Product Information
© 2012 AGRR Magazine. All rights reserved. No reproduction
of any type without expressed written permission.

May/June 2013

Contents

Search

Zoom Fit

Archives

+

–

E-Mail

I<

<

>

Subscribe

Volume 15 • Issue 3

Your

Annual Guide

TO New Products and Services

Also in the Issue:

The Future of the
Insurance/Repair
Interface
Is Fleet Work
Worth It?
N.J. Judge Approves
a Six-State
Class Action Suit
www.agrrmag.com • www.glassBYTEs.com™
A Publication of Key Communications Inc. • Subscribe at www.glass.com/subcenter

>I

Product Information
© 2012 AGRR Magazine. All rights reserved. No reproduction
of any type without expressed written permission.

Contents

Search

Zoom Fit

Archives

+

–

E-Mail

I<

<

>

Subscribe

8 8 8 1 * - , * / ( 5 0 / $ - & " 3 " % 7" / 5" ( &  $ 0 .

You Call It A Replacement Windshield.

We Call It...

Noise Reducing, UV Ray, Infrared Blocking,
Field of Vision Improving, High Performing,
Compatible, Technologically Advanced, Superior Strength,
Nano Technology, Brilliantly Engineered, Forward Thinking, Smart
Solution, Perfect Fitting Aftermarket Premium Automotive Glass.
OE Quality Equivalent From Design, Fit and Function.
r 'JMUSBUJPOPGVQUP99% of UV Rays
r 3FEVDUJPOPG$BCJO"JS5FNQFSBUVSFCZVQUP40 Degrees
r 6QUP68% Sound Reduction*NQSPWFNFOU
r *ODSFBTFE&GGJDJFODJFTBOE(SFBUFS'VFM&DPOPNJFT
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Field of Vision
from the editor

jreed@glass.com

Moving Forward Through Education
by Jenna Reed

A

FTER ALMOST A DECADE
covering the used vehicle market, including franchised and
independent dealers, remarketing,
auctions, automakers, auto finance and
more for Auto Remarketing/SubPrime
Auto Finance News, I find it fascinating
to now be immersing myself in the auto
glass industry. While I had touched on
the auto glass repair and replacement
topic before in how it relates to reconditioning vehicles for auctions, (as well
as the work dealers do via their service
arms), this is the first chance I’ve had to
truly get a feel for the depth of the challenges this industry faces.
From my perspective, AGRR is a tough
business that takes a lot of heart. As businesses in our society take on a more
global, Wal-Mart-like perspective, being
a locally-owned and operated glass company appears to be no easy task.
From third-party claims administrators and allegations of steering to tough
pricing competition and consumers
who just don’t need AGRR services
often enough to know how the marketplace works, a big key to success in this

business appears to be education. This
includes education of employees, education of potential customers and educating oneself as to how to best operate
under tight business conditions.
The employees of shops to whom I’ve
spoken have to deal with everything
from inspections prior to receiving insurance repair authorization to the decisions about whether to affiliate with a
larger glass business’s preferred network.
They seek out a way to provide the best
service possible. There is a true thirst for
knowledge in this industry. This is what
impassions me to do my job. This is why
I got into journalism—to go after the
tough topics and help educate readers to
all possible facets of an issue. There is
never just one side.
Companies that have been around
for many years remember the days
when the auto glass business was lucrative. For those who were established
in more recent times, a tight profit margin is all they have known. A business
owner must have an eagle-eyed focus
on how to eek out the best possible
profits while keeping overhead costs

low. This is no easy task when competition remains tough and gas prices stay
relatively high; there is always something new to be learned.
Through my earliest forays into this
industry a key way of doing this appears
to be investing in personnel by hiring
the best and brightest, training them to
work under any type of weather conditions and have good knowledge, as well
as retaining them so your investment is
not lost to a competitor. It also means
keeping an eye on any “big brothers”
who are always out for new customers
and have the budget to put behind large
marketing campaigns.
My hope is that you find my articles
both educational and entertaining. In
my first full issue as editor, we have
honed in on sharing some of the best
new products and services to hit the
market. Moreover, I take a look at the
impasse that appears to be ongoing with
the repair/insurance relationship. I also
delved a bit into the fleet-servicing
world, talking to ARI and Emkay about
how their AGRR demands are met, as
well as drilling down to a glass shop
owner’s perspective on catering to fleets.
I will rely on you as the readers to help
keep me informed as to what is happening on the frontlines of the industry.
I invite you to drop me a line—
whether it’s a response to an article, an
idea for a story or just to say “hello.” My
email is jreed@glass.com. In the meantime, thank you all for the warm welcome
and I look forward to learning more. ■
Jenna Reed is the editor of AGRR™ magazine/glassBYTEs.com™. Connect with
her on LinkedIn, follow her on Twitter @agrrmagazine and like AGRR magazine on Facebook to receive the latest updates
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BETAPRIME 5504G – All-in-One Primer
One primer for both auto glass and body
UÊUse on all common af termarket substrates: glass,nicks and scratches in
the paint , large areas of bare metal and RIM, PVC & PA AS encapsulations
UÊSimplifies the installation process and ensures the correct primer
is used ever y time
UÊReduces cost and optimizes inventor y by eliminating redundant products
UÊEf fective in treating larger bare metal areas – allows for corrosion
treatment in the field
UÊFast flash-of f time
UÊWorks in a wide range of weather and temperatures from
0°F to 115°F (-17.8°C to 4 6.1°C)
UÊCompatible with all BE TSE AL™ Adhesives

L e t o u r e x p e r i e n c e w o r k f o r y o u . w w w . d o w a u t o m o t i v e a f t e r m a r k e t . co m 1 - 8 0 0 - 4 5 3 - 3 7 7 9
®™ Trademark of The Dow Chemical Company (“Dow”) or an affiliated company of Dow.

Silver Sponsor of Auto Glass Week™ 2013
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Customer Service
tips for quality service

tompkins.carl@sikacorp.com

The Wealth Within Listening
b y C a r l To m p k i n s

H

AV I N G H A D Y E A R S O F
experience of providing sales
skills training, one of the leading objectives within this pursuit is to
teach people how to become better listeners. It’s probably not too hard for anyone, by any stretch of the imagination, to
believe that one of the toughest challenges for sales people is to just shut up.
Why? Because most salespeople have an
exciting story to tell and a strong recommendation to make to potential customers as they move through the buying
cycle of purchasing products. But this behavior almost always means sales people
fail to learn what the customer really
wants to buy, resulting in a much lower
closing rate. After all, no one can learn
when they are the one doing the talking!

Listening Beyond
the Field of Sales
This same scenario stretches well beyond the field of sales. This subject of becoming a better listener applies to all
people in business. The higher up on the
management totem pole people reside,
the greater the need. The number one
reason behind this statement is that the
higher up in management people go, the
farther away from the marketplace and
factory they live. When management
does all of the talking, they fail to learn
from the frontline producers within the
company what is needed to succeed.
The outcome is often a failed business.
A recent example of this situation
occurred when a newly-appointed executive officer within a company was
approached by a top-ranking veteran
sales manager. The sales manager
asked if it would be helpful to meet and
share recent discoveries that revolved
around a marketing strategy for a new

6

AGRR May/June 2013

product release. The executive’s response was that he already had enough
information and that nothing more
was needed. The result was a missed $8
million opportunity known only by the
sales manager, who was willing to follow orders and keep the news to himself. Unbelievable but not uncommon!
Herein lies the most common root of
error with management when it comes
to bottom line results. It is best defined
in this statement: “The most costly problem within management is that they do
not know what they do not know.” So, as
I’ve attempted to do for years with sales
people, I now encourage people within
management to start listening more and
talking less in order to improve the bottom line; possibly worth $8 million.
Prado’s rule of 80/20 comes well into
play within this learning experience,
where the ratio of talking verses listening requires rotation. Rather than management doing 80 percent of the talking,
they would be much better served to do
80 percent of the listening. The 20 percent of the talking should be made up of
more and better questions.

Good Questions
Are Key to Success

>

Now that the appropriate mix of
high-gain and closed-ended questions
have been asked, the added dimension
of “encouragement” must be applied.
Being an active listener is to be quiet
while yet demonstrating attention and
interest toward the person responding.
Nod with approval, take notes and provide reinforcing facial expressions.
Once the responder completes their
answer, provide an appropriate closedended question to make sure you’ve
got all the information. For example,
ask: “Is there anything else that you can
think of?” If all that has needed to be
said has been said, then summarize
what you’ve heard.
Now that the summary has been
given, you’re appropriately positioned
to respond. The key is to never leave
people hanging. Respond with an evaluation of their input and tell them
what will be done as a result of their information. People don’t mind that their
input isn’t used or that their suggestions are viewed as being less than favorable; what they mind is not hearing
anything. Whatever you do, don’t let
them down by not keeping your commitments of follow-up. If this happens,
you’ve proven your interest to be nothing more than a political façade.
With 37 years of experience under
my belt within our beloved industry, I
now know so much more than I did at
the very beginning of my journey. I
hope that my own personal testimony
reinforces your own desire to become
a better listener.
■

Whether you’re in sales, management, or any other role within business, the first rule to follow within a
regime of effective questioning skills is
to ask “high-gain” questions. High-gain
questions are worded in a way to solicit
high value information; they invite
people to think, speculate, share their
feelings and tell it all. Closed-ended
questions, which are those that can be
Carl Tompkins is the global marketing reanswered with either a “yes” or “no,”
sources manager for SIKA Corp. in Madiare overused and cut conversation son Heights, Mich., and the author of Winning
right out of the picture.
at Business. He is based in Spokane, Wash.
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AP Technoglass is AGC Automotive
If you’ve been installing AP Technoglass, you’ve already benefited from AGC’s quality reputation in the OEM market.
AGC manufactures the same OEM-quality glass for both brands. That means the same high quality we supply to the world’s
most demanding automakers is supplied to the ARG market. And our focused offerings allow us to assure the right fit and
performance with every installation. For new and replacement glass, the one name to know is AGC.
To learn more, call 614-322-4580 or email us at info@us.agc.com.
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Cutting Edge

new car installations

2013 Nissan 370Z Convertible
by Jamie Browning
Getting Started:
For vehicle and glass preparations please refer to AGSC/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.
First remove the 2 A- pillar covers
with a plastic pry tool starting at the top
and release the metal retaining clip. For
the lower clip that is made of plastic,
gently pry out on the cover and cut the
clip with an appropriate cutting device.
This is the recommended procedure by
Nissan and will require new clips. Nissan also recommends removing the
small roof cover under the sun visors.
Remove the small cap on the sun visor
to gain access to the retaining screws.
Remove the screws and unplug the
wiring harness connector. Next unplug
the rear view mirror connector. There
will be six clips holding the cover to the
car. Now move to the cowl area. Remove the wiper arm caps, nuts and remove the wiper arm. To remove the
cowl panel, first remove the master

cylinder cover and battery cover. Next
remove the hood ledge cover clips and
remove the covers. Remove the cowl
seal and center section. Then remove
the passenger side cowl by removing
clips and the prawl fingers; slide the
panel toward the front of the car releasing it from the windshield area. Repeat
the same steps for the driver’s side. To
remove the left and right remove the
two (per side) retaining nuts at the top
of the A-pillar and remove the frontside glass run assembly. Next remove
the glass run assembly screws and remove the weatherstrip retainer.

Removing the
Windshield:
For the sides and top of
the windshield, a cold
knife or power tool can be
used as well as wire. For the bottom, a
power tool or wire can be used. Keep
in mind that there is no one correct
method of removal. The technician
should use the tool with which he feels
most comfortable and the one that
achieves a safe removal (both for the
vehicle and the technician).

Preparing for the
New Windshield:
Trim the existing urethane
bead, leaving it 1 to 2 millimeters (mm) in height. Use
your adhesive manufacturer’s pinchweld primer to prime all scratches if any
exist and allow for proper drying, according to your adhesive manufacturer’s
recommendations. Please note that only
the full-cut method is permitted by the
AGSC/ANSI 002-2002 Standard.

Placement of the
New Windshield:
Dry-fit the new windshield and mark it properly
to ensure the correct setting
procedure. Prepare the windshield according to your adhesive manufacturer’s recommendations and then
apply the adhesive and install the
windshield. Nissan uses a 12mm tall by
7mm wide tip cut at a 60 degree angle.
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.

Photo: Nissan

Finishing Touches:
Install the cowl, wipers and
mirror in reverse order. Be
sure to check the operation of
the electronic mirror if
equipped and wiper operation before returning the vehicle to the owner. Be sure
to record all lot numbers from the adhesive, VIN number and primers as well as
the DOT number from the windshield.
Jamie Browning was the gold medalist
in the 2009 Auto Glass Technician
Olympics. He has more than 17 years of
experience in the industry.
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REPORTS FROM THE FIELD:
Always wear proper protection to protect your hands and
eyes while working on the 2013
Subaru Tribeca. Inform the vehicle owner of the cure time and
any other additional precautions before installation. Always
return the vehicle to the manufacturer’s specifications. Protect
all interior and exterior portions of the vehicle to prevent
any damage.
■

www.agrrmag.com
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AGR Reports

breaking news

powered by

COMAPNY NEWS

Size Does Matter: Company Owners
Respond to Safelite’s Marketing Campaign

S

Auto glass company owners responded to Safelite’s latest campaign
with skepticism.
“It is funny how they trash independent glass shops as being incompetent and guilty of doing unsafe and
unprofessional work and then brag
about their service anywhere and
everywhere when they depend on
these same shops to give the consumer the service that they brag about
giving,” says Earl Pitman Jr., president
of Dothan Glass Co. in Dothan, Ala.
Mike Mead, of an auto glass company based in Dunkirk, N.Y., adds,
“Sure come and do any windshield in
the dead of winter during a snow
storm that is a great idea, breaking
plastic clips, moldings, and exposing
the interior of the car to the elements,
and take the chance of primer and
In the new commercial, available at urethane failure.”
http://www.youtube.com/watch?feature=player_embedded&v=pZmDeO- L E G A L N E W S
OQMY, one of its technicians points
out that the company's large network New Jersey Judge Approves
allows its technicians to go to a cus- Six- State Class Action
tomer just about anywhere.
A judge in a New Jersey District Court
“You think all auto glass companies has given the go ahead for a six-state
can be there right wherever you need class action lawsuit against Volvo. The
them? No. But Safelite can,” says Julian suit centers around Volvo’s sunroof on
Hankins, a technician from Charlotte, several models, which plaintiffs allege
N.C., in the commercial.
harbor a defect, allowing water to flood
He continues, “Whenever auto glass the vehicles. The judge also denied
damage happens, it makes a difference Volvo’s motion for summary judgment.
who you choose. Only America’s largest
The six states Judge Dennis Cagives you the reliability of Safelite Ad- vanaugh granted as subclasses for class
vantage with over 5,000 mobile glass action are Massachusetts, Florida,
shops in all 50 states so we're always Hawaii, New Jersey, California and
nearby … and our national guarantee Maryland.
The plaintiffs contend the “defect”
covers you at home and on the road.”
The new TV ads can be seen on na- sunroofs are on Volvo’s S40, S60, S80,
tional cable stations such as TBS, TNT, V50 (model years 2004 to present),
XC90 (model years 2003 to present)
Fox News and CNN.
AFELITE AUTOGLASS RECENTLY
launched a new TV advertising
and radio campaign focused on
what the company is calling “The Safelite Advantage” and AGRR company
owners are very colorful in their response.
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and V50 (model years 2005 to present).
“Plaintiffs allege that the sunroof
drainage systems in these vehicles harbored a defect which allows water to
become entrapped within the passenger compartment floorplans, causing
damage to the vehicles, including interior components, carpets and safetyrelated electrical sensors and wiring,”
according to the court documents.
“Plaintiffs further allege that Volvo
had longstanding knowledge of a material design defect, based on plaintiffs’ assertion that numerous
consumer complaints existed as well
as internal Volvo communications
and Technical Service Bulletins issued by Volvo in an unsuccessful attempt to address the problem,” the
document continues.
Plaintiffs listed in the lawsuit represent each of the states in which the
judge granted approval for class action.
In his opinion, Judge Cavanaugh
writes, “In finding that certification
of plaintiffs’ proposed statewide
classes is warranted, the court finds
that triable issues of fact exist. These
issues include whether the design of
the sunroof drainage systems were
defectively designed, whether the defendants knew of the defect but failed
to disclose it to the class and whether
the maintenance instructions were
inadequate and/or uniformly deficient. These issues are more than sufficient to warrant denial of
defendants' individual motion for
summary judgment.”
The suit was filed in 2010 in the
United States District Court for the
District of New Jersey by Joanne Neale
of Needham, Mass., and seven other
owners.
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EVENT NEWS
Preparations Underway
for Auto Glass Week™
This year’s Auto Glass Week™ will feature special appearances by World Trade
Center Survivor Chief Richard Picciotto
and famed NASCAR driver Greg Biffle. The
event will be held September 18-20 at the
Tampa Convention Center in Tampa, Fla.
In addition to the Auto Glass Technician
and Repair Competitions, Auto Glass
Week™ will also feature a plethora of educational sessions and an exhibit hall featuring top suppliers.
Chief Picciotto, the
highest ranking firefighter
to survive the World Trade
Center collapse, is slated
to give the keynote address Thursday, September 19. He is expected to
Chief
speak about his harrowPicciotto
ing experience 9/11 and
what it takes to survive.
Picciotto was an FDNY Battalion
Commander in Manhattan on September 11, 2001. Following the terrorist
attack, he rushed into the World Trade
Center to soon find himself trapped in
the smoldering rubble of the North
Tower after its collapse. Buried for
more than four hours, Picciotto was
one of the few to survive in the tower
that fateful day.
In another special appearance at this year’s
event, Biffle, driver of
the #16 3M Ford Fusion,
will meet attendees and
sign autographs on
Greg Biffle Wednesday, September
18. Biffle is best known
as the winningest driver of the 2005

www.agrrmag.com

NASCAR Sprint Cup season. His appearance is sponsored by 3M.

Platinum
Sponsors Named
Two key competitions will again take
the limelight during Auto Glass Week™,
the Auto Glass Technician Competition
and Windshield Repair Competition in
honor of Walt Gorman. Key sponsors for
the competitions are NordGlass and
GlasWeld, respectively.
The auto glass technician competition
provides the opportunity for technicians
from around the world to compete to replace a damaged windshield. Industry
veterans judge the competitors' replacements as well as their procedures, safety,
cleanliness and customer interaction.
Platinum sponsor NordGlass was
founded in 1991. It has two plants in
Poland. Construction on its production
factory in Koszalin began in 1996 and finished in 2000. The other plant, located in
Slupsk, was constructed in 2006.
The company produces glass for more
than 1,200 of the most popular types of
vehicles in Europe.
Steve Skorupa, NordGlass’ director of
sales and distribution, USA, believes
Auto Glass Week™ is important because
it is "a great venue for new and current
suppliers to show off new products and
services. Auto Glass Week™ brings the
industry together, allowing for networking, relationship building and the introduction of new suppliers and products.
Meanwhile, the Windshield Repair
Olympics is an opportunity for technicians
from around the world to compete to repair a chip in a vehicle's windshield. Industry veterans judge the competitors'

repairs as well as their procedures, safety,
cleanliness and customer interaction.
“There are many competitors out
there all wanting to demonstrate their
skills and win the first prize as world
champion,” says Dennis Garbutt, general
manager of GlasWeld, platinum sponsor
of the Windshield Repair Olympics in
honor of Walt Gorman.
For more than 30 years, Bend, Ore.based GlasWeld has been a leader in providing glass repair solutions for both the
flat glass and automotive industry.
Garbutt says his company chose to
sponsor Auto Glass Week™ because it is
“the premier meeting place for our industry and attended by those members
who share our belief in uncompromising quality both in products and customer service.”
Industry icon Walt Gorman was the
owner of A-1 Windshield Doctor in
Seekonk, Mass., and an AGRR™ columnist. He shared nearly 20 years of his life
with the auto glass repair industry until
his death in 2006. The Windshield Repair
Olympics are in his honor.

Register Now for
Auto Glass Week™
The deadline for deep registration discounts is open until July 8; however, slots
for competitions are limited and available
on a first-come, first-served basis.
The champions for the events will be
crowned at the Gala Awards Reception
and Ceremony on September 20.
To register or learn more, visit
www.autoglassweek.com.
■
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News

the latest in safety

COUNCIL NEWS

AGSC Has Two
New Board Members

T

HE AUTO GLASS SAFETY
Council™ (AGSC) has two new
board members, elected during
the board’s recent meeting in San
Diego.
Keith Beveridge of
Novus Inc. and Mike
Schenian of City Auto
Glass, both in Minneapolis, were each elected to
three-year terms.
Beveridge has been
Keith
with Novus Inc. for the
Beveridge
last 16 years and currently serves as senior vice president of
the company. In addition, he has experience with Dow Automotive and Pilkington North America, and has been in
the industry for
more than 25 years.
Schenian
has
served the role of
president of City
Auto Glass since
1986, when he took
over for his father, Mike
Dale Schenian, who Schenian
retired at that time.
“We are thrilled to have both Keith and
Mike joining the board,” says AGSC president Debra Levy. “They each bring deep
knowledge of the industry, many years of
experience and a strong commitment to
safety to their new roles.”

AGSC Appoints New
Director of Operations
The Auto Glass Safety Council™
(AGSC) has hired Kathy Bimber to
serve as director of operations. Bimber
will work alongside Vincent LaMarco,
who serves as the manager of AGSC’s
technician certification program.
Bimber brings years of administra-
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tive work in several different fields to the position. Early in her career,
Bimber worked as the
assistant director of financial aid at Trinity International University Kathy
in Deerfield, Ill. Later on Bimber
she worked for a financial services company and then a medical supply company before returning
to the world of academia, with a position in student development at
Wheaton College in Wheaton, Ill.
Bimber is no stranger to the auto
glass industry, having worked at various trade shows over the years, including the recent Auto Glass Week™ event
in Louisville, Ky., in September 2012.
“I am excited about this new opportunity with the Auto Glass Safety Council, and I look forward to working with
the AGSC-Registered Companies and
their technicians,” says Bimber.

COMMITTEE NEWS
Marketing Committee
Works to Update Brochures
The Auto Glass Safety Council™’s
(AGSC) marketing committee has been
hard at work the last several months, as
it currently is developing a new consumer-oriented brochure, along with a
marketing checklist for AGSC-Registered members to use.
“With the name change we needed
to update these pieces anyway so we
started with the ‘Safety Signs’
brochure last summer and that project expanded into a review of the remaining brochures,” says marketing
chair Nik Frye.
“In addition we are also creating a

>

script members can use to help them
easily explain the benefits of the AGSC
registration to their customers. We are
finalizing these documents now and
once approved by the board we look
forward to making them available to
members as soon as possible.”
The marketing committee also recently gained a new member. Jon Fransway, a Minnesota-based insurance agent
who learned the importance of proper
windshield installations first-hand when
he lost his sister, Jeanne, in an accident in
1999, has joined the committee.
“We are always looking for new ideas
and better ways to promote the AGSC
mission and there is no one better at
that than Jon Fransway,” says Frye. “In
addition to being a Carl Tompkins
Award recipient for the great work he
has done for our cause, Jon has always
been ready to help us in the past with
projects ranging from the validation
video we produced in 2010, supporting
consumer awareness programs, appearing on investigative news reports
around the country and providing
input on other projects. When I asked
Jon to join the committee he readily accepted and his participation is already making a difference. We greatly
appreciate Jon’s commitment to safety
and everyone on the committee looks
forward to working with Jon.”
Looking ahead, Frye has high hopes
for the committee’s work.
“The AGSC continues to find new
ways to spread our message to consumers and the insurance and fleet industries,” says Frye. “The member script
we are developing is a tool members can
use to explain to their customers why
using an AGSC-Registered company is
important to their safety.”
■

www.agrrmag.com

>I

Product Information
© 2012 AGRR Magazine. All rights reserved. No reproduction
of any type without expressed written permission.

Contents

Search

Zoom Fit

Archives

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
SRP, ICON, EDGE, AND VELOCITY AND FOR INSTALLERS, BY INSTALLERS ARE TRADEMARKS
OF SHAT R PROOF CORP. TOTALSEAL IS A TRADEMARK OF LE JOIN FRANCAIS.

Cobalt Sponsor of Auto Glass Week™ 2013
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talk

policy briefs

NATIONAL NEWS

Industry Weighs in on
Article in Claims Journal

W

HEN
PAUL
GROSS,
president and CEO of HSG
and Insurance Claims
Management Inc., recently wrote an
article titled “Unscrupulous Practices
in the Glass Industry” for Claims Jour-

nal, AGRR company owners were
quick to chime in with their response.
The article, available online at
w w w. c l a i m s j o u r n a l . c o m / n e w s /
national/2013/03/06/224445.htm,
addresses the insurer/third-party ad-

STATE NEWS
Michigan Approves Bills Banning
MFN Clauses by Health Care Insurers

Michigan’s governor signed off on Senate Bill (SB) 61 and 62, effectively turning these bills into public acts and striking down most favored nation (MFN) clauses
by health care corporations and insurers in the state. Though the legislation did not
address property and casualty insurers, at least one automotive services organization says this is good news for automotive repairers, including auto glass retailers.
MFN clauses appear in a number of agreements offered by major national insurance companies and allow insurance companies to negotiate that they get the absolute best price available on services.
“Beginning January 1, 2014, a health care corporation shall not use a ‘most
favored nation clause’ in any provider contract, including a provider contract in
effect on January 1, 2014,” reads the text of SB 61.
Ron Pyle, president and chief staff executive of the Automotive Service Association, says, “Although this legislation does not include property and casualty
insurers, it supports ASA’s position that MFN clauses can harm consumers.
“We are going to continue to work with the Department of Justice as well as
state legislators to educate them on the negative impact they (MFN) have upon
the consumer and the entire collision repair industry,” he adds.
ASA officials participated in a 2012 U.S. Department of Justice and Federal
Trade Commission workshop related to MFN clauses. Following the workshop, ASA
sent a letter to the assistant attorney general for the Antitrust Division at the U.S.
Department of Justice requesting a review of the MFN clauses used in many property and casualty direct repair agreements. This letter centered in on the “potentially harmful, anti-competitive impact of these clauses on consumers and
collision repair shops,” according to an ASA release.
More specifically, the letter states, “ASA’s collision repair members have raised
a significant concern regarding insurer-repairer direct repair agreements. An increasing number of our collision repair shop owners are faced with direct repair
agreements offered by insurance companies, which include most favored nation
or most favored customer clauses.”
The letter continues, “For the large majority of collision repairers, not participating in insurer direct repair programs is not a viable option.”
In respect to AGRR, this move by Michigan helps set precedent. If MFN
clauses are banned, it means that insurance companies can no longer dictate
the price of auto glass. Moreover, this allows for more competitive pricing.
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ministrator relationship, along
with some of the
“auto glass claims
harvesters” the
industry has seen
in recent years.
Some in the industry appear to
agree with Gross’ Paul Gross
description of the
third-party administrator (TPA)/ glass
shop relationship.
“Paul’s explanation of TPA's was
right on,” says Kerry Soat, CEO of FasBreak Inc. “Hopefully someone was listening. In the past, glass shops dealt
directly with insurance companies and
negotiated prices with each company.
Obviously, as the glass business grew,
they required more staff at the insurance company thereby creating a
larger labor cost to administer claims,
not to mention benefits.”
Also offering his thoughts, glassBYTEs.com™ blogger Neil Duffy, owner
of Auto Glass Menders in San Jose, Calif.,
adds, “Insurers want to keep their money
and look for efficiencies or weakness in
the market place. You have glass shops
which will go to any lengths to increase
profit margins, especially since insurance billings in many cases lack oversight. TPAs have become golden funnels
to their in-house installation arms.”
As for Gross’ take on “claims-harvesting,” Soat says, “Most of the aggressive
claim-harvesting
Paul
mentions as unscrupulous is the end
result of attempting to work around
TPAs.” The industry is currently “dominated” by TPAs which have a firstparty interest in a claim, which leads to
“strife and conflict,” he claims.
■
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UltraWiz Lever Knives 3000 Series
®

NEW
COLORS

— Blade changes and adjustments without the use of tools
— Oval shape fits comfortably in your hand

NEW
DESIGN

UltraWiz® Lever Knives
with added A-Pillar / Fender Clearance

UltraWiz®
Lever Knife Kit
3007-K

Previous
Design

New
Design

New
Design

Lift the lever for a quick release of the blade
for easy changing and unlimited adjustments
without the use of tools.
Ideal for “blade chasing”.

UltraWiz®
Lever Knife Kit
3008-K
With the same quick release lever system as
the 3007-K, the 3008-K is slimmed down for a
feel similar to the standard cold knife.
Both kits include 1002-M Long Blade.

3007-K
1.5" wide
x .75" high

Locks to Any Position
Locking Lever

3008-K
1.25" wide
x .75" high

See it in action

UltraWiz® a product
of A.N. Designs, Inc.
www.ultrawiztools.com

866-482-2921
Available From Your Local Distributor
Cobalt Sponsor of Auto Glass Week™ 2013

MADE IN THE USA
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Price Points

competitive pricing and stats

2011 Honda Fit

F

OR ITS RECURRING PRICE
Points department, AGRR™
surveyed five major cities in
the United States for the windshield
replacement on a 2011 Honda Fit
(four-door hatchback). As usual, the
companies were told that insurance
will not be involved and the customer wishes to pay for the windshield out of pocket.

Photo: Honda

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—or would only include a portion of it—and this is
noted accordingly.
■

Calling All Readers
Is there a car you’d
like to see featured in
Price Points? Please email
jreed@glass.com.
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NAGS Part No. FW02631 • 2.3 Labor Hours (calculated at $40 per hour)
NAGS Part Price: $224.20 NAGS Total: $316.20
Charlotte, N.C.
Glass %
% off
Total Price
Glass Price
Labor
off NAGS
NAGS Total
Shop #1
$275.00
$185.08
$30.00
-17.4
-13.0
Shop #2
$322.41
$224.69
$44.50
+0.2
+1.9
$410.41
$269.00
$75.00
+20
+29.8
Shop #3
Shop #4
$425.00
$326.78
$30.00
+45.8
+34.4
Average
$358.21
$251.39
$44.88
+12.2
+13.3
Median
$366.41
$246.85
$30.00
+10.1
+15.9
Houston, Texas
Glass %
% off
Total Price
Glass Price
Labor
off NAGS
NAGS Total
Shop #1
$394.70
$220.80
$99.00
-1.5
+24.8
Shop #2
$286.38
$175.00
$50.00
-21.9
-9.4
Shop #3
$497.48
N/A
N/A
N/A
+47.8
Shop #4
$390.01
$249.00
$75.00
+11.6
+23.3
Average
$392.14
$214.93
$74.67
-3.9
+21.6
Median
$338.20
$220.80
$75.00
-1.5
+24.1
Phoenix, Ariz.
Glass %
% off
Total Price
Glass Price
Labor
off NAGS
NAGS Total
Shop #1
$300.00
$286.00
$14.00
+27.5
-5.1
Shop #2
$290.00
N/A
N/A
N/A
-8.2
Shop #3
$222.00
$102.00
$118.00
-54.5
-29.8
Shop #4
$235.76
$195.76
$40.00
-12.7
-25.4
Average
$261.94
$194.58
$57.30
-13.2
-17.1
Median
$262.50
$102.00
$79.00
-12.7
-16.8
Pittsburgh, Pa.
Glass %
% off
Total Price
Glass Price
Labor
off NAGS
NAGS Total
Shop #1
$399.00
$265.64
$133.36
+18.5
+26.1
Shop #2
$345.42
$300.00
N/A
+33.8
+9.2
Shop #3
$380.00
$309.12
N/A
+37.9
+20.2
Shop #4
$368.54
$256.13
$112.41
+14.2
+16.6
Average
$373.24
$282.72
$122.86
+26.1
+18.0
Median
$356.98
$282.82
$122.86
+35.9
+18.4
Los Angeles, Calif.
Glass %
% off
Total Price
Glass Price
Labor
off NAGS
NAGS Total
Shop #1
$297.66
N/A
N/A
N/A
-5.9
Shop #2
$148.00
$108.00
$40.00
-51.8
-53.2
Shop #3
$359.00
$215.45
$143.55
-3.9
+13.5
Shop #4
$245.00
$134.04
$70.00
-40.2
-22.5
Average
$262.42
$152.50
$84.52
-31.9
-17.0
Median
$196.50
$134.04
$70.00
-17.9
-14.2
*Figures calculated based on glass only.
** For columns with N/As included, only the data available was averaged.

Total Price
Glass Price
Labor
National Average
$329.56
$224.84
National Median
$322.71
$232.23

Glass %
off NAGS
+0.2
+3.6

>

% off
NAGS Total
+4.2
+2.1
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1414 Commerce Park Drive, Tipp City, Ohio 45371
Toll Free: 1-800-273-1535
www.creativeextruded.com
Bronze Sponsor of Auto Glass Week™ 2013
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Welcome to AGRR’s Guide to

New Products
N

eed a new app? In the market to purchase new Dow Automotive
moulding or a new tool for your shop? Check Launches Mobile App
out AGRR™ magazine’s Fourth Annual Guide
Dow Automotive Systems Aftermarket has released
to New Products and Services for many of the www.DowARG.com, a mobile app, to provide technicians
latest industry offerings.
with access to technical data in the field.
General installation information covers the windshield
replacement
process step-by-step.
APPLICATIONS
Product-specific information provides details on Dow
Automotive Systems Aftermarket products, including
Digital Business Controls
minimum drive-away times.
Shares New Technology
Dow also introduced Betaprime 5504G all-in-one Primer.
Digital Business Controls latest
This primer can be used on both replacement windtechnology includes several new offershields and the vehicle body.
ings such as smartphone applicaBetaprime 5504G can be used on
tions, Web quoting, text integration
with point-of-sale, call center appliall common aftermarket substrates
cations and software.
including glass, bare metal, nicks
and scratches in the paint, and encapsulations (RIM, PVC and PAAS).
It can be used all year round—it has
a fast flash-off time in temperatures as low as zero degrees and an

A few of the new highlights of these features are a direct
tie-in with ChameleonWare Software via smartphone, realtime quoting, scheduled texted reports of sales and key statistics. Furthermore, the company now also offers a way to
track installer’s daily progress, automatically schedule jobs
through Google or Yahoo Maps, in addition to a cloud feature and standalone VIN lookup, as well as more.
❙❙➤ www.dbcontrols.com
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open life
of 14 days.
The company has
also upgraded its popular Betapro program. Betapro is a free business development program for qualified Dow customers.
It includes a variety of business development tools, including professionally designed print, video and point-ofpurchase marketing materials that can be customized for
individual use. Internet marketing training is also offered
to help owners leverage the power of the Web. Finally, CSR
training programs are offered to help build continuous improvement with sales teams.
❙❙➤ www.dowautomotive.com/capabilities/industry/
aftermarket/products/na/
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and Services
MOULDINGS

CLEANERS

New Mouldings
Launched

Spray-X Glass
Cleaner Rolled Out

Creative Extruded Products has released three new
mouldings. The FTBU084075 is 8 millimeters (mm) Ulip moulding with BriteFlex
chrome
surface.
The
FTU0725-75 is 7mm U-lip
universal moulding, which
company officials note is
their most flexible U-lip
available. And finally the
FTUS05-75 is a 5mm universal underside tape moulding with patented tear away
alignment guide.
❙❙➤ www.creativeextruded.com

The newly launched Spray-X glass
cleaner is designed for glass, windows,
mirrors, windshields, enamel surfaces,
chrome, tile, porcelain and other hard
surfaces. It sprays in any position and
features a heavy-duty foam that can
cling to vertical surfaces.
❙❙➤ www.spray-x.com
The company has also introduced the 1529 Cowlend kit,
which includes both left and right replacement ends for the
cowl which often has dry rot, is brittle and turns from black
to white due to UV exposure.
❙❙➤ www.gggcorp.com

TOOLS

Gold Glass Group Introduces
Universal Cowl Mouldings

Vanbrella Introduced by
United Kingdom-based Autoglass

Gold Glass Group has rolled out Universal Cowl Mouldings, which is designed to solve the ongoing challenge of
ensuring a solid adhesive bond of the rubber strip to the
cowl after windshield replacement. GGG’s universal cowl
moulding was created to fit easily over the leading edge of
some cowls, and is held in place by a butyl strip inside the
channel. This moulding is available in 100-foot rolls.

United Kingdom-based Autoglass has launched an extendable canopy that can be fixed to mobile technician’s
vans called Vanbrella. It is designed to facilitate repair and
replacement services in wet weather conditions.
❙❙➤ www.autoglass.co.uk
continued on page 20

COMPUTER PROGRAMS
Mainstreet Computers Reveals Glas-Avenue 9.0
One of the highlights of Glas-Avenue 9.0. is a time clock module to verify employees daily ‘time
in’ and ‘time out.’ Additionally, the new program also offers a commission system to reward productivity through incentives. Multiple vendor inquiry checks are also available to look up best price and
parts availability. And soon to be launched is a mobile Android app, which can streamline workflow
between office and field technicians.
❙❙➤ www.mainstreetcomp.com
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New Products and Services
continued from page 19

Glass Technology
Introduces Glass Removal Tool

It also features a built-in LED light, as well as battery charge
indicator lights.
The company has also announced the Glass Bot Lite.
Glass Technology Inc. will soon begin selling a new tool
This tool is designed specifically for quarter, back or overcalled Kong.
head glass removal or assisting the Glass Bot with help.
The small footprint (4.5 inches) can help this tool get onto
parts many other winding tools cannot access. The Glass
Bot Lite features a cordless drill motor.
❙❙➤ www.glassbot.net

Tool Belt Mobile Windshield
Repair System Hits the Market
Delta Kits has unveiled its EZ-200S Mini-Mobile System.
The wearable system includes the company’s top-selling
windshield repair tools needed to complete a quality repair
utilizing the company’s On-The-Go Pro Pack.

The new technology incorporated into this tool can
help to reduce cut out times as well as physical stress on
the technician and the windshield, according to company officials.
❙❙➤ www.gtglass.com

Glass Bot Launches Lion Genesis
The Lion Genesis from Glass Bot runs on a lithium ion
battery and has a variable-speed pistol grip remote control.

The EZ-200S comes standard with the Delta Kits new
lightweight B150 Bridge, which is available in seven colors
with a custom logo engraving option. The product features
the aluminum screw type injector, anodized aluminum base
with large viewing window and stainless steel flip lever vacuum cup components. The base rotates 360 degrees and
slides forward and aft for nearly infinite adjustment options.
The Pro Packs assorted pouches were designed to hold Delta
Kits bridges, scribe tool, inspection mirror, compact UV

WINDOW FILM
3M Launches Scotchshield Automotive Security Films
To offer a bit more protection, 3M is rolling out new Scotchshield Automotive Security Films. Officials say these films are designed to keep glass in place upon breakage and have undergone rigorous testing to ensure they can help slow thieves down.
Along with the security benefits, the film also provides UV protection and increased privacy shading. The films come with a limited lifetime warranty should they need replacing due to bubbling, peeling or blistering.
❙❙➤ www.3M.com
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light, resin, polish, curing tabs, cordless drill, carbide burs,
spray bottle, end seals, razor blades and business cards.
❙❙➤ www.deltakits.com

Personna to Launch New Blade

This summer Personna is in the process of introducing a new round-corner safety blade, designed to increase safety in windshield trimming and processing.
The blades come in a variety of materials, thicknesses
and configurations to suit various processing needs.
❙❙➤ www.personnablades.com
continued on page 22

Platinum Sponsor of Auto Glass Week™ 2013
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New Products and Services
continued from page 21

DFI Expands into Southeast Asia Market

Untreated

Invisible Heat Announced

Treated

Diamon-Fusion International has signed a new agreement with Pacific Ring Inc. to widen its auto line distribution into Southeast Asia. Diamon-Fusion can help decrease
windshield glare and prevent pollution build up, as well as
help protect glass from chips and cracks. PRI expects to expand its market share through the new deal.
❙❙➤ www.diamonfusion.com

UltraWiz Introduces New Lever Knife Kits
UltraWiz recently revealed its Lever Knife Kit 3007-K
and Lever Knife Kit 3008-K.
The 3007-K is ideal for “blade chasing,” according to
company officials.
The 3008-K offers the same quick release but is
slimmed down to feel similar to a standard cold knife.
Both kits include 1002-M long blade.
❙❙➤ www.ultrawiztools.com

Induction Innovations has released Invisible Heat via its
Inductor Glass Blaster. Invisible Heat travels harmlessly
through the glass and plastic to warm the pinchweld below,
melting the urethane bond. It allows the window to lift from
the pinchweld easily without removal of interior trim and
without the use of blades, according to officials. This leaves
the pinchweld clean to simplify reinstall.
❙❙➤ www.theinductor.com

Equalizer Presents Black-Ops Kit

22

Equalizer now offers carbon fiber designed Presto PipeKnife Enters Market
Black-Ops 120-volt auto glass removal
tool, which comes with a Piranha
serrated-edge blade. The
kit includes a 1The PipeKnife Co. announces the addition of the Presto
PHB169 Pira- PipeKnife. It is a urethane cutout knife with a quick-release
blade feature enabling the AGR technician to quickly and
safely remove the blade without tools.
The blade is released by simply lifting the spring steel
cover and releasing the blade lock. The blade can then
be removed. The replacement blade is locked back into
nha
blade,
a
place by releasing the cover. Micro channels are undercut
1-SFE329 blade sharpmachined into the knife to stop sideways movement. A
ener, one pair of safety safety stop is incorporated into the cover to stop the blade
glasses, an instructional DVD from sliding back into the knife.
and a carrying case. Equal- ❙❙➤ www.pipeknife.com
■
izer has also introduced
Snake Eyes. The pre-inspecDo you have a new product or service you would like
tion tool can help locate
us to consider for inclusion in an upcoming edition?
clips, stops and thick pucks
Submit two or three paragraphs on your new product
of urethane before a techniand service, along with high resolution photography or
cian begins glass removal.
graphics to jreed@glass.com for consideration by our
❙❙➤ www.equalizer.com
editorial team.
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WE DO EVERYTHING TO MAKE
OUR PRODUCTS INVISIBLE.
The EU has some of the highest automotive quality and
safety standards in the world. For over 20 years NordGlass
– located in Poland – has been manufacturing windshields
to these standards and requirements. With the latest
technology, NordGlass products meet also the stringent
requirements of original equipment manufacturers (OEM)
in terms of materials and structure quality, technological
and optical parameters, quality testing, environmental care,
customer safety and comfort.

Best Quality

Modern
technology

Platinum Sponsor of Auto Glass Week™ 2013

Complete
Accessories

Perfect fit
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Hard Work for
a Low Price

A Snapshot into the Fleet Servicing World
by Jenna Reed

S

ERVICING FLEETS NO LONGER CREATES AS MUCH
business for AGRR companies as it once did. As large
fleet-service companies such as Emkay and ARI look
to manage overhead and costs, many appear to be turning
to larger, national providers to take care of their glass repair
and replacement needs. And it can be tough for smaller
companies to compete on price.

Two Large Fleet
Servicers Share Their Take
Itasca, Il.-based Emkay and Mount Laurel, N.J.-based
ARI are both large fleet servicers whose auto glass repair
and replacement business has shifted primarily to large
third-party administrators (TPAs). In order to receive work
from these companies, auto glass repair and replacement
vendors must be affiliated with their national auto glass repair/replacement providers.
Michelle Lewis, manager of Emkay’s accident management services, handles the company’s auto glass repair and
replacement business. She says the company facilitates
quite a bit of auto glass repair and replacement for clients.
“More than 20 percent of our overall fleet that participates
in our glass program will require glass repair or replacement
on an annual basis,” she says. “Certainly weather plays a role
in this. As the weather gets wetter, this number can increase.”
Lewis explains that the company has tried a variety of
auto glass and repair platforms over the years.
“We have been managing customer glass needs for many
decades and the industry has changed over the years,” she

says, indicating at one point, Emkay used to manage its
own clients’ claims, but this has since changed.
“Currently, we’ve gone in a direction to outsource the facilitation of glass claims business. Today, we are contracted
with Netcost Claim Services (NCS) for the nationwide administration of our glass claims,” Lewis says.
Schaumburg, Il.-based NCS is a nationwide claims administrator that services insurance and fleet clients' needs
and handles windshield repair and replacement, roadside
service and first notice of loss.
Lewis went on to explain that Emkay’s partnership with
NCS is renewed annually based on service and price, as well
as other factors.
“Certainly as a fleet leader known for our service, service is a key element to our selection process, but cost savings are critical today,” she stresses.
Meanwhile, Tony Piscopo, director of ARI’s fleet management services, says his company is similarly situated.
“We primarily utilize our national account provider for
our glass repairs,” Piscopo says. “The provider does have
stringent requirements established in order to be a member
of their glass network.”
He adds, “We do have some clients that request we utilize
their national account provider.”
Piscopo preferred not to say who the company’s primary
claims’ provider is; however, he did say there are a number
of national networks of auto glass providers that work with
the national fleet management companies. He listed Safelite, Gerber Auto Glass and LYNX, as a few.
“From our perspective, glass repair and replacement is
less than one percent of a vehicle’s expense,” he says. “The
standard national account offering is very effective with
helping ARI meet our fleet customer needs.”

“ We h a v e l o n g - h a u l t r u c k
drivers who get our name
from others who have passed
through our doors for a
Key Fleet Servicing Takeaways
w i n d s h i e l d r e p l a c e m e n t . We from AGRR Business Owners
David Casey, president of Orlando, Fla.-based Superalways do our best to meet
Glass Windshield Repair Franchise, says servicing this segt h e i r t i m e n e e d s a n d e n s u r e ment of the industry is much different than working with
our replacements do not
insurance claims.
“When servicing a fleet of trucks, you are dealing with an
leak. They send their truckeducated maintenance manager who understands service
d r i v e r f r i e n d s o v e r f o r w o r k standards and demands them in all facets of the [auto glass
w h e n t h e y a r e i n t h e a r e a . ” repair] vendor,” he says. “This includes dependability,
24
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“More than 20 percent of our overall fleet that
participates in our glass program will require glass
repair or replacement on an annual basis. Certainly
weather plays a role in this. As the weather gets
w e t t e r, t h i s n u m b e r c a n i n c r e a s e . ”
—Michelle Lewis, Emkay

Casey points out that many auto glass repair companies
can have a problem with fleet servicing.
“Fleet work means that your customers will be seeing the
results of your repairs over and over,” he adds, “so work
quality must be up to par.”
Casey describes fleet-servicing as a different sort of business animal.
“When you service fleets, you must commit to a regular
schedule, be prepared to work high in the air, probably on
a ladder on dirty trucks and be paid less than the insurance
rate,” he says.
However, he does highlight a key benefit of such business—security.
“A good advantage to working with customers like this is
that your security is dependent on your behavior (which includes quality service and repair) and you can influence the
decision-makers with that good behavior,” Casey says.
He continues, “Unlike the insurance industry where repair quality is not a part of any criteria and you can lose
your position through no action of your own, [fleet servicing] is a bit more comforting when you are raising a family
with your business.”
To help cultivate fleet business and stress his franchisees’
strong repair abilities, Casey’s company uses a “Measure the
Repair Quality Card,” which allows fleet clients to measure
the quality of their repairs.

www.agrrmag.com

“The fact that we own our company, we build our equipment and develop our own resins means that we have no
box to keep us from innovating,” he also stresses.
He says such a strong emphasis on quality is his company’s
trick to servicing many fleets on a national basis.
Jeanne Thompson, of Novus Glass in Lakeville, Minn.,
says her company also services fleets.
“For us, success is ensuring our installations do not leak,”
she says.
Word-of-mouth appears to be key for her company’s
fleet business.
“We have long-haul truck drivers who get our name from
others who have passed through our doors for a windshield
replacement,” Thompson explains. “We always do our best
to meet their time needs and ensure our replacements do
not leak. They send their truck-driver friends over for work
when they are in the area.”
As for advice to others, Thompson hones in on customer
service as the most important selling factor.
“Customer service is very important,” she stresses.
“Dress and speak in a professional manner. Treat your customers well no matter how challenging they can be.”
■
Jenna Reed is the editor of AGRR™ magazine/glassBYTEs.com™.
Connect with on LinkedIn, follow her on Twitter @agrrmagazine
and like AGRR magazine on Facebook to receive the latest updates.
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What Will the Future of the Repair/Insurance Interface Bring?
by Jenna Reed

T

he relationship between the insurance industry and auto glass
repair businesses has been contentious for many years. When thirdparty administrators (TPAs) were
introduced to the mix to help insurers
manage claims, the auto glass repair industry saw immediate effects. The ripple
effect from this still is noticeable today.
The days of auto glass professionals
working with local agents to secure insurance business has fallen by the wayside. Now more than ever, insurers
tend to look to larger providers and
preferred networks to service claims
and provide auto glass repair services
at a low price point. Independent auto
glass businesses can either opt into
preferred networks through claims servicers such as Safelite Solutions and
Lynx Services, or they find themselves
fighting for business.
“Prior to the TPAs (third-party administrators), a windshield repair company
could market directly to the insurance
company representative, the insurance
agent,” says David Casey, president of
SuperGlass Windshield Repair in Orlando, Fla. “The business owner could
show the quality of [his] work and professional image and explain [his company’s] customer service policies.”
Casey says that today TPAs take 95
percent of all insurance claim calls and
distribute these jobs.
“When they can dispatch a job to
themselves, they do that,” Casey says.
“The customer isn’t getting a vendor
based on successful repair ratio, quality of repair or a sterling track record of
response and customer service; they
are getting the TPA’s choice because
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the TPA controls the call.”
Kerry Soat, CEO of Fas-Break in
Chandler, Ariz., has a similar take.
“TPAs came into play in the health industry, also called PPOs (preferred
provider organization). It’s the same
principle, except in the auto glass industry the TPAs can be owned and operated
by a glass company. I am not aware of
any PPO organizations owned and operated by a group of hospitals, doctors, labs
or any competing entity in the health industry with the express purpose of steering business to itself,” Soat says.
“I do not understand how any shop
being asked to participate in ‘negotiating pricing and quality of parts’ with a
competitor for payment from an insurance company is legal,” he adds.
TPAs are also accused of affecting
business is via steering. Auto glass repair shop owners point to inspections
as a way TPAs are inserting their foot in
the door with the customer even if the
customer is standing inside an independent shop.

Are Inspections a
Necessary Disruption?
According to several auto glass repair shop owners, inspections by insurance companies can throw a
wrench in their business. The latest
company to require inspections of a
break prior to repair is Farmers’ Insurance. It joins USAA, Elephant and
Geico, which have been running or
testing similar programs for years.
“The (Farmers’) program started in
January and now everyone has to be
inspected,” says Deborah Van Zaun of
Onsight Auto Glass, which has three lo-

>

cations in Colorado. “One guy wanted
three [separate] windshields repaired
and we were finally able to do the work
a week later.”
She says inspections can take up to
a week and customers don’t like it.
They will complain right on the spot.
“I’m at a standstill,” Van Zaun says.
“It’s just really odd that everyone has to
be inspected. A lot of people are waiting for chip repair.”
Ina Machuca of Alternative View,
also based in Denver, is seeing the
same trend with customers insured by
Farmers.
“The biggest one doing this is
Farmers’ Insurance,” she says. “We
got a notice in November or December that customers had to call in their
repairs. December and January went
just fine. Even up until February,
things were going smoothly. But then
all of the sudden we got a Farmers’
customer who needed an inspection.
It was at least 24 hours to get approval
and get an adjuster to look at the auto
glass.”
She calls this a “detriment” to her
business.
Farmers confirmed the inspections
are taking place.
“We launched this glass inspection
program across the country in response to concerns raised by some of
our customers regarding glass repair
claims,” says Mark Toohey, head of
media relations for Farmers.
“The bottom line is that we took this
action in an effort to provide the best
possible service to our customers,” he
adds.
Casey indicates that he and fellow
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shop owners are seeing this trend of
inspections as another attempt at
steering.
“I see it as a blatant move by Safelite
[Safelite Solutions serves as claims servicer for Farmers] to circumvent another company from performing the
repair,” he says. “Once Safelite inspects
it, they usually repair it as the same
time, regardless of the prior vendor’s
involvement.”
Casey says he sees some consumers
getting upset when they hear about
possible steering taking place.
“I do see policyholders becoming
irate at the tactics of the TPAs and recognizing the conflict of interest when a
replacement company is deciding who
gets repairs,” he says. “The common
sense of the motorist is underestimated by the insurance companies
and the TPAs. Once the policyholder
understands the TPA relationship and
how their vendor was chosen, they become quite offended.”
The Florida repair owner says he
looks forward to the possibility of an
open market where the motorist
searches for the best value and quality
and is given all the information to
make the right choice, “not just sent
down the TPA pipeline to an inevitable
replacement.”
Soat says inspections are a way of
disrupting the repair process and giving the TPA a chance to “steer” the
client to where they want them to go.
He also has concerns about the TPA’s
control over the process.
“The thing I find very upsetting is
the TPA will state any claim that does
not follow procedure will not be paid.
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How can any TPA determine whether a
claim should be paid or not? Since
when did a TPA become a licensed
claim adjuster for the insurance company?” he asks.
Because of the role TPAs play in the
industry, some auto glass repair shop
owners think it would be better if repair was an uninsured service. While
some stress that glass is a safety feature
and should be covered, others wish the
insurers would stop covering glass.
This would mean consumers would
pay out-of-pocket for all repairs, removing insurance companies from the
equation.

laughed,” Soat says. “The glass is a
safety feature of the vehicle and clearly
falls under their liability to repair and
replace any unsafe glass. The proponents of this talk state the glass should
be treated like tires. Tires are also a
safety feature of the vehicle and are
also covered under the policy.”
Meanwhile, Casey looks at the topic
from a different perspective.
“I personally would love to see the
insurance companies get out of the
glass business and leave the motorist
to make their own choice for value,
service and quality,” he says. “Certainly, the repair industry will see
more motorists in that scenario than
the current trickle of claims from
Is Auto Glass
TPAs that are too far for them to
Coverage in Question?
■
The response by repair profession- drive,” he concludes.
als is mixed. Soat says glass is a safety
feature which will always be insured,
Jenna Reed is the editor of AGRR™ magwhile Casey says he looks forward to
azine/glassBYTEs.com™. Connect with on
the day when glass will not be covered. LinkedIn, follow her on Twitter @agrrmagazine
“When I have asked the insurance and like AGRR magazine on Facebook to receive
companies directly about this, they the latest updates.
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Repair Round-Up
nwra reports

rich@ultrabond.com

f ocus

on

REPAIR

Audacious Inspections in the Industry
by Richard Campfield

A

RE THERE ANY HUMANS
working at these insurance
companies? You have to wonder since these inspections of repairs
started. How about if the other insurers all had to not only call State Farm
to get permission to sell a policy but
then take it a step further and were required to have State Farm interview the
consumer and inspect the policy before they can sell them a policy? How
would they like that? Why are they
doing just that to auto glass businesses
and whose idea was it to do it in the
most audacious way that it could possibly be done?
Who are the “frauds?” Inspections
are another steering tactic because
the third-party administrators (TPAs)
are only discriminating against consumers who choose
non-particip a n t

shops. The
ironic thing about all this is that it is insurers and their TPA who are unjustly
enriched each and every day as they
turn thousands of repairable windshields into replacements by their nondisclosing misleading scripts, criterion,
phony warranty and ineffective windshield repair equipment. This, combined with repair policies and
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procedures, almost guarantees their
repairs will not be filled with resin. But
since the consumer, not the insurer, is
the one who is being taken and paying,
it is okay in.
Perhaps if these insurers are really
concerned about fraud they might do
an ounce of due diligence and inspect
their own backyard first. All of us in
the AGRR business know
exactly what I am
talking about here.
What do I mean
here?
Well
imagine what
it would be
like if you
had Bernard
Madoff inspecting
your stock
portfolio.

>

following the insurer’s criterion and
pricing in , they will be put out of business. Isn’t it ironic how the backbone of
gets no protection from?
Oops, did I get off track here, sorry
about that, I just had to put the bigger
picture into perspective. The easiest,
most convenient, unobtrusive way to
adjust a windshield claim is to take
a picture with a smart
phone of the back of
the vehicle, which
identifies the vehicle, make and
model and a
picture of the
break,
and
most importantly, take a
picture of it
after it has
been repaired
and email it.
There you have it,
in minutes and onthe-spot. Then insurers can
also see what is really going on.
But speaking of quick and easy, I
will make it easy for you. If you want
pictures of repairs done to the windshields of your customers who called
your phone number and got repairs
by your inspector, I will email them
to you upon your written request.
You can then confirm this by randomly picking 10 of your inspector’s
repairs and start inspecting repairs
for yourself.
■

The thing
about having preferred
providers/ shops and nonpreferred is the fact that
auto policies are not HMOs or
PPOs. Insurers mislead both consumers and auto glass businesses into
believing that the policy is an HMO or
PPO but it is not. The insurer, by their
own choosing, is not the one contracting for windshield repair or replacement. They are not even a party to the
contract between the consumer and
the windshield repairer.
Long ago courts defined the vague
Richard Campfield is the National
policy option so as to prevent insurers
Windshield
Repair
Association
from doing exactly what they are doing president, as well as the founder and
to consumers in the auto glass indus- president of Ultra Bond Inc. in Grand
try. If small businesses do not do it by Junction, Colo.
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Moving Forward.
is now

Forward progress.
ASR - The company you know for quality and consistency in blades for auto glass replacement and
repair, has a new handle. Personna. Same quality, same consistency, same company, new name.
When productivity and performance are key, now reach for Personna. We’re the same company
you’ve trusted for all of your single edge, utility, snap off blades and specialty blades for years.
And now we’re even better. So when results matter, choose the name that delivers. Personna.

To learn more, visit us at industrial.personnablades.com

© 2013 Personna. All rights reserved.
Copper Sponsor of Auto Glass Week™ 2013
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WGR Reports
repair news
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LEGAL NEWS

Court Upholds Repair-Based Class Action
Certification Against State Farm

A

STATE FARM CUSTOMER
who argued he and other customers should have received
checks for full windshield replacement
rather than be given repairs had his class
action certification upheld by the Eighth
District Court of Appeals in the County of
Cuyahoga, Ohio, with slight modification.
Michael Cullen, the class representative, reported windshield damage to
State Farm in 2003 and says that his
claim was handled by the company’s
subcontractor LYNX.
Cullen agreed to a repair instead of
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replacement, but later brought suit
against State Farm arguing he should
have received a check in full for the replacement value of his windshield,
minus the deductible.
In the case, Cullen v. State Farm,
filed in 2005, Cullen’s attorneys alleged
State Farm created a script that LYNX
used to steer claimants to opt into
windshield repair rather than replacement. Cullen claimed the LYNX agent
did not volunteer all options, and in
particular, did not share a “pay-out”
option where claimants could get a

>

check for the entire amount of the
windshield, minus the deductible, and
then repair the windshield at their own
expense.
Cullen alleged breach of contract, bad
faith and breach of fiduciary duty against
State Farm. He sought monetary and declaratory relief as well as class certification for others similarly situated.
After the trial court decided that
Cullen met all the requirements of class
certification, State Farm appealed.
continued on page 32
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More to Offer…

Even on Cars Like This One

✓ The largest and most extensive inventory in the nation. OEE and aftermarket
name brands; multiple vehicles, old and new
✓ Interactive online ordering at www.mygrantglassonline.com
✓ Local customer service – no call centers
✓ Efficient inventory control
✓ Full complement of installation items such as tools, gaskets and sealants
✓ Committed customer service from the most experienced staff in the industry
✓ International sales; export and bulk orders
✓ Now serving the greater NY and NJ metropolitan areas

60 locations in 25 states across the nation
Independent distributor of automotive replacement glass
www.mygrantglassonline.com
(866) 956-5084
Silver Sponsor of Auto Glass Week™ 2013
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WGR Reports
continued

Appellate court Judge Frank Celebrezze Jr., says, “For
claims handled using a common script or word track, the trial
court did not err in certifying the class in this case. Individual
questions do not predominate because the script used by
LYNX and developed by State Farm establishes class-wide
treatment under Cullen’s theory that State Farm breached its
contracts with insureds by dissuading individuals from replacing their windshields and not informing them of their option to receive a check for the value of the windshield less
their deductible.
“For claims made prior to the use of a common script,
Cullen argues that the policy language simplifies the case to a
showing that the policy in question required State Farm to restore vehicles to their pre-loss condition and that a windshield
repair cannot do so. The theory, while dubious, does provide
a means to resolve the case on a class-wide basis for these
members. Therefore, the trial court did not err in certifying
this class. However, the class definition must be restricted to
exclude those who had their windshields replaced after repair.
Finally, State Farm has provided nothing to indicate that the
trial court did not fulfill its duty to analyze the issues in the
case when rendering its judgment,” the judge says.
■
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Contact
Holly Biller at
hbiller@glass.com
or 540/602-3251
for Sponsorship
Levels before
they’re all filled!

Shine Your Spotlight
on Education

and Join the Auto Glass
Industry as it comes together
for 3 days of educational
sessions, demonstrations,
exhibition/extravaganza
floor and fierce
competitions.
Registration is now open for
all interested competitors
and attendees. The host
hotel is now accepting
reservations within the room
block at a discounted rate.
Reserve your room online
through the Hotel Tab on
the Auto Glass Week™
website.
Learn more about
the opportunities
Auto Glass
Week™ 2013 can
provide to you at
www.autoglassweek.com
Follow us on Twitter
@AutoGlassWeek
Find additional
information on
Facebook at
Auto Glass Week
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THE SHOWCASE
directory of suppliers
Adhesives/Sealants

AUTO GLASS
ADHESIVE SYSTEMS
SHAT-R-PROOF CORP.
12800 Hwy. 13, Suite #500
Savage, MN 55378
P: 952/946-0450
F: 952/946-0435
www.shatrproof.com
info@shatrproof.com

Auto Glass

NATIONAL GLASS
BROKERS LLC
3115 Fry Rd., Suite #302
Katy, TX 77449
P: 281/599-1550
F: 281/599-8158
www.nationalglassbrokers.com
sales@nationalglassbrokers.com
RV GLASS
COACH GLASS
1400 Cross St.
Eugene, OR 97402
P: 800/714-7171
F: 888/714-7171
rv@coachglass.com
WINDSHIELD MFS.
CARLEX
7200 Centennial Blvd.
Nashville, TN 37209
P: 877/377-4527

Information Sources
ASSOCIATIONS
Auto Glass Safety
Council™
385 Garrisonville Road,
Suite 116
Stafford, VA 22554
P: 540/602-3252
www.agsc.org

NATIONAL WINDSHIELD
REPAIR ASSOCIATION
385 Garrisonville Road,
Suite 116
Stafford, VA 22554
P: 540/720-7484
F: 540/720-3470
nwra@nwraassociation.org
PUBLICATIONS
AGRR™ MAGAZINE
Key Communications Inc.
P.O. Box 569
Garrisonville, VA 22463
P: 540/720-5584
F: 540/720-5687
www.agrrmag.com

Tools and Supplies
EQUALIZER
INDUSTRIES INC.
2611 Oakmont Dr.
Round Rock, TX 78665
P: 512/388-7715
F: 512/388-4188
www.equalizer.com
sales@equalizer.com

Windshield
Removal Tool

REPAIR SYSTEMS & SERVICES
GLASS MEDIC
7177 Northgate Way, Ste. C
Westerville, OH 43082
P: 614/891-9222
F: 614/891-9227
www.glassmedic.com

EXTRACTOR/CRYSTAL
GLASS CANADA
9508 - 45 Ave.
Edmonton, AB T6E 5Y9
Canada
P: 877/628-8837
F: 780/438-5915
www.extractortools.com

AEGIS TOOLS
INTERNATIONAL
P.O. Box 259688
Madison, WI 53725-9688
P: 608/274-9254
F: 608/274-9395
www.aegistools.com
info@aegistools.com

Windshield
Repair Products

DELTA KITS INC.
1090 Bailey Hill Road,
Suite A
Eugene, OR 97402
P: 800/548-8332
F: 541/345-1591
www.deltakits.com
LIQUID RESINS/A.C.T.
4295 N. Holly Rd.
Olney, IL 62450
P: 618/392-3590
P: 800/458-2098 (toll free)
F: 618/392-3202
www.liquidresins.com

WINDSHIELD REMOVAL TOOLS
A.N. DESIGNS INC./
ULTRAWIZ®
111 Putter Lane
Torrington, CT 06790
P: 860/482-2921
F: 860/482-8585
www.ultrawiztools.com ■

To place a Supplier’s Guide listing please call Tina Czar
at 540/602-3261 or email tczar@glass.com.
Rates start at $395 per listing and
run for an entire year.

View the News in a
Whole New Way

Watch the Monthly

Newscast

Holly Biller
Vice President, AGRR Magazine

PRODUCED BY
AGRR™ MAGAZINE

Visit www.agrrmag.com/studio to see the latest episode
Scan the tag at right to
view the latest newscast.
Get the free mobile app
at http://gettag.mobi.
Visit www.glassBYTEs.com™ and look for the video icon () or sign up for the daily e-newsletter and receive the newscast when it is first delivered.
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September 18-20, 2013
International Window Film
Conference and Tint-Off™
Sponsored by WINDOW FILM magazine
Tampa Convention Center and the Tampa
Marriott Waterside Hotel and Marina
Tampa, Fla.
Contact: WINDOW FILM magazine at 540/720-5584
or visit www.windowfilmmag.com/iwfc

October 16-19, 2013
International Autobody Congress
& Exposition (NACE)
Sponsored by Automotive
Service Association
Mandalay Bay Convention Center
Las Vegas, Nev.
Contact: NACE at 972/536-6352
or visit www.naceexpo.com

September 16-20, 2014
Automechanika
Sponsored by Messe Frankfurt
Messe Frankfurt Exhibition GmbH
Frankfurt
Contact: Messe Frankfurt at +49 69 75 75-0 or
visit www.automechanika.messefrankfurt.com

November 5-8, 2013
SEMA Show 2013
Sponsored by the
Specialty Equipment Market Association
Las Vegas Convention Center
Las Vegas, Nev.
Contact: www.semashow.com

■
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on the road

calendar of events

D A Y /
September 18-20, 2013
Auto Glass Week™
Co-Sponsored by AGRR™ magazine, the
Auto Glass Safety Council, the Independent
Glass Association, the National Glass
Association, and the National Windshield
Repair Association. Includes the Auto Glass
Repair and Replacement Olympics
Tampa Convention Center and the Tampa
Marriott Waterside Hotel and Marina
Tampa, Fla.
Contact: AGRR magazine at 540/720-5584
or visit www.autoglassweek.com

Visit www.agrrmag.com and click on
“Industry Events” to add your events to
the calendar.

P L A N N E R

ADVERTISING INDEX
Page

Company

Phone

Fax

Web Address

15

A.N. Designs Inc.

866/482-2921

860/482-8585

www.ultrawiztoools.com

C4

AEGIS Tools International

888/247-6000

608/274-9395

www.aegistools.com

7

AGC Glass Company North America

800/251-0441

404/446-4234

www.us.agc.com

33

Auto Glass Week™

540/720-5584

540/720-5687

www.autoglassweek.com

17

Creative Extruded Products

800/273-1535

937/667-3647

www.creativeextruded.com

5

Dow Automotive Systems

800/453-3779

734/697-8228

www.dowautomotiveaftermarket.com

3

Equalizer Industries

800/334-1334

512/388-4188

www.equalizer.com

9, 30

Glass Technology Inc.

800/441-4527

970/247-9375

www.gtglass.com

21

GlasWeld Systems Inc.

800/321-2597

541/388-1157

www.glasweld.com

1

Gold Glass Group

800/448-5188

631/981-4299

www.gggcorp.com

21

Induction Innovations Inc.

877/934-9233

847/551-3369

www.theinductor.com

31

Mygrant Glass Co.

866/956-5084

714/704-3914

www.mygrantglassonline.com

32

Nelson Glass Tools

530/748-8880

Not Available

www.glassbot.com

23

NordGlass

248/881-2904

Not Available

www.nordglass.com

29

Personna

800/336-4061

540/248-7122

www.personnablades.com

C2

Pilkington North America

866/377-3647

419/247-3821

www.pilkingtonclearadvantage.com

C3

Precision Replacement Parts

800/367-8241

800/545-5083

www.prp.com

13

Shat R Proof Corp.

800/728-1817

952/946-0461

www.shatrproof.com

32

Sika Corp.

800/688-7452

248/577-0810

www.sikausa.com

9

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

586/498-2301

www.nightwatchman.net

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

oem news from detroit

Hyundai Adds More Cars to Shattering Sunroof Recall

Photo: Lexus

Photo: Hyundai

Hyundai Motor Corp. has added 6,071 cars to its sunroof recall affecting 2012 Veloster models. The newly
added vehicles, manufactured between July 4, 2011, and
October 31, 2011, bring the total number of recalled vehicles to approximately 19,600 in the U.S. and Puerto Rico.
The recall, issued through the National Highway Traffic Safety Administration (NHTSA), was initially announced in December, affecting Velosters manufactured
between November 1, 2011, and April 17, 2012. The addition to the recall expands the timeframe in which the
panoramic sunroofs “may have been weakened during
installation at the factory” according to the recall notice.
In December, an estimated 13,500 vehicles in the U.S.
and Puerto Rico were recalled for the defect.

NHTSA Exempts Pilkington from
FMVSS Compliance on Certain Backlites

Lexus LF-LC Concept
Closer to Production
While the Lexus LF-LC was intended
as a concept car, the Japanese automaker revealed it could put it into
production. However, it remains to be
seen whether the car will retain the
glass-to-glass roof pillar or if it will have
a hybrid powertrain like the concept.
A Lexus spokesperson confirmed
the model is being studied for a production launch.
Introducing the car at the Detroit
Auto Show earlier this year, Mark Templin, group vice president and general
manager of the Lexus Division, says,
“Over the last few years our talented
designers in Japan, France and the U.S.
have worked together to bring passion
and excitement to our stunning concept vehicles … the LF-LC and LF-CC
and to our recently introduced production models like the GS, ES and LS.
“So, as you can see, we’ve made a
dramatic change in our approach to
design. Frankly, we’ve become obsessed with design and it shows in all
of our new products,” he adds.
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The National Highway Traffic Safety Administration has agreed to Pilkington
North America’s petition for exemption from the Federal Motor Vehicle Safety Standard on certain replacement backlites. The petition was filed by Pilkington after
company officials realized they failed to label certain replacement backlites as required. The company stated that the windows still met safety standards and NHTSA
granted approval of the exemption.
Approximately 206 replacement backlites (NAGS part number FB22692GTY) are
impacted for model years 2006 through 2009 Honda Civic two-door coupe passenger cars, according to a notice that appeared in The Federal Register. These windows were manufactured at Pilkington’s Versailles, Ky., plant, on April 16, 2008.
“Pilkington explains that the noncompliance for the 205 replacement rear windows exists due to Pilkington’s failure to label the replacement [backlites] with the
marks required by section 7 of ANSI/SAE Z26.1-1996, the symbol ‘DOT,’ and its
NHTSA assigned manufacturer code mark,” The Federal Register reports.
According to the report, Pilkington argued that, “The noncompliances relate
solely to product monograms or markings and the noncompliant [backlites]. Pilkington has tested a number of the parts in its possession and confirmed that they
meet or exceed all other applicable performance requirements in FMVSS No. 205.”
The Federal Register went on to say, “Pilkington also stated its belief that the
noncompliance will not interfere with any future tracing of the windows because
Pilkington is only one of three manufacturers of rear windows for this particular
Honda Civic, the other two being Pittsburgh Glass Works (PGW) and AutoTemp Inc.
“Given that the windows produced by the other two manufacturers will be properly
marked, Pilkington’s unlabeled [backlites] should easily be identified and traced, if necessary, should any future defects or noncompliances be discovered,” the report states.
In its introduction in The Federal Register, NHTSA responds, “Pilkington has provided documentation that the windows do comply with all other safety performance requirements of the standard, except labeling.”
NHTSA continues, “NHTSA believes that the lack of labeling would not result in
inadvertent replacement of the windows with the wrong glazing. Broken tempered
glass can readily be identified as tempered glass, rather than plastic or laminated
glass. Anyone who intended to replace the window with an identical tempered
glass window would have to contact Pilkington for the proper part, since tempered
■
glass windows cannot be easily manufactured by small field facilities.”
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NEED TOOLS?
Think AEGIS® for Great Products, Service & Value

NEW!

AEGIS® GlassHandlers®* Updated Design

NEW!
M18 Urethane Guns
®

Windshield Repair Systems
$(*,6
®
Windshield Repair Adhesives

$(*,6
®
AEGIS

Windshield Setting Tools
®

$(*,6
Scratch Removal Systems
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The choice of glass professionals worldwide!
View product demonstrations at aegistools.com
1-888-247-6000 toll-free in U.S. & Canada
email: info@aegistools.com phone: 608-274-9254 fax: 608-274-9395
P.O. Box 259688 Madison, WI 53725-9688
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A Global Perspective:

D’Ieteren Executives Offer a
World-Wide Peek into Belron Happenings
by Jenna Reed
Chart A:

Allocation of Goodwill
U.S. dollars millions

Auto Glass 2012

Auto Glass 2011

United Kingdom

125.2738

125.1450

France

91.0263

91.0263

Italy

76.8638

69.7825

Germany

61.5425

61.5425

Canada

86.1338

66.0487

Holland

37.4663

37.4663

Belgium

34.8913

34.8913

Australia

35.1488

35.1488

United States

171.2375

160.0362

Spain

28.5825

25.3637

Norway

9.6562

9.0125

New Zealand

8.2400

8.2400

Greece

-

4.8925

Sweden

6.8238

6.3088

Switzerland

2.7038

2.7038

Portugal

1.5450

1.5450

Denmark

6.6950

6.6950

Brazil

28.0675

31.6725

China

9.6562

6.0513

Russia

10.6863

10.9438

Turkey

6.1800

6.1800

Austria

0.3863

-

Ireland

0.1288

0.1288

Hungary

0.6438

-

Autorestore

7.3388

-

Unallocated

483.4563

512.1675

Subtotal Auto Glass

1,330.3737

1312.9925

Group

1,341.7037

1320.9750

A

S COMPANIES TAKE ON A
wider-based, global Wal-Martlike perspective, Belgiumbased D’Ieteren, which owns a
majority stake in Belron, is a key example as to how this is taking shape in the
auto glass marketplace.
The Safelite parent recently outlined
its global perspective in its 2012 financials. In this report officials offered insight into how much of a footprint the
company has in each country by
culling out the allocation of goodwill
(see chart A).
“The board of directors of the parent
is satisfied that the carrying amount of
the vehicle glass cash-generating unit is
stated at no more than its value in use,”
officials note as a part of the report.

An Acquisition Bonanza
As large companies look to expand,
they generally take two avenues. Either
they grow organically and internally, or
they broaden their outreach by acquiring other companies that complement
their services. Belron has showed a
strong trend toward the latter.
In 2012 Belron has acquired:
• On January 1, the assets of
Guangzhou Chenyu Vehicle Glass Co.
Ltd., a replacement business in China;
• On February 16, the assets of Euskalglass, a replacement business in
Spain;
• On February 16, the assets of
Guardian Lleida, a replacement
business in Spain;
• On March 1, the assets of Vetri Auto
Biella, a replacement business in
Italy;
• On March 1, the assets of Wuhan
Sanxing Chutian Glass Distribution
Co. Ltd., a replacement business in
China;
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• On May 1, the assets of Changsha Chart B:
Fuyao Vehicle Glass Distribution Co. Net Finance Costs
Ltd. Hengyang Yaohua sub branch,
a replacement business with one
U.S. dollars millions
Auto Glass 2012
Auto Glass 2011
branch in China;
• On June 6, the assets of Spiridon Current items:
Hatzinikolaou, a replacement busi- Finance costs:
ness in Greece;
-48.4100
-45.3200
• On July 1, the assets of Joe Kleber Interest expense
Autoglas, a replacement business in
Transfer from re-measurements
-0.9012
1.8025
Austria;
-49.3113
-43.5175
• In July, D’Ieteren acquired the re- Current interest expense
maining 67 percent of its associate
Other financial charges
S.M.A.R.T & Clean Automotive Services S.A. (Wondercar), active in Subtotal finance costs
-49.3113
-43.5175
smart repairs on vehicles;
2.7038
1.8025
• On October 1, the assets of Col Finance income
Mar srl, a replacement business in Current net finance costs
-46.6075
-41.7150
Italy;
• On October 31, the assets of Bergen Unusual items and re-measurements
Bilglass AS, a replacement business Unusual items
in Norway;
• On November 1, the assets of Ventri Re-measurements of put options
granted to non-controlling interest
Auto Piemonte, a replacement busiRe-measurement of
ness in Italy;
• On November 1, the assets of Malar- financial instruments:
glas AB, a replacement business in Gains (Losses) on “dirty”
-5.5362
1.6738
fair value of derivatives
Sweden;
• On November 1, the assets of Klein Transfer to current items
0.9012
-1.8025
Dickert Co., a replacement business
Subtotal gains (losses) on “clean”
-4.6350
-0.1288
in the U.S.;
fair value of derivatives
• On November 23, the assets of ADR
-4.6350
-0.1288
Accident Repair Centre Ltd., an auto Unusual items and re-measurements
damage repair business in the
Net finance costs
-51.2425
-41.8438
United Kingdom;
• On December 12, the assets of
“The brands Carglass and Autoglass,
Manolopoulous & Co. EE, a replacement business in Greece;
acquired in 1999, as well as Glaspro,
• On December 31, the assets of
Speedy Glass, Apple Auto Glass and
Y.W.P., Inc. (doing business as WindWindshield Pros acquired in 2005, as
shield World), a replacement business in the U.S.;
well as Safelite Auto Glass acquired in
• On December 31, the assets of Giant
2007, have indefinite useful lives.”
Glass Co. Inc., a replacement busi—D’Ieteren Officials
ness in the U.S.;
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• On December 31, the assets of
Southern Glass and Plastics Co. Inc.,
a replacement business in the U.S.;
• Also during the year, Belron acquired 23 branches in Canada.
These were all independently
owned former Apple® or Duro®
brand franchisees.

How Do the
Intangibles Stack Up?

Chart C:

Auto Glass Portion of Income Statement
U.S Dollars Million

Auto Glass 2012

Auto Glass 2011

2,5883

10,0026

-

2.7038

3,5110

3,5677

Operating Result

194.7988

302.3050

of which: current items

255.5688

337.7113

unusual items and re-measurements

-60.7700

35.4062

Net finance costs

-51.2425

-41.8438

Result before taxes

143.5563

260.4613

of which: current items

208.9613

295.9963

unusual items and re-measurements

-65.4050

35.5350

Tax Expense

-39.5263

-59.7400

Result from Continuing
Operations

104.0300

200.7213

of which: current items

156.9463

225.3125

unusual items and re-measurements

-52.9163

-24.5913

External Sales
Inter-segment sales
Segment sales

In addition to reporting on key
Belron operating results, executives
from D’Ieteren shared some other
key insights in its consolidated financial statement, such as discussing intangible assets as related
to the auto glass business, put options and a breakout of auto glass financial performance.
Highlighting capital additions,
which include both additions and acquisitions through business combinations,
including
goodwill,
executives say the auto glass segment
saw $227.19 million U.S. dollars,
while automobile distribution saw
$32.86 million U.S. dollars. The D’Ieteren group figure came in at $260.5
million U.S. dollars.
Looking specifically at sales, the
company reports $3.5 billion U.S. dollars for the auto glass segment in 2012
versus $3.55 billion U.S. dollars for
2011.
To see net finance costs, view chart B.
“The additional sales arising subsequent to these acquisitions amount
approximately to $24.48 million U.S.
dollars (approximately $85 million
U.S. dollars if they had occurred on
the first day of the period),” write D’Ieteren officials. “The results arising
subsequent to these acquisitions
(even if they had occurred on the first
day of the period) are not considered
material to the group and accordingly
are not disclosed separately.”
Company executives go on to write,
“An item of intangible assets is valued
at its cost, less any accumulated amortization of any and any accumulated
impairment losses. Customer con-
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Chart D:

Automotive Distribution
U.S. Dollars Million
tracts and brands acquired in a business combination are recognized at
fair value at the acquisition date.”
Among the company’s intangible
assets, as related to the auto glass business, the following are listed:
• Computer software programs:
straight-line method over two to
seven years;
• Safelite’s
customer
contracts:
straight-line method over 10 years
(as from March 2007);
• Cindy Rowe’s customer contracts:
straight-line method over seven
years (as from January 2009);
• Diamond’s customer contracts:
straight-line method over seven
years (as from July 2008);
• IGD’s customer contracts: straightline method over seven years (as
from October 2009);
• Car and Bus customer contracts:
straight-line method over four years
(as from March 2010);
• Canada’s
customer
contracts:
straight-line method between one
and 10 years;
• Auto Glass Center Inc. and Alliance
Claims Solutions brand (IGD acquisition): straight-line method over three
years (as from October 2009); and
• Apple and Autostock brand:
straight-line method over two years
(as from the beginning of 2011).
According to the report, amortization periods are reassessed annually.
“The brands Carglass and Autoglass, acquired in 1999, as well as
Glaspro, Speedy Glass, Apple Auto
Glass and Windshield Pros acquired
in 2005, as well as Safelite Auto Glass
acquired in 2007, have indefinite useful lives, since, thanks to the marketing spend and advertising made,
there is no foreseeable limit to the period over which these assets are expected to generate net cash flows for
the group. They are therefore not
amortized but tested for impairment
annually,” officials explain.
As for put options, which just recently came up when D’Ieteren increased its Belron stake to 94.85

Goodwill

Auto Glass 2012 Auto Glass 2011
1,3300

1,3120

Other intangible assets

548.2175

549.2475

Other property, plant and equipment

393.5888

377.3663

Investment property

-

-

Equity accounted investments

-

-

Available for sale financial assets

-

-

Derivative hedging instruments

-

20.2138

Long-term employee benefit assets

70.6838

39.2688

Deferred tax assets

69.3963

69.7825

Other receivables

2.9613

2.7038

Non-current assets

2,415.2213

2371.5750

-

-

318.9137

329.9863

-

-

Derivative hedging instruments

0.1288

0.3863

Derivatives held for trading

1.1588

0.3000

Other financial assets

0.6438

1.4163

Current tax assets

11.7163

9.7850

Trade and other receivables

359.4700

326.5100

Cash and cash equivalents

49.8263

46.9938

Current assets

741.8575

716.4938

3,157.0788

3,088.0688

-

-

Non-controlling interest

2.5750

1.4163

Equity

2.5750

1.4163

Long-term employee benefit obligations

65.2763

69.1388

Other provisions

0.7725

47.3800

707.8675

691.2587

8.8838

1.4163

-

-

Other payables

19.4413

9.9138

Deferred tax liabilities

28.7113

37.7238

Non-current liabilities

830.9525

856.8313

-

-

Provisions

8.3688

11.4588

Derivative hedging instruments

0.1288

-

Current tax liabilities

28.9688

42.7450

Trade and other payables

558.3888

473.8000

Current liabilities

903.8250

890.4350

1,737.3525

1748.6825

Non-current assets classified as held for sale
Inventories
Held-to-maturity investments

Total assets
Capital and reserves attributable to equity
holders

Borrowings
Derivatives held for trading
Put options granted for non-controlling
shareholders

Liabilities associated with non-current
assets held for sale

Total equity and liabilities
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Chart E:

Cash Flow for Different Divisions
U.S. dollars millions
Cash flows from operating activities - continuing

Auto Glass
2012

Auto Glass
2011

194.7988

302.3050

-

-

Depreciation of other items

102.3563

91.4125

Amortization of other intangible assets

38.4963

30.1275

Impairment losses on goodwill and other non-current
assets

14.9350

17.6388

Other non-cash items

-34.5050

2.7038

Retirement benefit obligations

-17.3813

32.7025

Purchase of vehicles for operating lease activities

-

-

Sale of vehicles for operating lease activities

-

-

Change in net working capital

29.0975

-69.0100

Cash generated from operations

323.9350

342.4750

Tax paid

-56.7788

-48.5388

Net cash from operating activities

267.1562

293.9363

-130.0375

-132.6125

5.0213

5.7938

Operating profit from continuing operations
Depreciation of vehicles for operating lease activities

Cash flows from investing activities - continuing
Purchase of fixed assets
Sales of fixed assets
Net capital expenditure

-125.0162

-126.8188

Acquisition/disposal of non-controlling interest

-

0.2575

Acquisition of subsidiaries (net of cash acquired)

-47.7663

-31.4150

Contribution of subsidiary (net of cash disposed of)
to joint venture

-

-

Disposal of subsidiaries (net of cash disposed of)

-

-

Investment in held-to-maturity financial assets

-

-

-0.3863

1.6738

-173.1688

-156.3025

-

-

Capital element of finance lease payments

-27.9388

-30.5138

Net change in other borrowings

130.1662

-246.4275

Inter-segment loan

-141.6250

309

Net interest paid

-45.3200

-36.6938

-

-

-84.7175

-133.3850

9.2700

4.2488

Cash flows from discontinued operations

-

-

Total cash flow for the period

-

-

46.9938

43.0025

-

-

46.9938

43.0025

Net investment in other financial assets
Net cash from investing activities
Cash flows from financing activities - continuing
Net disposal (acquisition) of treasury shares

Dividends paid by parent
Net cash from financing activities
Cash flows from continuing operations

Reconciliation with statement of financial position
Cash at beginning of period
Cash equivalents at beginning of period
Cash and cash equivalents at beginning of period

percent, executives say the company is
committed to acquiring the non-controlling shareholdings owned by third
parties in Belron.
“The exercise price of such options
granted to non-controlling interest is
reflected as a financial liability in the
consolidated statement of financial
position. For put options granted to
non-controlling interest prior to January 1, 2010, the goodwill is adjusted
as period end to reflect the change in
the exercise price of the options and
the carrying value of non-controlling
interest to which they relate,” officials say.
“For put options granted to noncontrolling interest as from January 1,
2010, at inception, the difference between the consideration received and
the exercise price of the options
granted is recognized against the
group’s share of equity,” they continue. “At each period end, the remeasurement of the financial liability
resulting from these options will be
recognized in the consolidated income statement as a re-measurement
item in net finance costs.”

Auto Glass
Income at a Glance
The Safelite parent also offers an income statement, which breaks out the
auto glass operating segment (See
chart C).
Interestingly, borrowing for the
auto glass segment in the statement
reached $708.5 U.S. dollars million,
compared to $323.9 million U.S.
dollars in the automotive distribution area. (To view a breakdown, see
chart D).
To outline cash flows in the different
business divisions (See chart E):
Highlighting capital additions,
which include both additions and acquisitions through business combinations,
including
goodwill,
executives say the auto glass segment
saw $227.19 million U.S. dollars,
while automobile distribution saw
$32.86 million U.S. dollars. The D’I-
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Chart F:

Net Finance Costs
eteren group figure came in at $260.5
U.S. dollars millions
Auto Glass 2012 Auto Glass 2011
million U.S. dollars.
Looking specifically at sales, the Current items:
company reports $3.5 billion U.S. Finance costs:
dollars for the auto glass segment in
Interest expense
-48.4100
-45.3200
2012 versus $3.55 billion U.S. dollars
Transfer from re-measurements
-0.9012
1.8025
for 2011.
To view net finance costs, see chart F. Current interest expense
-49.3113
-43.5175
When accounting for fuel for its veOther financial charges
hicle glass segment, D’Ieteren execu-49.3113
-43.5175
tives say this is decided through a Subtotal finance costs
combination of options, collars and Finance income
2.7038
1.8025
swaps, or fuel hedge instruments, to
Current net finance costs
-46.6075
-41.7150
hedge the price of fuel prices.
“The fair value of fuel hedge instru- Unusual items and re-measurements
ments is determined using market Unusual items
valuations prepared by the respective
Re-measurements of put options granted to
banks that executed the initial transnon-controlling interest
actions at the statement of financial
position date based on the present Re-measurement of financial instruments:
value of the monthly futures forward Gains (Losses) on “dirty” fair value of
-5.5362
1.6738
curve for gasoline given the volume derivatives
hedged and the contract period,” offi- Transfer to current items
0.9012
-1.8025
cials explain.
They went on to report, “The fair Subtotal gains (losses) on “clean” fair value
-4.6350
-0.1288
of derivatives
values of forward rate agreements are
-4.6350
-0.1288
calculated as the present value of fu- Unusual items and re-measurements
ture estimated cash flows. The fair val- Net finance costs
-51.2425
-41.8438
ues of interest rate swaps and interest
rate caps are valued using option-valu- Chart G:
ation techniques.”
Net Debt
Reviewing inventories in their consolidated financials, executives report
U.S. Dollars
2012 Auto Glass 2011 Auto Glass
that the auto glass segment has $319.2
Non-current borrowings
707.8675
691.2587
million U.S. dollars of glass and related
137.8913
52.9163
product on hand, compared to $330.3 Current borrowings
million U.S. dollars in 2011.
Inter-segment loan
167.3750
309
The cash and cash equivalents for
3.7338
auto glass for the period come in at Adjustment for hedged borrowings
$49.9 million U.S. dollars, compared to Gross Debt
1,013.1338
1049.4413
$37.03 U.S. million U.S. dollars in the
Less: Cash and cash equivalents
49.8263
46.9938
prior year.

A Look at Debt
Analyzing net debt, the officials
break it out for the auto glass segment
on chart G.
■
Jenna Reed is the editor of AGRR™
magazine/glassBYTEs.com™. Connect
with on LinkedIn, follow her on Twitter
@agrrmagazine and like AGRR magazine on
Facebook to receive the latest updates.

◗

Less: Held-to-maturity investments

-

-

Less: Other non-current receivables

-

-

7.3388

-

Net debt from continuing activities excluding
assets and liabilities classified as held for sale

955.9688

1002.4475

Net debt in assets and liabilities classified as
held for sale

-

-

Net debt from discontinued operations

-

-

955.9688

1,002.4475

Less: Other current receivables

Total net debt
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