
Imagine me pulling up to your shop in a shiny, 
black, 2018 Mercedes Benz CLS 550 Coupe. It’s 
fully equipped to include the eight-cylinder engine, 
18-inch aluminum wheels, leather bucket seats, a 
sunroof and the leather upholstered dashboard. As 
we begin to discuss the car, our conversation shifts 
to my warranty coverage.

“So what does your extended warranty cover?” you 
ask. Imagine if I replied with the following response: 
“I decided not to go with any coverage, since I 
never had any issues with my last car. As a matter of 
fact, I plan to call Geico today and cancel my auto 
insurance plan. I’ve never been in an accident, so 
why do I need insurance?” 

If you were to fill out an ATI takeaway worksheet 
based on our conversation, you would probably 
write “Coach Twiggs has gone crazy!” After all, it’s 
crazy to assume that nothing will ever go wrong with 
the car. It’s crazy to assume that I will never get into 
an accident. 

It’s crazy to not have a contingency plan in place 
for such a significant investment. Well, you have 
more invested in your shop than I would have in 
my Mercedes, so what does YOUR contingency plan 
look like?

What is the contingency plan for your shop that 
would cover you if you were to have an accident? 
Do you have the necessary “extended coverage” 
that would protect you if you were to lose your best 
employee tomorrow? 

As you ponder these questions, I feel the need to 
share with you my biggest regret as an ATI coach, so 
here it is: It’s that I didn’t push you harder to cover 
your contingencies. 

It’s Personal 

I take it personally when my suggestion to “always 
be hiring” falls on deaf ears, only to have the 
same shop owner who ignored my advice lose a 
key person and get stuck working IN the business. 
It saddens me to see the loss of money and 
momentum that could have been easily avoided.

I take it personally when I see a shop owner suffer an 
unexpected medical emergency and have to be away 
from their shop for six months at a time. My reaction 
is never “I told you so!” Instead it’s “what else could 
I have told you?”

My feeling of regret ends TODAY, because I am 
committed to push harder than ever to ensure 
that you have the necessary extended coverage. 
My goal is to help you to embrace “The Blue Man 
Philosophy.”

The Blue Man Philosophy

In 1987 three close friends decided to paint 
themselves blue and create music together. 
Their show was a combination of rock music and 
entertainment. Chris Wink, Matt Goldman and Phil 
Stanton formed The Blue Man Group. 

They worked IN their business for 14 hours a day 
performing over 1,200 shows together. One fateful 
night, Phil cut his hand using a power tool and was 
unable to perform. They were forced to create a 
contingency plan by bringing in a backup blue man 
to take his place.

This incident gave them the idea to hire their 
replacements. Today, The Blue Man Group can 
perform shows in Las Vegas, Los Angeles and Long 
Island, simultaneously, while the three founding 
members are relaxing in Long Beach! 

It took Phil cutting his hand to get the group 
members to change their philosophy. What’s it going 
to take for you to change your philosophy? What’s 
it going to take for you to start looking for your 
replacement? 

What’s it going to take for you to recruit even when 
you’re fully staffed? What’s it going to take for you 
to create contingency plans so that your shop can 
thrive without you being there? 

Shop Name 

Conant Automotive, Inc.
Crabtree Automotive Inc.
Darrick’s Preferred Auto, Inc.
Daves Ultimate Auto—Central
D’Avico Auto Repair, Inc.
De Pere Auto Center, Inc.
East Ridge Fast Lube
East Ridge Transmission
Electric Laboratories, Inc.
European Auto Solutions
Express Auto Service—
Fredericksburg

Ferber’s Tire & Auto Service, Inc.
Fifth Gear Automotive
Finsanto, LLC
Fox Run Automotive
Frank’s Servicenter
G&C—Chantilly
G&C—Manassas
Geno’s Tire & Alignment
George’s Sierra Shell
German Auto Works
Gil’s Garage
Glenshaw Auto Svc
Good Works Auto Repair, LLC
Haglin Automotive, Inc.
Hanover Lube & Brake Center, Inc.
Heath Goodyear
High-Tech Auto & Truck Center
Hillmuth Certified Automotive
—Columbia

Hillmuth Certified Automotive 
of Clarksville

Hillside Auto Repair
Hiway Tire Company, Inc.
Hoffmann Automotive
Hogan & Sons, Inc—Fairfax
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Our coaches have been working diligently to identify their individual top 
clients, yielding a list of 150 highly qualified contenders.

Of these, our management team and review board will do close 
comparisons of how each shop stacks up in all aspects of the ATI program 
and overall business performance.

From these original picks, we will have three additional cuts (see schedule 
below) that will determine the Top 25 finalists.

Then, at SuperConference 2015, we will announce our Top 12 finalists 
representing the very best ATI shops in North America.

Quest for Excellence 2014

ATI “Best of the Best”

Shop Name

12th Street Auto Repair Center
A & H Automotive
A & L Tire Company
Accurate Automotive
Active Green & Ross—AJAX
Active Green & Ross—Barrie
Active Green + Ross—Pick
AG Diesel
All Around Auto Care
Anytime Road Service & Repair
Auburn Foreign Car Repair
Auto Check
Auto Europa
Auto Stop 1
Ayers Automotive
Babcock Auto Care, LLC
Bast Tire & Auto Service
Beck Automotve
Bennett’s Automotive
BG Automotive Inc.
Big A Auto Sales Parts & Service
Big O Tire #70—Petaluma
Big O Tires—Store #5177
Blue Valley Tire & Auto Service
BMW Excluservice
Bobs Main Street Auto & Towing
Bradham Auto Electric
Bransfield Motor Co.
Bridgetown Automotive
Brown Motor Works
Burke Center Automotive
C & M Auto Service
Campus Automotive 
Campus Exxon

Carbondale Car Care, Inc.
Cardinal Plaza Shell
Carmine’s Import Service
Centerville Service Center, Inc.
Community Car Care

Shop Owner

Chad Kaemingh
James Holland
Mike McGee
Lee & Kelli Weatherby
Sid Spencer
Doug Moody
Sid Spencer
Cameron Tormanen
Skeet & Jill Hartman
Brian Pender
Greg Hochhalter
Jim Manouchehri
Andrew Farrar
Tom Lapham
Robert & Nikki Ayers
Jeremy Jeana Babcock
Wayne Moser
Ben Briggeman
James & Leigh Bennett
Bryan & Cendi Gossel
Dan & Kerry Reavis
Randy Scott
Paul McKellar
Bill Oades
Stephane Giabina
Bill & Laurie Rate
John & Claudia Crowder
John Eichler Jr.
Chris Ryser
Keith Huggins
Chris Burr
Craig & Monica Courtney
Matt & Jessica McMurray

James Wheeler
Scott & MaryBeth Brown
Carmine Cupani
Ben Forshee
Scott & Debbie Fleckinger

Shop Location

Sioux Falls, SD
Del City, OK
Ridgecrest, CA
Mesa, AZ
Ajax, ON
Barrie, ON
Pickering, ON
Portland, OR
Westminster
Beaver, UT
Auburn, WA
Missouri City, TX
Naples, FL
Arlington, VA
Santa Barbara, CA
Rochester, MN
Waterloo, ON
Franklin, IN
Smyrna, TN
Fort Collins, CO
Dubuque, IA
Petaluma, CA
San Leandro, CA
Leawood, KS
Rockville, MD
West Bend, WI
Alexandria, VA
Reisterstown, MD
Portland, OR
Columbia, SC
Burke, VA
Morgan Hill, CA
Blacksburg, VA

Carbondale, CO
Springfield, VA
Kernersville, NC
Centerville, OH
Alexandria, KY

Shop Owner

Joe Conant
Tim Connaghan
Darrick Schewe
Dave Erb
John & Ashley D’Avico
Steve Fisette
Jim Grant
Don Britton
Dennis Albrecht
Tim Allen
Daniel Ritchie

Robert Ferber
Bill Bernick & Rick Jordan
Steve Findley
Michael De Fino
Frank Dischinger III
Greg Caldwell
Greg Caldwell
Manny Geno III
Doug Whiteman
Steve Sanders
Mike Brewster
Sam Concelman Jr
Glen Hayward
Dana Haglin
Dean Wright
Larry Harer
Carl Kessler
William Hillmuth

Doug Hillmuth

David Carney
Steve Millar
Jeff Hoffmann
John, Philip & Susan Hogan

Shop Location

Stoughton, WI
Albany, OR
Blooming Prairie, MN
Austin, TX
Wayne, PA
De Pere, WI
Chattanooga, TN
Chattanooga, TN
Fresno, CA
Waltham, MA
Fredericksburg, VA

Ashland, VA
Lewisville, TX
San Antonio, TX
Bear, DE
Southampton, PA
Chantilly, VA
Manassas, VA
Booneville, MS
Fontana, CA
St Louis Park, MN
Burnt Hills, NY
Glenshaw, PA
Tempe, AZ
Boulder, CO
Hanover, PA
Heath, OH
Chantilly, VA
Columbia, MD

Clarksville, MD

Torrance, CA
Canby, OR
Davis, CA
Faifax, VA
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My Biggest Regret as an 
ATI Coach  

Eric M. Twiggs, ATI Coach

UPCOMING CLASSES
September 
5, 6, 7 Shop Owners Course Part 1 - Aligning Your Shop   
 For Profit
5, 6, 7 Collision Owners Course Part 1 - Keys to a 
 Successful Collision Repair Business
12, 13, 14 Shop Owner Course Part 3 - A.B.M. Always Be   
 Marketing
12, 13, 14 Collision Owners Course Part 3 - A.B.M. Always Be   
 Marketing
17, 18 Shop Owner Course Part 4 - Staffing and Hiring
17, 18 Collision Owners Course Part  4 - Staffing and Hiring
17, 18 Collision Repair Estimating and Sales Course Part 2
19, 20, 21 Shop Owners Course Part 2 - Advanced 
 Management and Leadership
19, 20, 21 Collision Owners Course Part 2 - Advanced 
 Management and Leadership
24, 25 Service Advisor Part 1 - The Role of the Service   
 Advisor

October 
3, 4, 5 Shop Owners Course Part 1 - Aligning Your Shop   
 For Profit
3, 4, 5 Collision Owners Course Part 1 - Keys to a 
 Successful Collision Repair Business
4, 5 California Service Advisor Course Part 1 - The Role   
 of the Service Advisor
8, 9 Service Advisor Course Part 2 - ATI’s 7 Step Process
10, 11, 12 Shop Owner Course Part 3 - A.B.M. Always Be   
 Marketing
10, 11, 12 Collision Owners Course Part 3 - A.B.M. Always Be   
 Marketing
11, 12 Service Manager Course
15, 16 Service Advisor Advanced Sales 
17, 18, 19 Shop Owners Course Part 5 - Succession Planning
17, 18, 19 Collision Owners Course Part 5 - Succession Planning
22, 23 Service Advisor Part 1 - The Role of the Service   
 Advisor

November 
5, 6 Service Advisor Course Part 2 - ATI’s 7 Step Process
7, 8, 9 Shop Owners Course Part 1 - Aligning Your Shop   
 For Profit
7, 8, 9 Collision Owners Course Part 1 - Keys to a 
 Successful Collision Repair Business
8,9 California Service Advisor Course Part 2 -   
 ATI’s 7 Step Process.
12, 13 Service Advisor Advanced Sales 
14, 15, 16 Shop Owner Course Part 3 - A.B.M. Always Be   
 Marketing
14, 15, 16 Collision Owners Course Part 3 - A.B.M. Always Be   
 Marketing
19, 20 Collision Repair Estimating and Sales Course Part 1
19, 20 Service Advisor Part 1 - The Role of the Service   
 Advisor
26, 27 Shop Owner Course Part 4 - Staffing and Hiring
26, 27 Collision Owners Course Part  4 - Staffing and Hiring

™The time to repair the roof is when 
the sun is shining.º 

- John F. Kennedy

So, there you have it. If you commit 
to the process of covering your 
contingencies, I won’t have anything 
to regret, and you will have no 
reason to feel blue, when you 
unexpectedly lose a key person 
from your team. 

You can use all the extra money your shop produces 
to buy yourself a brand-new Mercedes Coupe! 

Email etwiggs@autotraining.net to receive a 
contingency planning template to help you 

commit to the process.

Conclusion



 

The ATI Way
Fundamental #4: Make quality personal

At ATI, we don’t do good, we do 
great. Take pride in the quality of 
everything you touch and 
everything you do. From the way 
you create a proposal to the way 
you answer the phone, from the 
way you set up a classroom to the 
way you fill out paperwork, always
 ask yourself, “Is this my best work?” 
Remember that absolutely everything 
“speaks” to our clients, and everything you touch has your 
signature. Sign in bold ink. 
—From Zach Booth, ATI New Business Development

Making quality personal, is something that I strive to do 
daily. Not just at work, but also at home with my family. It’s 
something my father instilled in me at a very young age. He’s 
always told me “A man’s work is a portrait of himself.” At ATI the 
quality of everything we do speaks volumes on who we are 
and how we operate. Are you giving 110 percent and are you 
showing your best work? There’s always somebody watching 
you each and every day. What better way to show someone 
what kind of person you are and what kind of company we are, 
than by showing quality in everything you touch.

  Missed opportunities are around us everywhere.  
  Sometimes we don’t see opportunities because 
  we are not looking, sometimes it is because we   
  choose to ignore them, and sometimes we 
  didn’t realize there was an opportunity until after  
  the fact. I don’t know about the rest of you, but I have  
  more times than I care to admit where I realize only 
too late that there was an opportunity I should have seized and failed to. 
These are the moments that help us grow. These are the moments that 
each and every time you come to that realization, it puts just one more 
tool in your tool box. It makes you vow not to miss the next one. It makes 
you want to do better next time. 

Some of these opportunities are subtle and some are just plain old 
“low-hanging fruit.” I went to the grocery store today and as I was 
stepping out of my truck, I saw three vehicles that needed a headlight 
restoration. That was without me looking for them, without me even 
turning my head in any direction other than where I was looking getting 
out of my truck. Once I closed my truck door and started “looking” for 
those opportunities, there were many more. While I was looking for 
cloudy headlights, I then started noticing low tires, some with uneven 
tread wear, wiper blades that looked like pieces were sticking up out of 
them, and some assorted other items that needed attention. If I still had 
my shop, I would have written a quick note on the back of one of my 
business cards that said “I noticed that your x (tires, headlights, etc.) look 
like they are in need of attention and could become a safety issue. Please 
make sure you bring this to your mechanic’s attention, or stop by for a 
complimentary inspection at my shop.” I would have put my card in the 
driver side window (and yes, I have done this).

When I see vehicles, I see opportunities everywhere. Check engine lights 
on in my friends’ cars, along with noises, rattles, misses, bumps, bouncy 
suspensions. You know what I am talking about. How many times have 
you driven past a vehicle or pulled up next to them at a light and made 
a mental note of how the vehicle was idling or how it nose-dived when 
they hit the brakes? We all do it. So why don’t you seize the opportunity 
to make something of what you noticed both in and out of your shop?

I know, some of you are saying “That’s just not my style to do something 
like that” as you read this. But what about when the vehicle is right in 
your shop? How many opportunities are we missing then? Not reviewing 
the vehicle history, not looking up TSBs, not performing a complete and 
thorough courtesy check and a walk around on every vehicle. Those 
missed opportunities are further compounded when you don’t realize 
they are being missed because you are not performing your daily RO 
audits. What about the opportunities we miss when we fail to wow a 
new customer or respond to a negative Google review or we lose a good 
employee because we never performed our quarterly reviews…….? 
Opportunities are everywhere, the examples are endless. 

Sam’s Corner  

Hear shop owners talk about their AH-HA moments and tell their 
stories of change. Introducing the latest ATI innovation “Driving 
Change.” This is a podcast we created to improve our members’ 
experience and further assist with their growth. Each week I will 
be interviewing a client about something they are passionate 
about. We have a great start with several clients that have 
already stepped up and shared their stories. Will you be next? 
What wisdom and experience do you have to share? If you have 
a burning desire, and a great story to tell (and I know you do), we 
want you on the program. Please email me at:
podcast@autotraining.net to set up your personal interview.

Please go to http://drivingchangeatati.podbean.com/ to listen 
to the podcasts already there. Be sure to download the app and 
subscribe so you will be notified when new podcasts are added. 
Don’t forget to leave a comment if you liked it. Share it with a 
fellow shop owner or just a friend. 

“Driving Change” Podcast By Geoff Berman, ATI Coach

Missed Opportunity  by Kim Hickey, ATI Coach

™Life may be full of missed opportunities, 
but it is the next opportunity that is the most 

important!º – Adrian McGinn

Missed	Opportunities	

Kim	Hickey	
ATI	Coach	
	
Missed	opportunities	are	around	us	everywhere.	Sometimes	we	don’t	see	opportunities	because	we	are	
not	looking,	sometimes	it	is	because	we	choose	to	ignore	them,	and	sometimes	we	didn’t	realize	there	
was	an	opportunity	until	after	the	fact.	I	don’t	know	about	the	rest	of	you,	but	I	have	more	times	than	I	
care	to	admit	where	I	realize	only	too	late	that	there	was	an	opportunity	I	should	have	seized	and	failed	
to.	These	are	the	moments	that	help	us	grow.	These	are	the	moments	that	each	and	every	time	you	
come	to	that	realization,	it	puts	just	one	more	tool	in	your	tool	box.	It	makes	you	vow	not	to	miss	the	
next	one.	It	makes	you	want	to	do	better	next	time.		
	
Some	of	these	opportunities	are	subtle	and	some	are	just	plain	old	“low-hanging	fruit.”	I	went	to	the	
grocery	store	today	and	as	I	was	stepping	out	of	my	truck,	I	saw	three	vehicles	that	needed	a	headlight	
restoration.	That	was	without	me	looking	for	them,	without	me	even	turning	my	head	in	any	direction	
other	than	where	I	was	looking	getting	out	of	my	truck.	Once	I	closed	my	truck	door	and	started	
“looking”	for	those	opportunities,	there	were	many	more.	While	I	was	looking	for	cloudy	headlights,	I	
then	started	noticing	low	tires,	some	with	uneven	tread	wear,	wiper	blades	that	looked	like	pieces	were	
sticking	up	out	of	them,	and	some	assorted	other	items	that	needed	attention.	If	I	still	had	my	shop,	I	
would	have	written	a	quick	note	on	the	back	of	one	of	my	business	cards	that	said	“I	noticed	that	your	x	
(tires,	headlights,	etc.)	look	like	they	are	in	need	of	attention	and	could	become	a	safety	issue.	Please	
make	sure	you	bring	this	to	your	mechanic’s	attention,	or	stop	by	for	a	complimentary	inspection	at	my	
shop.”	I	would	have	put	my	card	in	the	driver	side	window	(and	yes,	I	have	done	this).	
	
When	I	see	vehicles,	I	see	opportunities	everywhere.	Check	engine	lights	on	in	my	friends’	cars,	along	
with	noises,	rattles,	misses,	bumps,	bouncy	suspensions.	You	know	what	I	am	talking	about.	How	many	
times	have	you	driven	past	a	vehicle	or	pulled	up	next	to	them	at	a	light	and	made	a	mental	note	of	how	
the	vehicle	was	idling	or	how	it	nose-dived	when	they	hit	the	brakes?	We	all	do	it.	So	why	don’t	you	
seize	the	opportunity	to	make	something	of	what	you	noticed	both	in	and	out	of	your	shop?	
	
I	know,	some	of	you	are	saying	“That’s	just	not	my	style	to	do	something	like	that”	as	you	read	this.	But	
what	about	when	the	vehicle	is	right	in	your	shop?	How	many	opportunities	are	we	missing	then?	Not	
reviewing	the	vehicle	history,	not	looking	up	TSBs,	not	performing	a	complete	and	thorough	courtesy	
check	and	a	walk	around	on	every	vehicle.	Those	missed	opportunities	are	further	compounded	when	
you	don’t	realize	they	are	being	missed	because	you	are	not	performing	your	daily	RO	audits.	What	
about	the	opportunities	we	miss	when	we	fail	to	wow	a	new	customer	or	respond	to	a	negative	Google	
review	or	we	lose	a	good	employee	because	we	never	performed	our	quarterly	reviews…….?	
Opportunities	are	everywhere,	the	examples	are	endless.		
	
“Life	may	be	full	of	missed	opportunities,	but	it	is	the	next	opportunity	that	is	the	most	important!”	–	
Adrian	McGinn	

	

	



by Rick Johnson, ATI Coach

Man, this summer and year have flown by for me!! And I am sure for you as well. And here we are 
right in the middle of the back to school hustle and bustle. I have grandkids going to kindergarten 
and preschool and even first grade! A lot of you probably do too, as well as kids going into college 
for the first year and some even heading into their final year. All this school activity has sure got-
ten me to thinking — what about you? When was the last time you sharpened the knife with some 
training? For a lot of you it has been a long while. We all make sure our kids go to school and even 
make sure our techs take training and get their ASE tests done.

But what about us? Why do we not make sure that we attend class on a regular basis? There are a 
few of you that have just gone to the first owners’ class and never made it back for more. There 
are five owners’ classes and four service advisor classes. And some classes are even virtual. And it 
has never been easier to sign up for a class than it is now: simply click on the ATI connect app and 
click classes and it shows all the classes and the dates and one more click, and you are registered!

So, this week, let’s take a minute to review what classes you have attended and when; I have all the 
records at my fingertips. I have yet, in 11 years of coaching, to have someone come back from class 
and say they didn’t get a lot out of it. Most come back 

with pages of notes and a new sense of direction and determination to finally 
  make the changes needed to have a business that gives them what they   
     want. Let’s decide together what class would be best for you and get it   
 scheduled so that you too can get on the “Back to School 
     Bandwagon”!

   And speaking of back to school and the need to continually  
       sharpen the axe, let me tell you of another great 
         opportunity to learn, and learn from your peers. 
    How about 20 Group? Are you in an ATI 20 Group yet?  
     And if not, why not? Wow, talk about probably four  
      of the most powerful days you can spend in a years’  
      time! Two days of meetings with 19 of your peers in  
      the spring and two days in the fall, and monthly 
      zoom meetings in-between. It is amazing to me to 
      see the great ideas shared at these meetings and 
      the pages and pages of notes members take home 
      to make changes in their business. Many have told 
             me that they have gotten as much out of a 20 
      Group meeting as they do class. Just talk to your   
      coach about what it takes to be in a 20 Group.

     That’s a lot of learning opportunities for sure, 
     so go shopping, get a book bag and some pencils  
     and please take advantage of all these 
     wonderful opportunities to sharpen that axe. And  
     take a moment to let this quote from Henry Ford  
     sink in:

         “Anyone who stops learning is old, whether at  
                twenty or eighty. Anyone who keeps learning  
               stays young.” —Henry Ford

     PS. If you don’t have the ATI connect app downloaded yet,  
     let me know and I will send the instructions on how to do  
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Car Care Month Is Coming! Are You Ready?  
by Mike Haley, ATI Team Leader

What if I told you there is an event you can do in October to bring in new customers, get reacquainted with old 
customers and provide a community service. Would you want it? If I told you this event has national recognition 
and sponsorship. This event already exists, and it is the Car Care Month performed every year in October and April. 
The Car Care Council was developed to help educate consumers on the second largest investment they have, their 
vehicles. Car Care offers everything you need to help schedule, plan and promote your event. For a small cost you 
will receive your car care kit which includes all the point of sale tools needed to have a successful event. 
www.carcare.org


