301

www.nightwatchman.net

Web Address

www.glassbot.net

For more information on these companies’ products, visit http://products.agrrmag.com.

Independent’s Day
continued from page 10

restoring a damaged asset (in this case
an automobile) to pre-loss condition.
The policyholder incurs a loss and the
insurance company either pays them a
sum of money or pays to have the automobile repaired. Therefore, the policyholder should be the exclusive
beneficiary of any proceeds to be paid
out under the terms of the policy. The
introduction of the GAI into the transaction means that TPAs are benefitting
from the policyholder-insurer arrangement; when you get right down to it, this
is reinsurance. The GAI has become a
catalyst for insurers to short-change
their customers, the policyholders. The
GAI is an incentive to do anything but
make the policyholder whole in the true
spirit of the insurance policy contract.
So we must ask the question, why is
this tolerated? Should a third-party be
profiting financially from a contract be-

www.agrrmag.com

tween a policyholder and their insurer?
Doesn’t that financial benefit belong
entirely to the policyholder? Isn’t the
third-party being unjustly enriched?
Isn’t the third-party limiting the policyholder’s right to be made whole?
If you work in the auto glass business, you know the answers to these
questions. You are aware that TPAs’
customer service representatives inquire about the damaged area to a
windshield and, in some instances, try
to push the shop into repairing a windshield. We have seen directives from
some insurers through their TPAs advising that shops would only be reimbursed for the least expensive parts. I
can go on and on. You should get the
point. These financial partnerships between insurers and their surrogates are
skimming the icing off the cake to the
detriment of the consumers.

>I

On that basis, these arrangements
should not be allowed. To reiterate, the
policyholder should be the exclusive
beneficiary of any policy proceeds. In
the case of many glass claims, the TPA
may not even be involved in the
process and if the shop sends the invoice directly to the insurance company, it is routed to the TPA for
payment processing and the payment
remitted to the shop is short-paid. The
entire process is geared to enrich the
TPAs and the insurance companies at
a cost to the consumer. Is this just or
unjust? You be the judge.
■
Alan Epley is president of the Independent Glass Association (IGA). He
also serves as president of Southern Glass and
Plastic in Columbia, S.C. Mr. Epley’s opinions
are solely his own and not necessarily those
of this magazine.
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Ideas That Work
sales tips

Online Listings Can Help Your Business
by Pe n ny S t a c ey

H

AVE YOU CHECKED YOUR
company’s listing on Google
Places, Yelp.com, Superpages.com or any of the other free, online
listing services lately? If not, one Missouri auto glass shop owner says it
might be time to do so.
“Shops need to make sure that they
have a profile on everyone of those …
and that all the correct information is
there,” says Larry Diesbach, owner of
Bachman Auto Glass in St. Louis. “If you
get misinformation on one, these other
directories will scrape from it, and once
incorrect information is out there, it’s
nearly impossible to get it fixed.”
Google Places, which offers a list of
businesses when a user searches for a
particular service in a certain area, also
pulls from these, along with any reviews listed about your company on
the various sites, Diesbach says.
“A lot of people are searching zipcodes plus auto glass or windshield with
the zipcode,” says Diesbach. “When I
search [for a service] that’s pretty much
what I do, too, and with Google Places it
helps so much [for shops] to have their

Larry Diesbach of St. Louis-based
Bachman Auto Glass encourages all of
his customers to visit sites such as
Yelp.com and post reviews, in hopes
of gaining other potential customers.
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“Shops need to
make sure that
they have a
profile on
everyone of
those … and
that all the
correct
i n fo r m a t i o n i s t h e re. ”
information filled out and to make sure
it’s accurate.”
While Google gathers as much information as possible from other sites,
you also can log in to claim and update
your company’s Google places listing—this is as simple as going to
places.google.com/business, and following the online steps. This simple
service, used by many, is free.
“Shops don’t need to spend all this
money [for listings, etc.],” says Diesbach, “… and there are companies that
will take your money to do something
that’s already free.”
Diesbach also gathers customers’
email addresses, so that once the work is
done, he can contact them to ask that
they complete an online review on one
of the various listing sites. Bachman Auto
Glass has created a list of these and offers the customer a simple dropdown
menu to select from, and the customer
can utilize Yelp, Google, SuperPages, or
any of the other choices available to review the experience.
“We’ve had really good luck with
building our local citations,” says Diesbach. “… and maybe someone doesn’t
have a Google account, but they might
have a Yelp. It makes it really easy on the

customer to let everyone know how the
service was. I think a lot of people use
stuff like that when selecting a service.”
These reviews also will make their
way back to Google, even if they’re
written elsewhere, Diesbach says.
“Say you had a profile on Yelp and
someone says ‘they’re great to deal
with,’ Google will pick that review up
and bring it back to your Google Places
[page],” he adds.
Diesbach also recommends that
companies that do lots of in-shop work
consider the use of sites such as
FourSquare to let customers “check in”
at their businesses.
“You can make special offers to people where if they check in at your place
they’ll get a coupon,” says Diesbach.
So, for example, if a customer checks
in at your facility (using FourSquare or
Facebook Places, or a related service),
likely all his connections and friends
will see that he was there.
“It spreads the word,” says Diesbach, “and it doesn’t cost anything. In
this economy anything that doesn’t
cost anything is great.”
■
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Penny Stacey is the editor of AGRR
magazine.
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EVERY AUTO GLASS TECHNICIAN NEEDS THE

MILWAUKEE M18™ RED LITHIUM™
URETHANE GUN
®

It’s what you’ve been waiting for…

HIGH POWER PERFORMANCE
IN A COMPACT CORDLESS
URETHANE GUN

MILWAUKEE® M18™
Cartridge Gun

• 950 LBS OF FORCE—OVER 50% MORE POWER
THAN THE 14.4V VERSION!
• VARIABLE SPEED TRIGGER & DIAL
• NO DRIPPING
• CONSTANT URETHANE FLOW
• OPERATES IN TEMPS AS LOW AS 0°F/-18°C
• FADE FREE POWER
• RUNS 20% COOLER

MILWAUKEE® M18™
20 oz. Sausage Gun

• COMPACT, ERGONOMIC DESIGN

Available with clear or aluminum barrel

PRE-ORDER TODAY!
PWR2250 Cartridge Gun
PWR2251 Sausage Gun—Clear Barrel
PWR2252 Sausage Gun—Aluminum Barrel

The Choice of Glass Professionals Worldwide!
View product demonstrations at www.aegistools.com
1-888-247-6000 toll-free in U.S. and Canada
E-mail: info@aegistools.com • Phone: 608-274-9254 • Fax: 608-274-9395
P.O. Box 259688, Madison, WI 53725-9688 USA
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