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The MSO symposium held on Thurs-
day, July 23 during the NACE show in
Detroit brought together small, medium
and large MSOs to learn about the state
of the industry, upcoming trends and
what to expect in the coming months
and years ahead.

Master of Ceremonies Mike LeV-
asseur, Market Vice President-Philadel-
phia of Keenan Auto Body, an ABRA
Company, facilitated six individual sem-
inars covering a wide range of topics:
Claims Management Models; Insurer
Panel on DRPs; Shortage of Qualified
Employees, Developing Talent and Re-
tention; The ABCs of Financing; and
NPS & CSI.

Vincent Romans, Founding Prin-
cipal and Managing Partner of The Ro-
mans Group, kicked off the symposium
by providing up-to-date information
about the industry.

“We continue to see the conver-
gence of numerous and dynamic market
influences impacting the collision repair
industry today including things like a
surge in technology, multimarket con-
solidation, corporate globalization and
private equity’s impact funded by its
available cash and inexpensive financ-
ing,” said Romans. “This, coupled with
the high octane velocity of speed associ-
ated with change all around us, is driving
the need for almost constant transforma-
tion, the kind that makes it difficult for
all of us to deal with on a daily basis.”

He said there is a debate going on
within the collision repair industry on
how fast this consolidation is taking
place. “I suggest to you that it depends
on which constituent group, which
market segment you are in and the per-
spective that comes along with that.”

Claims Management Models
This panel provided a global overview
of what is occurring in the United States
and abroad in terms of claims manage-
ment models.

Regarding new vehicles, such as
the Ford F-150, Clint Marlow from All-
state Insurance Company talked about
the importance of balancing customer
choice with the ability to educate con-
sumers.

Although Marlowe said they will
not direct consumers where to go to re-
pair their vehicles, “We are going to
have a discussion with them around the
uniqueness of their vehicles, some spe-
cial repair techniques that may apply

and some questions we feel strongly
they need to ask their repair facility,”
he said.

When it comes to the data re-
quired to repair the vehicles, Mark
Mandl, from Ford’s Customer Service
Division, said it’s important to work
with insurers in terms of repairability.
“Getting their feedback in repair does
make a direct impact in terms of a ve-
hicle coming out of the factory.”

Ron Doerr from Assured Per-
formance Network, stressed the im-
portance of looking at data from the
shop user’s perspective as well to en-
sure vehicles are fixed properly. “From
the shop perspective, what I hear more
and more is ‘it’s not just the informa-
tion it’s the documentation that is valu-
able to us.’”

Looking into the future, Marlowe
said five years out he foresees leverag-
ing data even more to understand cus-
tomers’ needs. This includes looking at
social media to learn their preferred
communication path. “It’s a cultural
change for us,” he said.

Doerr said with more information
available, “I think we’re going to see
more transparency throughout the whole
process. It can be seen so it will be seen.”

Insurer Panel on DRPs
LeVasseur moderated an interactive
discussion on the future of Direct Re-
pair Programs. Attendees heard from
several insurance companies and two
MSOs first-hand some of the things
that are working in the environment
today and the challenges perceived. In-
surers, which included Allstate, Amer-
ican Family Mutual, Progressive and
State Farm, discussed what they are
doing to ensure customers’ vehicles are
being repaired at shops equipped and
trained to perform the repair.

“One of the challenges is getting
the right mix of shops,” said Danny
Henderson of American Family Mutual

Insurance Company.Henderson pointed
out that everyone wants high volume;
however, it’s important to have a mix of
high volume that’s controllable. “You
don’t want it too low, you don’t want it
to be high; otherwise, it can have an im-
pact on customer service.”

He said another challenge they are
aware of, in particular with DRP shops,
is how to have the correct balance of in-
surer oversight and shop self-manage-
ment. “That’s a challenge we continue
to face and are working hard to figure
out.”

Shortage of Qualified Employees,
Developing Talent and Retention
During this discussion, panelists talked
about some of the ways they are find-
ing, developing and retaining new tal-
ent, which can be a challenge for shop
owners facing an aging workforce.

One of the things panelists said
they do is to demonstrate how the job
is often unlike the reality shows they
see on t.v. This includes showing them
that they are going to get dirty and be
on the ground and many shop owners
find that some of their new hires don’t
like it and leave.

It usually takes a couple of weeks
to discover if a new employee has the
right attitude, show up on time and are
the right fit for the job. This gives shop
owners the opportunity to find out be-
fore sinking in a lot of time and train-
ing.

Participants recommended get-
ting employees, especially students,
engaged in the business as well as ad-
dressing how they are compensated.

“We hear from school instructors
that other technical trades are facing
the same dilemma of having an aging
workforce. They are paying signifi-
cantly more in their fields at the entry
level,” said Brandon Eckenrode from
the Collision Repair Education Foun-
dation. “If we want to keep them in this
industry, I think this is something that
needs to be reviewed in terms of mak-
ing sure it is competitive with the other
trades; otherwise, we’re going to lose
those students.”

The ABCs of Financing
Four experts in finance and MSO de-
velopment helped the MSOs in at-
tendance understand the financing
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MSO Symposium During NACE Included Claims Management Models, Future of DRPs and Financing Options

Master of Ceremonies Mike LeVasseur,
Market Vice President-Philadelphia of Keenan
Auto Body, an ABRA Company, facilitated six
individual seminars covering a wide range of
topics during the MSO Symposium

See MSO Symposium, Page 56
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alternatives available. They shared
the steps involved from growing
their businesses to achieving liquid-
ity. Guest speakers included an advi-
sor who helps entrepreneurs, a lender
who helps finance them, a consolida-
tor who acquires them and the invest-
ment banker who manages the sale.

Romans said MSOs have three
basic choices. “They can grow and
thrive, they can sell or grow to sell, or
they can keep milking the cow,” he
said. The discussion centered on the
first two.

David Roberts, Managing Direc-
tor and leader of the Automotive Serv-
ices Group for FOCUS investment
Banking, reminded attendees about the
high-risk nature of the business. He
said the risks and rewards are not al-
ways balanced; therefore, it is impor-
tant to get things balanced so shop
owners aren’t taking too much risk for
the reward they expect to gain.

“They need strategies, plans, peo-
ple, systems, knowledge, processes,
capital and time,” said Roberts, who
was also the co-founder of Caliber Col-
lision in 1995. “Whatever direction you

are going to go, whether you are going
to grow and thrive or going to sell,
those are the things you need.”

Courty Gates, President of Ves-
per International, discussed financing
for smaller shops. He said it’s impor-
tant to remember four things while
going through the process of raising
money. “Be persistent, be realistic, be
determined and tell a story.”

The other two panelists included
Steven Beckett, Partner of Peninsula
Capital Partners and Ken Hanley, Sen-
ior Vice President of Business Develop-
ment for Caliber Collision Centers.

NPS & CSI
As MSOs continue to grow their busi-
ness, maintaining high NPS & CSI
scores often can become challenging,
especially with multiple locations. In
this session, panelists talked about what
they are doing to improve and maintain
their scores. In addition, they shared in-
formation about how turnover impacts
the results and what they are doing to
combat it.

Autobody Newswill provide more
details of the MSO symposium in the
September issue of our publication, as
well as additional coverage of NACE-
CARS events.
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NSF International, a global organization
with 70 years of certification and test-
ing experience, has launched the NSF
Automotive Collision Repair Shop Cer-
tification Program designed to provide
independent, third-party evaluation of
collision repair shops. The certification
is designed to verify the shop’s ability
to conduct high quality repairs.

In accordance with American Na-
tional Standards Institute (ANSI) pro-
cedures, collision repairers and a
variety of industry experts worked with
NSF International certification experts
to develop the requirements for the
program. The program is designed to
assist vehicle owners and insurers in
identifying collision shops that provide
high-quality repairs.

NSF International certified collision
repair shops will be required to meet
state, federal and local collision repair
shop regulations and undergo biannual
audits to verify continued compliance
with the program’s requirements, which
include:
► Performing high-quality, consis-
tent repairs
► Using and maintaining proper
equipment for the job
► Having qualified and trained per-
sonnel
► Using quality parts for repairs

► Responding promptly to com-
plaints and consumer feedback
► Utilizing modern computer estima-
tion systems
► Providing excellent customer service

NSF International will offer four
types of automotive collision repair
shop certification:
● Cosmetic/non-structural repair: Cov-
ers repairs, refinishes and/or replace-
ment of bolted on parts to restore a
vehicle to its original state and shape.
● Structural repair: Covers non-alu-
minum repairs that require welding,
rivet bonding and/or measuring and
pulling in order to restore a vehicle to
its original state and shape.
● Aluminum non-structural cosmetic re-
pair: Covers cosmetic/non-structural re-
pairs on a part comprised of aluminum.
● Aluminum structural repair certifica-
tion: Covers structural repair on a part
comprised of aluminum.

Collision repair shops that meet all
certification requirements can use the
NSF International certification mark on
their website and promotional materials
indicating the appropriate certification
type listed above. NSF International cer-
tified collision repair shops also will be
included in NSF’s online certification list-
ings and undergo ongoing quality systems
inspections to maintain certification.

NSF International has entered into
an agreement with AccuracyDriven4,
Inc to provide the Audit Services re-
quired for NSF’s Automotive Collision
Repair Shop Certification Program.
AccuracyDriven4 provides an exten-
sive audit process for collision repair-
ers to identify areas of opportunity or
gaps in the process.

“The collision industry has strug-
gled for years to adopt a standard for
providing safe and accurate repairs to the
consumer. It has been a long process and
it makes sense for NSF International, a
company recognized globally for testing
and certification, to be the independent
entity that brings collision repair certifi-
cation to a reality. AccuracyDriven4 is
pleased to be the exclusive provider of
audit services for the NSF International
Automotive Collision Repair Shop Cer-
tification Program,” said Douglas Irish,
President and CEO AccuracyDriven4.

“There are 33,000 to 35,000 colli-
sion repair shops in the U.S. today.  With
NSF International collision repair shop
certification, qualifying shops now have
a way to differentiate themselves from
the competition in terms of providing
higher quality, safer repairs and excep-
tional customer service,” said Dan
Stander, Second Generation Operator,
Fix Auto Highlands Ranch and one of the

collision repair experts who helped de-
velop the NSF International protocol on
which the certification program is based.

The NSF program complements
NSF’s Automotive Collision Replace-
ment Parts Certification, which certifies
that automotive aftermarket parts meet
rigid quality, safety and performance
standards in terms of form, fit and func-
tion, and NSF International’s Automotive
Collision Parts Distributor Certification,
which certifies distributors who sell af-
termarket parts. NSF International certi-
fied parts come with a limited lifetime
guarantee and are fit tested on vehicles to
ensure they fit the first time, reducing
time spent on repairs.

“Consumers now have access to
collision parts and repairs that have
been independently certified at the
manufacturing, distribution and now
the body shop repair level.  NSF Inter-
national’s collision part replacement,
distribution and body shop repair certi-
fication programs work together to pro-
vide customers peace of mind that each
link in the collision part and repair sup-
ply chain is able to deliver the highest
quality parts and service,” said Bob
Frayer, Global Managing Director of
Automotive Certification Programs at
NSF International. Bob Frayer can be
contacted at autocert@nsf.org.

NSF International is Latest to Launch Shop Certification Program, Four Certifications Offered
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