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T SEEMS THAT WHENEVER I
talk to those on the outside about
the auto glass industry and how it
works, they are surprised about its intricacies. Consumers who’ve had to have a
windshield or other auto glass part replaced never seem to grasp how this industry sector works. Even consumer
advocate Ralph Nader expressed shock
when he learned about the industry dur-

and what they see as the industry’s
biggest issues.
I think this article will give you a
unique perspective—and some fun insight—at the industry in which you
work each day.
On page 32, you’ll find another enlightening article—an inside look at
Safelite’s manufacturing facility in Enfield, N.C. Whether or not your busi-

“Baitman looks not only at
how the global economy is affecting
t h e a u t o g l a s s i n d u s t r y, b u t a l s o
at how shops on an invididual level
work to combat such changes.”
ing an Independent Glass Association
Conference in 2007, calling the entire
structure of the industry “just bizarre.”
So we weren’t sure what would happen when we sent an independent
business consultant, Frank Baitman of
Baitman and Associates, into the depths
of the industry to get an independent
perspective. Baitman has more than 20
years of experience researching and developing strategies in numerous industries and spent many years with IBM in
the company’s corporate strategy department. And, while he has a ton of experience with corporate strategy and
looking at business from an outsider’s
perspective, this was his first look at the
auto glass industry. His first assessment
was a simple yet powerful one. “It’s all
@#$@-ed up,” he told us.
Some of his findings are surprising;
others are not. You can read an excerpt of
Baitman’s report on page 28. He looks not
only at how the global economy is affecting the auto glass replacement industry,
but also at how shops on an individual
level work to combat such changes—
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ness utilizes glass from the company,
this article provides an exclusive
glance at some of the company’s manufacturing processes and quality
checks—all of which I hope you’ll find
as fascinating as I did.
We’re also here busily preparing for
Auto Glass Week™ in Las Vegas. One of
the major parts of this is the competitions that take place during the week—
the Fifth Annual Auto Glass Technician
Olympics and the Fourth Annual Walt
Gorman Memorial Windshield Repair
Olympics. One question I often hear
among readers who haven’t participated
in these events is: Why? Why participate? Why take the time? And so we’ve
attempted to answer those questions by
speaking to the owners of some of the
past winners about the impact the company’s technicians’ success has had on
business. See page 24 for that story.
I hope to see many of you in Las
Vegas at the upcoming events.
■

◗
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In It to Win
b y C a r l To m p k i n s

“I

N IT TO WIN” IS A PHRASE
that should be consistent in all
positions and all subjects. In
essence, we should be the best at what
we do and win the blue ribbon in whatever races we decide to run. To truly be
in it to win, people and organizations
must first choose this pursuit, commit
to the accomplishment and then take
the proper action to finish in first place.
This common mistake by upper
management can be summed up best
by a situation encountered years ago
by the then Baltimore Colts. Prior to a
championship game, Coach Don Shula
delivered a pre-game pep talk to his
team. After delivering his motivating
comments he looked over to quarterback Johnny Unitas and asked him for
any final words of encouragement.
Johnny, a man of few words, said, “Talk
is cheap, let’s play the game!” If the
point remains unclear, management’s
walk had better match their talk and
the playbook used to run the organization had better result in actions that
win business championships.
Following is a playbook to test the
reality of whether your organization is
really in it to win.

being champion. Being a champion
most often centers on profitable, financial growth.
Indications that the play is not being
run properly: Team members find and
feel that the PEP (Politics, Ego and
Pride) Trap rules the organization. This
often leads to the wrong people running the organization in the wrong
way. Management will do the right
thing only when politics, egos and
pride are protected.

6
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a controllable element within running a
business and management had better
live to a zero-defect policy. Systems had
better be in place to make sure things go
as plan and the right people need to be
put in the right positions.
Indication that the play is not being
run properly: There is lots of rework,
account credits, “I’m sorry” customer
lunches and management consuming
everyone else’s time with excuses and
apologies. Customers are leaving no
matter what the price.

Play #2: Change is Constant

If a company is great enough to lead
in its field, it had better remember that
the competition is never far behind. The
modus operandi of competitors is to attain the same level of success by duplicating products and services at lower
costs and selling at lower prices. This
happens in all industries and this fact requires industry leaders, responsible for
innovation, to improve existing products and services while adding new
products and services. It should be
noted that improving existing products
and services is limited and the majority
of efforts needs to create change
through adoption of new business
strategies that incorporate new prodPlay #1: Corporate Culture- ucts and services.
Indication that the play is not being
Atmosphere-Environment
The top person in the organization run properly: There is nothing new to
must make sure that the way business offer, and the majority of effort is
runs, the feelings within the organiza- matching lower competitor pricing.
tion, how people operate and the elements (policies, procedures, facilities, Play #3: Reliability is #1
equipment, etc.) used to run the orWithin the product line and services
ganization are set on a winning course. offered by a company, those products
A winning course is defined simply as a and services had better be reliable—
harmonious effort, set on trust, that meaning the services and products sold
every effort, for the common good of had better arrive on time and function
the team, is directed toward the goal of exactly as promised the first time. This is

>I

Play #4: People Win
Championships
Management (the coach) must take
care of the employees (the team) by
being sure they are fueled to win
championships. Employees must
know what is expected of them, be
taught how to comply, attain regular
feedback and have a good example of
leadership to follow. Management
must solicit input and feedback from
employees and respond to such information 100 percent of the time. Breakdown here results in the failures of play
number 2 and 3.
Indication that the play is not being
run properly: Management works in a
vacuum. Employees are encumbered
with work that has nothing to do with
their assigned position. Furthermore,
employees are being asked to do more
than what is fair and forced to use
business systems and products that are
ineffective.
■

◗

Carl Tompkins is the Western states area
manager for SIKA Corp. in Madison
Heights, Mich. He is based in Spokane, Wash.
Mr. Tompkins’ opinions are solely his own and
not necessarily those of this magazine.
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Driving Technology
understanding today’s business practices

mikej@gtsservices.com

In Your Company They Trust
by Mike Jones

C

USTOMER LOYALTY IS AN
invaluable commodity in difficult economic times. Customers aren’t willing to take a chance
with their scant budgets on companies
about whose products and services
they’re uncertain.
To become a glass services shop
that keeps a loyal clientele even while
those customers are tightening their
belts, you need to put time and energy into building and maintaining
trust.

Referrals and
Recommendations
The customers most likely to trust
the quality of your company are
those referred to you by other satisfied customers.
You can encourage more of those
referrals through a few strategic
moves:
• Give added value to your current
loyal customers. While customers
who already like your glass shop
will always give a recommendation
when someone asks for it, they’re
unlikely to pipe up on their own if
the subject hasn’t already been
raised.
By giving them a little more than
they expect—following up on a
customer service question, throwing in a sale item with a big purchase, or simply giving a little extra
attention to a regular problem—
you increase the likelihood that
they’ll mention that great experience to others.
• Put a customer review section on
your website. It’s less likely that
your potential new customers will
be able to talk to a friend or col-
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league to get a referral for your
shop. That means you need to get
those reviews from satisfied customers onto your site so that
brand-new ones with no relation to
your current ones can see what
others have to say.
The other great benefit to having
a customer review section is that
your customers can see how
quickly and effectively you respond to problems. Sometimes
negative reviews that turn positive
after a little extra attention are
even more beneficial than raves.
• Don’t neglect testimonials. Testimonials are slightly different from
customer reviews, since testimonials are purely positive and are often
edited for the best impact. They are
usually taken with a grain of salt for
that reason, but having great testimonials from happy customers can
show that the vast majority of your
customers like and trust your shop.
If you don’t have testimonials, seek
them out from customers who were
particularly pleased with your services. Just send them a brief e-mail explaining that you’re adding a
testimonials section (or updating
your current one) and asking if they
could take a few minutes to write a
few sentences about their experience.

Start a Blog
Customers trust those service
providers they believe to be experts in
a particular field.
As a glass services shop, one of the
ways you can build credibility as an
expert is to start a blog detailing the
best ways to go about certain projects, reviews of products that you’ve

>I

found especially effective, or offer
news about developments in the industry that can affect your customers.
• Be warned: a blog isn’t the place to
pitch your own services and goods.
You can add a brief line at the end
of each post stating that you provide these services and products
with a link to the appropriate page
of your website, but promoting
your own business in the body of
the posts will actually diminish
your credibility, not enhance it.
• Customers want to know they can
trust you for honest, well-researched information. If every post
promotes your company, customers aren’t likely to trust
that kind of self-centered, biased
information.
• Straightforward, honest information will build your credibility and
make it more likely customers will
buy from you, regardless of
whether you mentioned your company on the blog or not. Customers
are always looking for the expert to
tell them what to do. When they
find that expert, and he also happens to sell the product they’re
looking for, they’ve just found that
honest dealer they sought.

Protect Your Reputation
When customers are looking for
any excuse not to spend their rapidly
dwindling budgets, you need to make
sure you don’t give them one.
• If you’ve earned a reputation over
the years for fast customer service,
this is a bad time to let an e-mail
wait for three days before that customer gets a response. If you’ve
earned a reputation for stellar
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“Customers trust those service
providers they believe to be
experts in a particular field.”

to what your customer is saying on
and-true company methods that
quality, it’s a bad time to take on a
other websites. Check to see how
have already made you a trusted
product you know is inferior to the
you are being reviewed and ranked
company.
quality you’ve always offered.
on sites like Google™ and Yahoo!®.
• When you’re looking for new ways • Ask your customers about the
qualities they most value about
to enhance your reputation, it’s
This will allow you another opporyour company. When you’re incoreasy to pay too much attention to
tunity to quickly and effectively reporating new strategies, make sure
new strategies and not enough atspond to problems. This is your
none of those qualities suffer.
tention to the old strategies that
opportunity to turn a negative into
Those are the qualities that earned
have already made you popular
a positive.
■
you loyal customers in the first
among your current customer
place, and they’ll continue to serve
base.
Mike Jones is the president of GTS Servyou well as you add new virtues to
• You definitely need to step up
ices in Portland, Ore. Mr. Jones’ opinions
your repertoire.
your game and add strategies, but
are solely his own and not necessarily those
not at the expense of the tried- • You need to monitor and respond of this magazine.
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Independent’s Day
an iga viewpoint

davez@autooneinc.com

“By Your Powers Combined …”
by David Zoldowski

I

N 2008, THE INDEPENDENT
Glass Association (IGA) published
a steering comic book that featured
IGA Man, a hero fighting to inform the
public of their right to choose their
auto glass providers. While IGA Man
may be the auto glass industry’s hero,
every hero needs a sidekick or, in some
cases, a group of fellow heroes equally
as powerful. Great hero forces like Captain Planet and the Planeteers and the
X-Men were only truly great when their
powers were combined.
The same concept can be applied to

our fight for an industry free of steering.
While we at the IGA have plenty of
passion for a just system, there certainly is something to be said for
strength in numbers. The industries affected by the issue of steering are more
than most would guess, which leads
me to ask, “Why have we not joined
forces?”
Glass replacement surely is a different ballgame than collision repair, but
the problems remain the same. Many
of us are losing jobs, customers and
revenue because of unfair steering

practices and we all want to do something actively to change this. No matter the difference in industries, the
principle of the matter remains the
same; well-trained, professional, hardworking and ethical businesses are
being cheated out of the opportunity
to serve their customers and meet their
needs properly and safely.
The best way to conquer steering is
to surround the issue from all sides and
that’s where a coalition of steering survivors can change the nature of this
battle.

1.877.628.8837
CALL US TOLL FREE FOR A DISTRIBUTOR NEAR YOU.
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“Glass replacement surely is a different
b a l l g a m e t h a n c o l l i s i o n r e p a i r, b u t t h e
p ro b l e m s re m a i n t h e s a m e. ”

The Incident Report Form
The IGA’s Steering Incident Report
Form is a great tool for keeping tabs on
the steering activities of insurance companies and the responses have been
rolling in. This great response has led me
to wonder what kind of information we
could be collecting if all industries affected by steering were using a tool such
as this. It could increase, to a substantial
degree, the amount of information that
would be coming in from all sides and
we all know that in this industry knowledge is power. If you are not familiar with

our online steering report form you can
visit www.iga.org and click on the “Report Steering: More Details” link. (You
also can visit the form directlyat
www.windshieldsafety.com/grievance/.)
Recently the IGA spoke at a meeting
of the board of directors of the Society of
Collision Repair Specialists (SCRS) and
discussed some of the tools we have created to combat steering. We found that
the collision shops were very interested
in how they could implement some of
these practices and ideas.
While we all must continue to battle

the individual steering cases that come
through our shops, the fight to change
legislation and inform consumers can
become multi-industry. At the IGA, we
are hopeful that other industries will
take our outstretched hand and join
with us on the way to our goal: fair and
free business.
■

◗

David Zoldowski is the president of Auto
One in Brighton, Mich., and president of
the Independent Glass Association (IGA). Mr.
Zoldowski’s opinions are solely his own and not
necessarily those of this magazine.
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AGR Reports
breaking news
powered by

LEGAL NEWS

Court Grants Motion to Compel Guardian
to Turn Over Documents in Anti-Trust Suit

T

HE U.S. DISTRICT COURT FOR
the Western District of Pennsylvania has granted the plaintiffs’
motion to compel Guardian Industries
to produce several documents that
were reviewed during the European
Commission’s (EC) price-fixing investigation. In the suit, the plaintiffs,
which include a range of glass shops
across the United States, allege that
several glass manufacturers engaged in
a conspiracy to fix prices.
Guardian had objected to the motion, “arguing that the requests are
overly broad, unreasonably burdensome and violative of principles of international comity,” according to the
court’s opinion, released in July.
The memo granting the motion, au-

thored by Chief District Judge Donetta
Ambrose, notes that “courts have traditionally taken a liberal view of relevance in determining the scope of
discovery” in anti-trust cases.
“I agree that liberal discovery is necessary in an alleged antitrust conspiracy case where the alleged wrongdoing
is generally covert,” writes Ambrose. “I
further agree with the Class Plaintiffs
that the documents sought could be
relevant to motive and opportunity for
defendants to conspire in the United
States, the scope and nature of such
conspiracy and how defendants may
have concealed any unlawful activities.
Further, these documents may assist
Class Plaintiffs in identifying witnesses
for their case.”

Ambrose also writes that while producing the documents could be a “substantial burden” to Guardian, because
the documents are within the scope of
the allegations, and because the class
plaintiffs have alleged a link between
the EC investigation, the EC cartel and
“the alleged [U.S.] cartel, that is a burden that must be assumed.”
In November 2007, the EC had
levied fines against Guardian Industries, Pilkington, Saint-Gobain and
AGC Flat Glass Europe for alleged
price-fixing practices in the European
flat glass market. In November 2008,
further fines were imposed on Asahi,
Pilkington, Saint-Gobain and Soliver
for illegal market sharing and exchange of information regarding deliv-

Lee & Cates Glass VP Arrested for Alleged Fraud
Lee and Cates Glass Inc.’s vice president of operations, Scott Cates, recently was arrested for alleged
involvement in a fraud case brought by
the Florida Financial Services Department’s Division of Insurance Fraud. A
former Lee and Cates employee, Jennifer Lamunyon Cribb, also was arrested. The arrests were made as part
of an ongoing investigation originally
announced in April.
The state claims that four of the company’s locations allegedly overbilled numerous insurance companies more than
$540,000 on more than 1,300 separate
fraudulent insurance claims.
Cates was charged with “scheming to
defraud, conduct of or participation in an
enterprise through a pattern of racketeering activity and three counts of conspiracy to commit fraud.” Cribb has been
charged with scheming to defraud and
presenting a false insurance claim.
When the investigation was announced initially, four employees were

12

arrested under similar charges and since
then, a total of 10 (including Cates and
Cribb) have been charged.
The Division of Insurance Fraud alleges that the employees involved overbilled windshields and associated parts
by billing insurance companies for a
more expensive dealer windshield but installing a less expensive substitute.
Tom Lee Jr., president of the company,
told AGRR magazine/glassBYTEs.com™
that he wasn’t aware of what was happening until he received notification
from a major insurance company.
“We were notified by State Farm in
September of last year that our company
was under investigation for fraud,” says
Lee. “They met with us once and told us
they had found an anomaly in the billing
practices at two of our locations.”
“We launched our own investigation
immediately and found that some employees at two of our shop locations had
manipulated our software to allow customers to be billed for dealer items as
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opposed to NAGS pricing,” he said.
“Those individuals were fired and we cooperated full in the investigation.”
Lee says the state’s department of
financial services (which includes
insurance oversight) also began an
investigation.
“We are an 83-year-old company
founded on strong principles. This has
just been a horrible thing to go
through and I am really kicking myself
that it happened,” added Lee. “You do
a lot of second-guessing on what you
could do differently or better to keep
it from occurring.”
When asked if he had any suggestions
for other glass shop owners, Lee offered
some. “Sadly, you have to look at everything, every little thing and you can’t assume honesty. ‘Trust but verify’ is the
best advice I have. Multiple location
companies bring special challenges for
management and require a lot of controls. Don’t ever think it can’t happen to
you, because it can.”
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eries of auto glass in the European Economic Area.
Plaintiffs include a list of glass companies, including both auto and flat,
throughout the United States.
In addition to Guardian, among the
other defendants are Pilkington North
America and PPG Industries. Plaintiffs
allege that the manufacturers agreed to
raise and fix prices “through a combination of collusive energy surcharges
and price increases.”
The manufacturers previously had
motioned for the judge to dismiss
the suit. That motion was denied in
February.
■
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AGRSS News
the latest in safety

™

AGRSS Validation
Program Begins

T

HE LONG-ANTICIPATED AUTO
Glass Replacement Safety
Standards (AGRSS) Council
Inc. third-party validation program
launched on September 1.
“This is a banner day for the auto
glass industry,” said AGRSS Council
president Debra Levy as the program
got underway. “Quality glass companies seeking a means to differentiate
themselves can now do so through the
validation process.”
AGRSS-registered companies will
begin
welcoming
independent,
third-party validators into their shops
over the coming months. The valida-

14

tors will conduct an extensive review
of the shop’s compliance to the
AGRSS Standard.
“Our ultimate goal is to provide
those who use AGRSS-registered companies for their auto glass replacement
needs with a level of confidence that
their auto glass is being replaced properly. We are excited that so many companies are part of this initial program,”
says Cindy Ketcherside, chair of the
AGRSS credentialing committee.
Throughout the month of September, www.agrss.com posted daily validation tips for member companies as they
prepared for the validation process. The

AGRR September/October 2009

tips were submitted by companies that
have been preparing for the validation
process over the past months. The
group also held a webinar on September 23 to help companies prepare.

International
Auto Glass Safety
Conference Approaches
This year’s International Auto Glass
Safety (AGRSS) will be held November
4-5, 2009, at the Mandalay Bay Convention Center as part of Auto Glass
Week™ in Las Vegas.
The conference again runs concurrently with the International Autobody
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AUTO GLASS ADHESIVES,
SEALANTS, AND CLEANERS
Quality Automotive Products from CRL

COMPLETE URETHANE ADHESIVE SYSTEM
Congress and Exposition (NACE) event,
but moves upstairs
to the Surf Session
Rooms, located on
the second floor of
the Mandalay Bay
Convention Center,
this year.
Safety expert Captain Chesley “Sully” Captain Chesley
Sullenberger,
the “Sully”
pilot who made the Sullenberger
famous miracle landing on the Hudson River early this year,
will keynote the event.
The event also will offer several networking opportunities, including the
Welcoming Cocktail Party and AGRSS
Charity Auction on Wednesday, November 4. As it has been since the International Auto Glass Safety Conference
co-located its event with NACE, admission to the event also allows attendees
to visit the NACE Trade Show and view
both the Auto Glass Technician
Olympics and the Walt Gorman Memorial Windshield Repair Olympics—all
for free (see related story on page 24).
AGRSS-registered companies or
AGRSS members also will have the opportunity to meet Captain Sullenberger in a private breakfast prior to his
keynote speech on Thursday.

CRL43 AUTOMOTIVE
CATALOG features a
comprehensive line of
products for working
with automotive glass.
It also brings you our
enormous selection
of truck sliders,
sunroofs and windows
for vans and RV's.
ORDER, VIEW or DOWNLOAD
CRL43 ONLINE at crlaurence.com

crlaurence.com

C.R. LAURENCE COMPANY

Automotive Products Division
 (800) 421-6144 $" 7780 • $ (800) 587-7501

   

Third Annual AGRSS Charity Auction Approaches

T

he AGRSS Charity Auction will
once again be held this year in
conjunction with the International Auto Glass Safety Conference
in Las Vegas during the conference’s
welcoming cocktail party.
Auction chair Jean Pero is still accepting donations for the fundraiser,
which will take place on the evening

www.agrrmag.com

of Wednesday, November 4, 2009. If
you’ve got a special service to offer, a
special pastime—or vacation place—
you’d like to share or have rare,
unique or one-of-a-kind items others
might clamor for and want to help
support the AGRSS Council efforts,
contact Jean Pero via telephone at
303/475-7302 or email jeanmygrant-

glass@comcast.net.
Last year’s auction included popular items such as a two-week stay at
a secluded cabin in New York; a fishing trip with Carl Tompkins (offered
for the second year in a row); a Nintendo Wii and an iPod Nano. The
2008 event brought in a total of
$4,300.
■
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Insurance
talk
policy briefs

Minnesota Assignments of Proceeds
Cases Reversed and Remanded

T

HE MINNESOTA SUPREME
Court has reversed several recent cases involving the assignment of proceeds clause in an auto
insurance policy and how it relates to
auto glass shops. Originally, the assignment had held for auto glass
shops, but a Court of Appeals had
ruled in 2008 that a “non-assignment”
clause protects insurers from having to
deal with auto glass shops. The State
Supreme Court decision, however, released in July, reverses the Appellate
Court’s decision. The cases, involving
several auto glass shops in the state, all
of whom are represented by Chuck
Lloyd of Livgard and Lloyd, will return
to the district courts for further review.
The glass companies represented in
the case are Star Windshield Repair
Inc., The Glass Network and Auto Glass
Express (AGE), and Archer Auto Glass.
The insurers involved are Western National Insurance Co., Auto Owners Insurance Co., Austin Mutual Insurance
Co. and State Farm Mutual Automobile
Insurance Co.

Three of the original cases involved
arbitrations related to short payments.
In these cases, the arbitrators ruled in
favor of the glass shops in the short
payment disputes, but the insurers
filed arbitration afterwards arguing
that the assignment of payment to the
glass shops had been invalid due to the
non-assignment policies present in the
insureds’ policies. In the fourth case,
Star Windshield Repair attempted to
arbitrate short payments against Auto
Owners; in turn, Auto Owners filed a
declaratory-judgment action “seeking
a declaration that the non-assignment
clause in its insurance contract prevented the customers from assigning
the payment to Star Windshield.”
With regard to no-fault arbitration,
the Minnesota Supreme Court ruled
that this is a valid method for auto glass
vendors to obtain insurance proceeds.
“Without considering the effect antiassignment clauses in auto insurance
policies, we have held that claims for
insurance proceeds by auto glass vendors ‘are subject to no-fault arbitration

21st Century Changes Dealer Glass Policy
21st Century Insurance has changed its dealer glass policy, according to an
announcement issued by its glass claims administrator, LYNX Services, in July.
According to the announcement, the insurer has directed LYNX to “limit authorization approvals for dealer glass parts to an amount not to exceed that
of like, kind and quality materials available to 21st Century through its glass
program administered by LYNX Services.”
If the insured still wishes to have dealer glass installed for an amount more
than authorized, he/she will be responsible for the difference, according to
the statement issued by LYNX.
This change only affects vehicles that are older than the current model year
plus one (for example, currently this would only apply to vehicles older than
2008 models), according to the announcement.
Authorization for dealer glass parts used on 21st Century insureds’ vehicles
should be directed to LYNX at 239/479-6000, or via the company’s online form
at www.lynxservices.com.
At press time, calls for comment had not been returned by officials at Farmers Insurance, parent company of 21st Century.
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after assignment,’“ writes the court.
The court adds, in a footnote, that allowing arbitration between auto glass
vendors and insurance companies for
short payment does not “increase the
insurers’ risk of loss.”
“ … and our decision … does not affect the bargain struck between the insurer and the insured,” adds the court.
With regard to pricing, the Supreme
Court cites the Minnesota Unfair Claims
Settlement Practice Act, which says, “an
automobile insurer must, with respect to
auto glass repairs, ‘provide payment to
the insured’s chosen vendor based on a
competitive price that is fair and reasonable within the local industry at large.’”
“Failure to do so is an unfair settlement practice,” adds the court.
The court also upheld consumer
choice.
“ … The insured is free to choose
any auto glass vendor, and the insurer
must pay that vendor a competitive
price,” reads the decision. “At the same
time, an anti-incentive statute prohibits auto glass vendors from enticing
policyholders with items of monetary
value if their services are actually paid
for by an insurer.”
The court focused on one aspect of
the assignment clause issue: “ … Our
discussion is limited to the question of
whether anti-assignment clauses in automobile insurance policies can be read
to bar post-loss assignments of proceeds
for auto glass repair claims or the right of
auto glass vendors to arbitrate disputes
with insurers over those proceeds.”
The court concludes, “The statutory
framework requires insurers, upon the
request of the insured, to extend comprehensive coverage to cover auto glass
repairs. When an insured makes a claim
for auto glass that has been repaired, the
framework requires the insurers to make
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a direct payment to the insured’s chosen
auto glass vendor. The insurer must pay
a competitive price. The framework also
requires the arbitration of disputes
about that competitive price.”
The decision continues, “To the extent the insurers urge an interpretation
of their insurance policies, anti-assignment clauses that conflicts with the
statutory framework, their interpretation is unenforceable … Therefore, because the statutory scheme removes the
policyholder from the payment process
for auto glass claims and requires disputes to be arbitrated, we hold that the
anti-assignment clauses in the auto in-
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surance policies do not preclude a policyholder’s assignment of post-loss proceeds to an auto glass vendor.”
Lloyd said the decision came as no
surprise to him.
“The trial courts that ruled against us
clearly ignored the law,” he told AGRR
magazine/glassBYTEs.com™, “so we
expected to win at the trial court two
years ago. We also expected the Court of
Appeals to get it right, but they didn’t.”
He adds, “The only disappointment
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is that it’s taken so long, but we’re glad
we got things straight.”
Though the cases will now return to
the district courts in which they were
originally filed to work out some of the
details, such as the amount of the arbitration awards that should be awarded,
the assignment of benefits issue
should be complete.
“There isn’t going to be any more
discussion occurring about the validity
of the assignments,” Lloyd said.
■
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showroom

new products

cures quickly when heated first in a
urethane oven and provides a 3minute safe drive-away time when
Fight with POWR
The new POWR BOND™ heated used on a vehicle without a passenger
urethane from C.R. Laurence Co. Inc. side air bag, and two hours on vehicles

ADHESIVES

with passenger air bags. It is accompanied by a one-step primer and aerosol
cleaner and is packaged in metal cartridges with screw-on nozzles included
in every case of 12 cartridges.
❙❙➤ www.crlaurence.com

Quatro, Quatro, Quatro

REMOVAL TOOLS
Glass Bot™ Redux
Nelson Marketing has introduced a
new version of the Glass Bot removal tool for 2009. The system
is now available cordless and
utilizes a Milwaukee Tools battery mounting system with an
18-volt NiCad battery. The
company says the speed of the
battery assists with a quick removal of the wire from the tool post-removal.
The Glass Bot is a vacuum pad mounted wire-winding device. In addition to the
battery-powered option, the system also is available powered by a 12-volt DC source.
It operates via a remote control grip.
The Glass Bot process involves placing a cutting wire around the exterior of the
glass part, pushing one end through the adhesive and attaching it to the winding shaft
of the Glass Bot mounted on the interior surface of the glass part, and pulling the wire,
cutting through the adhesive to release the part. The process pulls the wire inward, away
from the painted surface and prevents damage to the glass part and paint system.
❙❙➤ www.glassbot.net

Back to Basics with BTB
The new auto glass removal system
from BTB Tools is capable of removing any
adhesive-bonded glass from any vehicle,
according to officials from the company.
It also works with challenging glass parts
such as backsliders, exposed edge glass
and the safe removal of unbroken encapsulated glasses for body shop removals
and installations without damage to
glass, encapsulation or paintwork.
The company’s technician toolkit
includes external cutting powered cold
knife blades, internal cutting blades
with precise cutting depth regulation
and BTB’s new “winged” anti-scratch pinchweld scraper blades.
The tool itself is compact and lightweight to allow access when removing small
quarter or rear curved glasses. It operates with low vibration and noise levels.
❙❙➤ www.btbtools.com
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Sika Corp.’s new SikaTack®QUATRO is a one-component,
cold-applied, fast-curing, nonconductive, black primerless to glass, “All-in-One”
modulus
polyurethane.
QUATRO is easy to use due
to its easy extrusion, short
cut-off sting and non-sag
properties, according to the
company, and is available in
both a standard 24-cartridge
Super Kit carton and a DAY
PAK, which contains eight
300-ml cartridges, five 1.1ml Aktivator PRO pads for
glass preparation and five
1.4-ml Primer-206 Stix for
pinchweld treatment. QUATRO offers a four-hour safedrive-away time under most
weather conditions.
❙❙➤ www.sikaindustry.com

Get an Advantage
BETASeal Advantage from Dow Automotive is warm-applied adhesive
that is heated for extrusion only, yet
doesn’t need activation. The cartridges also can be reheated quickly,
so a partially used cartridge doesn’t
have to be thrown away. And, the adhesive can be kept warm for 24 hours,
so a cartridge opened one day can be
used the next.
The adhesive requires heat of 15
minutes in a standard cartridge oven,
and provides a safe drive-away time of
60 minutes in any temperature above
0 degrees Fahrenheit, and in any humidity (including jobs involving cars
with dual air bags).
❙❙➤ www.dowautomotiveafter
market.com
■
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Fort Lauderdale
SuperGlass #98

Marty Kaplan

Fort Myers
SuperGlass #94

MJ Usseglio

Gainesville/Ocala
SuperGlass #193

Shawn Laffey

Jacksonville
SuperGlass #141

Gary Smith

Kissimmee/Lakeland
SuperGlass #214

Gary Cooper

Search

Archives

E-Mail

<

>

>I

Subscribe

Melbourne/Cocoa

Seminole County

SuperGlass #257

SuperGlass #189

Lee Helms

Alan Gaul

Miami

St. Petersburg

SuperGlass #266

SuperGlass #137

Andrei Yevseyev

John McAuley

Orlando

Tampa

SuperGlass #65

SuperGlass #130

Bob Casey

Jim Miller

Panama City

West Palm Beach

SuperGlass #173

SuperGlass #266
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Price Points
competitive pricing and stats

2009 Chevrolet Malibu
(4-Door Sedan)

F

OR ITS RECURRING PRICE
Points department, AGRR surveyed five major cities in the
United States for the windshield replacement on a 2009 Chevrolet Malibu
(4-door sedan). As usual, the companies were told that insurance will not
be involved and the customer wishes
to pay for the windshield out of pocket.

NAGS Part No. DW01746 • 3.1 Labor Hours (Calculated at $40 per hour)
NAGS Part Price: $543.70 • NAGS Total: $667.70
Total
Price

Glass
Price

Labor

$200.00
$220.00
$239.00
$249.00
$227.00
$229.50

$120.00
N/A
$189.00
$149.00
$152.66
$149.00

$180.00
$165.00
$225.00
$206.00
$194.00
$139.00

Percentage off NAGS
(of glass price – does
not include labor)

Percentage
off NAGS
Total

$80.00
N/A
$50.00
$100.00
$76.66
$80.00

-77.9
N/A
-65.2
-72.6
-71.9
-72.6

-70.0
-67.1
-64.3
-62.7
-66.0
-65.6

N/A
$85.00
$150.00
$115.00
$116.66
$115.00

N/A
$80.00
$75.00
$91.00
$82.00
$80.00

N/A
-84.4
-72.4
-78.8
-78.5
-78.8

-73.0
-75.3
-66.3
-69.1
-70.9
-79.2

$159.00
$100.00
$250.00
$226.00
$183.75
$192.50

$65.00
$100.00
$50.00
$70.00
$71.25
$67.50

-70.8
-81.6
-54.0
-58.4
-66.2
-64.6

-66.5
-70.0
-55.1
-55.7
-61.8
-61.1

N/A
N/A
$330.00
$256.00
$239.00
N/A

N/A
N/A
$95.00
$64.00
$79.50
N/A

N/A
N/A
-39.3
-52.9
-56.0
N/A

-40.7
-68.5
-30.4
-52.1
-47.9
-46.4

N/A
N/A
N/A
N/A
N/A
N/A

N/A
N/A
N/A
N/A
N/A
N/A

N/A
N/A
N/A
N/A
N/A
N/A

-25.3
-66.3
-58.1
-32.6
-45.6
-45.3

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

Denver, Colo.
Shop #1
Shop #2
Shop #3
Shop #4
Average
Median

$224.00
$200.00
$300.00
$296.00
$255.00
$260.00

Los Angeles, Calif.
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 e-mail
pstacey@glass.com.

20

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

$396.00
$210.00
$465.00
$320.00
$347.75
$358.00

Pittsburgh, Pa.
Shop #1
Shop #2
Shop # 3
Shop #4
Average
Median

$499.00
$225.00
$280.00
$450.00
$363.50
$365.00

* For columns with N/As included, only the data available was averaged.

Nat’l Average
Nat’l Median
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Total Price

Glass Price

Percentage Off NAGS
(of glass price –
does not include labor)

Percentage
off NAGS
Total

$277.45
$232.00

$177.42
$154.50

-67.4
-71.6

-58.4
-65.3
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NO—the blades aren't GREEN

The MANUFACTURING is
NOW a
Different
Color

GREENER

>>>

Reverse Bend
Coming Soon!

NEW!

ALL Our Blades Have the Same
High Quality, Standards and Value
51C1-M
® a product
UltraWiz
1 1/4” Blade
of A.N. Designs, Inc.
www.ultrawiztools.com

866-482-2921
Available From Your Local Distributor
NACE Booth G-8615

MADE IN THE USA
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Only urethane manufacturer 1991-Present to
crash test FMVSS 212/208 without “belted” dummies!
1st Hot-Applied
High Viscosity
AGR Adhesive

1st VIC Marketing Program
- CE Training Course
- Customer Service Strategy
- Quality Telephone Skills

1st with Black
Primerless to Glass

1st with Validated &
Published SDAT Chart

1995

1996

1992
1991
1st V-cut Nozzle
Largest Technical Sales
Force Dedicated to AGR

Siika
ka EEnters
nters tthe
he
U.S.
U
.S. AGR
A GR M
Market
arket

#1 for all the right reasons!
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Present
1st Non-Traditional
Contaminate Solution

2008
2005
1st with Cutout
Lubricant

2003
2001
1999
1997

1998

1st with Comprehensive Annual
Technical Training Manual

1st with Single Use
Pinchweld Primer Stix
1st One-Component
1 Hour SDAT Adhesive
1st with AGR
Super Kits

1stt with
ith Single
Si l Use
U
Glass Prep Pad

With Sika, There is “No Shortcut to Safety!”
Since entering the AGR market in 1991, Sika has always taken the High Road to safety!
Sika continues to provide its customers with the safest, most user friendly, cost effective
adhesive system in the AGR Industry. Sika continually strives to set the standard of
innovation and leadership that has made us the leader in the AGR Market!
For additional information contact your local Sika Representative, call 1-800-688-7452
or visit www.noshortcutstosafety.com.
tXXXTJLBJOEVTUSZDPN
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How Employers of
Auto Glass Olympics
Winners Have
Contributed to
—And Benefited—
from Their Success
ehind every Heisman Trophy
winner or Most Valuable Player
award, there’s always a supportive team. And so it is with industry champions—those who’ve won
past Pilkington Classic Auto Glass
Technician Olympics (AGTO) and the
Walt Gorman Memorial Windshield
Repair Olympics (WRO). Behind each
and everyone one of the competitors—
and winners—there has been a solid
team or support system that has assisted them in training for victory.
And, in most cases, the teams behind them have benefited as well.

Initial Preparation
One particular team that has been
involved in the AGTO (and later the
WRO) since the beginning is Glasspro
in Charleston, S.C. The company has
not only produced two AGTO winners,
Matt Anderson of Novus Auto Glass in Spokane Valley, Wash., took first 2005 champion Jeff Olive (who went on
to become a judge) and 2008 winner
place in both the 2007 and 2008 WRO competitions.
Randy Chadwick, but also recognized
early on that the competition would be
helpful to the company as well.
While a team is helpful, not every player has the luxury of
“I just thought it was a great idea to
having one. One such past competitor is Brian Fenner of Safe
have a competition like that,” says
Glass Technologies in Easton, Pa. Fenner, who owns his own
Glasspro owner Paul Heinauer. “I
business, took second place in last year’s Walt Gorman Methought it was a great opportunity for
morial Windshield Repair Olympics. Though he obviously
technicians and I thought it also was a
practiced and brought his skill to the competition, it was his
great opportunity for our company as
own drive and determination—not the encouragement of a
it helped market the champion and
coach/company owner—that led to his success.
Brian Fenner
one that performed excellent work.”
Though Fenner’s supplier, Delta Kits in Eugene, Ore.,
The first year, preparation was more
was supportive of his participation, the credit goes to him, says Brent Deines,
difficult than it is today—as techniDelta president.
“Brian is a very intense person and a bit of a perfectionist,” says Deines. cians now have past competitions
“He asks lots of questions and challenges anything that does not seem quite from which to draw experience. But
that didn’t stop Glasspro.
right to him.”
“Our plan was to go to win,” says
Fenner also had the support of his family.
“Although I train all year long with customers unbeknownst to them, the real Heinauer, “so we talked about what
honor goes to my wonderful and patient wife, Kelly, [who] also [is] Delta Kits-cer- makes a quality installation and we
tified, who did endless, and I mean endless, dry run drills with me acting as the cus- went through that. I remember we had
a couple of conference calls and then
tomer,” Fenner says.

Solo Training
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The Sponsors Behind It All
Randy Chadwick of Glasspro placed
third in the 2005 AGTO and returned
for first in 2008.

[representatives from] Dow [Automotive] actually came down and worked
with most of our folks going through
the competition.”
At that point, Heinauer says he
doesn’t even recall if there was a point
system to go by, but the company developed its own checklist at least. The
company recognized both Olive and
Chadwick early on as potential winners, and both competed in the first
competition.
“Obviously, we talked about the fullcut method, protecting the car, pre-inspections, and doing a very good job at
the customer service end. We thought
it crazy to lose on those,” says Heinauer. “We had people evaluate their
work so they could get prepared in
terms of fixing this and that.”
Obviously, Glasspro hit the mark—
as Olive emerged the winner of the first
AGTO and Chadwick placed third.
Will Brandt, president of Novus Auto
Glass of Saskatchewan, also has
coached a competitor, Brendan Picard,
to near-victory (Picard placed third in
2008) but he started as a spectator at
the event.
“I heard about the AGTO and went

www.agrrmag.com

Though both the Pilkington Classic Auto Glass Technician Olympics (AGTO)
and Walt Gorman Memorial Windshield Repair Olympics are sponsored and organized by AGRR magazine, the events rely heavily on the support of corporate
sponsors who contribute both time and money to the competitions. Corporate
sponsors of the AGTO include Pilkington North America, Dow Automotive, Mygrant Glass, A.N. Designs and Gold Glass Group. Corporate WRO sponsors include
GlasWeld and SuperGlass Windshield Repair.

AGTO Sponsors*

WRO Sponsors*

Visit www.autoglassolympics.com and www.windshieldrepairolympics.com
for the latest sponsors as they are added.
*This list is current as of press time.
down, but that wasn’t the first thing on
my mind,” says Brandt. “The latest
tools were the first thing on my mind.”
But, watching the competition
made him curious about how his technicians would fare.
“First seeing it, I thought, ‘gosh,
we’re not good enough,’ but I thought
we should try it out,” he says.

>I

Picard was chosen initially as the winner of the Glass Dealers Association of
Saskatchewan’s windshield replacement
competition—which was judged based
on the AGTO guidelines, Brandt says.
In preparation for the actual AGTO,
Picard studied the AGTO score sheet,
continued on page 26
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Behind the
Champions
continued from page 25
and he used his everyday training as
shop foreman.
“We made sure we had all our tools
packed, and we decided we’d just do
what we do here and see where that
places us in the event,” Brandt says.
Picard didn’t place in that particular
competition. When he returned in
2008, after again winning the GDAS
competition, the company changed its
training method.
“We have laminated the points system and it’s hanging near our work
area bench,” Brandt says.
Last year, Picard placed third in the
competition, and he plans to return
this year for a third attempt at the gold.

Why?
While all the AGTO and WRO competitors spend a good deal of time in
preparation for the event, with their
teams behind them, one question
sometimes comes up among those less
familiar with the competition: why?
“We saw it really as being something
fantastic for the people competing,”
says Heinauer. “We also saw it as a
great way to market our company. It
was a great verification of who we are.”
Today, Glasspro features both Chadwick and Olive in its company ads. And
customers have taken notice of these
as well.
“You’ll have people who will call in
and say, ‘I want that guy—the guy who
was on TV—to do my job,” recalls
Heinauer.
Dave Casey, president and owner of
SuperGlass Windshield Repair, the
franchise company that produced the
first-ever WRO winner, Tee Thompson,
uses a similar method.
“It’s on our website, right on the
front page for sure,” says Casey. “We’re
most proud it was the first ever and, in
the only [competition] we’ve ever entered, we won gold.”

important that they want to do it our
way. We’re not going to compromise.”

Other Techs

Brendan Picard of Novus Auto Glass
finished third in the 2008 AGTO.
The gold-place medalist’s company
is awarded not only the use of the
Olympics winner logo on stationery,
business cards and in ads, but also a
congratulations ad in AGRR magazine,
and extensive media coverage and
press releases sent on its behalf.
Brandt also promotes it, especially
among its customer base—which
mostly comes from insurance claims.
“It assures them that they’re dealing
with a company that cares about doing
their glass replacement properly,” says
Brandt.
He adds, “[ We promote that]
even more than just replacing your
windshield, we’re interested in
doing it right.”
Likewise, the company’s Olympics
training has changed the way Glasspro
trains technicians.
“If someone joins our company, we
train them to the Olympics standards
and to install [in accordance with] the
Auto Glass Replacement Safety Standard,” says Heinauer. Both Olive and
Chadwick assist in the company’s
training efforts.
“Even when we have someone who
joins us with experience, they still go
through one or two weeks with Jeff to
make sure they’re doing it in the
Glasspro way,” adds Heinauer. “When
we hire someone, we want to show
them, ‘This is how we do it.’ As much
as we want and need technicians, it’s

Of course, not every technician from
a winning team is able to compete in
the championship. So, does this cause
strife among team members? Not according to Heinauer.
“Everybody in our company is very,
very proud of [the winners],” he says.
“Those two guys have done a nice job
of including the rest of the company as
being part of their victory as well … I
think they’ve done a good job of challenging people to say, ‘you know, you
can be a champion too.’”

Worth It in the End
While most teams benefit from the
success of an individual, is all the extra
training, the expense involved, worth
it? Brandt says it’s a resounding “yes”—
even despite the additional expense his
company incurs as Picard travels across
international borders to compete.
“You have no idea how complicated
it is to bring a tool system to Las Vegas
[from Canada]. Just the tools themselves are more than $1,000 to transport,” says Brandt, “but how do you put
a price tag on quality workmanship?”
Heinauer agrees.
“Yes, yes, yes—it’s absolutely worth it,”
he says. “We look at it as a very nice thankyou to our folks, and it lets them know we
have confidence in them as well, and
once again that we value what they do.”
And, for Glasspro, it’s become as
much of a necessity as a benefit.
“What a great way to differentiate
yourself,” he says.
This year’s AGTO will be held November 6-7 and the WRO will be held
November 5. Both events will take
place at the Mandalay Bay Convention
Center in Las Vegas as part of Auto
Glass Week™ in Las Vegas.
■

Visit the following websites for more information:
www.autoglassolympics.com • www.windshieldrepairolympics.com • www.autoglassweek.com
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FROM SEA TO SHINING SEA.
And now everywhere in between.

Now you can find quality SRP Totalseal auto glass adhesives
virtually everywhere auto glass is repaired or replaced. Try SRP
Totalseal today and see why glass shops across North America enjoy
the peace of mind that can only come from an OEM adhesive.
It’s the urethane designed

For Installers, By Installers.™

For more information call us at 1-800-728-1817
or check us online at www.shatrproof.com
SRP, Shat-R-Proof and For Installers, By Installers are registered trademarks of TCG International Inc.
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The Outsider

An Independent Business Executive Takes a
Long, Hard Look at the Auto Glass Industry
by Frank Baitman
Editor’s Note:
AGRR magazine recently sent an independent business expert
into the depths of the auto glass industry. Read on for an excerpt of his report.
s I stepped into the auto glass
industry as an independent observer, I quickly realized that
the auto glass replacement (AGR) industry is undergoing structural
changes that are fundamentally changing its competitive dynamics. Like
many other industries, some of these
changes are due to globalization and
technological innovations. Although
these changes might appear to be the
distant machinations of Big Business,
they are reshaping the way that consumers buy auto glass; who they
choose to install it; and whether those

A

28

installers will make
a profit from their services and expertise.
How did I reach my conclusions? I
listened. I occasionally poked, provoked and prodded. I explored and
learned about the history of the industry. I developed some commonsense
observations, I focused on the big picture, but, mostly, I listened.
It quickly became apparent that the
AGRR industry is made up of three distinct groups. Everyone with whom I
spoke fit into one of three categories:
• The Old Timers—these focus on
past greatness who are zealous
about repairing injustices;
• The MBAs—their focus is on reinventing the business locally; and
• The Cynics—these live with the
mindset of, “Everything’s been tried,
and it won’t work this time.”

AGRR September/October 2009

Independent retailers also fall in
these three categories. They seem to
have three specific resonating problems/complaints about the industry
today:
• Many believe one large problem is
Chinese and Brazilian glass and that
domestic glass is better than foreign
glass;
• Many independent shops believe
they do a better job of installing
than the large chains; and
• Many independents believe the large
chains’ practices have hurt them.

Simple and Profitable
In addition to these issues, the auto
glass industry hasn’t gone unaffected
by changes in the global economy.
In the past, skilled labor, auto industry logistics and plentiful supplies
of natural gas have guaranteed the po-
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“The auto glass replacement industry has become
dependent upon third-party insurance payments—and,
l i ke h e a l t h c a re, i t s e e m s t h a t c o s t s h a ve b e e n
poorly managed and pricing has been erratic.”
sition of Toledo, Ohio, as Glass City,
and have created a profitable business
model for the auto glass industry.
When Albert George Ballert wrote his
university dissertation in 1947, he predicted that Toledo’s leadership would
remain unchallenged: “Continued
prominence in the glass industry appears to be assured for Toledo, both
from the standpoint of production and
administration.” But globalization and
technology have upended the glass industry and every part of the supply
chain from manufacturing to installation is being re-shaped.
There have been other changes, too.
Low-cost sourcing of laminated and
tempered auto glass from such regions
as China and Brazil has changed some
of the world’s largest glass manufacturers. Some have adjusted, while others have merged or gone out of
business. The new economics of auto
glass manufacturing is driven as much
by technological improvements enabling high-quality, short runs of custom pieces, as it is by lower labor costs
in developing nations. This new economy has implications that extend well
beyond the cost of glass to installers.

Dealing with “Big Boxes”
Over the past 20 years, those industries that serve consumers have undergone a major upheaval that has favored
large businesses able to exploit economics of scale. In general, productcentered businesses have found their
path to success by rapidly developing
large numbers of big-box chain stores.
Office supply and home improvement retailers, for example, have used
their enormous buying power to negotiate dramatically reduced prices from
their vendors; as they pass these savings
along to consumers, they cut into the
business of local independent retailers.
As independent retailers are forced out
of business, big-box retailers emerge as
the only game in town, thereby enabling
them to raise their prices while pressuring their vendors to reduce theirs. It is a

www.agrrmag.com
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vicious cycle that is supported by the surance estimated their average reglobalization of the supply chain and placement between $325 and $350.
The dealers that focused on direct
technology to manage complex logistics
sales to consumers shared a different
and just-in-time inventory.
outlook on trends in the auto glass replacement business; these shop ownInsurance Issues
Of course, auto glass replacement is ers were more likely to talk about retail
not completely at the mercy and glob- amenities, business location and lowalization of technology. Like the cost sourcing.
The majority of dealers who remain
healthcare industry, the auto glass replacement industry has become de- dependent upon insurance claims
pendent upon third-party insurance were more likely to discuss industry
payments—and, like healthcare, it practices that reduce revenues or unseems that costs have been poorly dercut margins, including steering, unmanaged and pricing has been erratic. marked glass imports and what they
As a result, the insurance industry has see as “irrational estimates by NAGS.”
taken actions to reduce its outlay and
improve its profits. In healthcare, these Pricing Woes
actions have treated diseases as comWhile dealing with all of these ismodities, negatively impacting the sues—big-boxes, insurers and a
provider and the patient. In the AGR changing economy—managing the
business, insurance companies have purchase of glass and other supplies
treated auto glass as a commodity, dis- also comes into play. Indeed, there is a
regarding installers’ skills, steering prevalent view among retailers that
work toward retail discounters, and ig- distributors and manufacturers have
noring the unique challenges that a already been squeezed on pricing, and
particular replacement might require. there isn’t much margin left for auto
Many retailers are addicted to insur- glass wholesalers.
ance dollars, and this perverts the marInterestingly, most dealers shared
ket. Falling demand is seen by many their average windshield prices with me,
installers as the result of unfair compe- and those averages varied by 300 pertition. That’s certainly a problem, but it cent, even when delivery costs were achasn’t driven installers to look for lower counted for separately. “[Independent
priced goods, to reduce their prices, or retailers] have been indoctrinated to beto do anything to make their shops lieve that they’re already getting the best
more desirable or convenient to cash possible prices,” said one distributor
customers.
with whom I spoke. “It’s not true.”
However, a small number of dealers
While low-volume and rural shops
are basing their businesses on auto must pay more for their raw materials,
glass replacement sales to consumers; the variance from this unscientific surthese dealers estimated that only 20 to vey suggests that some auto glass dis40 percent of their revenues are made tributors are charging inflated prices.
up of comprehensive insurance claims.
Although limited in number, a few
Interestingly, there were significant retailers strongly disagreed with the
differences in the “average cost of a view that distributors are pricing their
windshield job” when dealers were auto glass aggressively. Those retailers
separated by the prevalence of insur- who held this view believed that they
ance payments. Retailers who fo- were paying substantially lower prices
cused on the consumer business than their peers because they had inestimated their average windshield dependently developed a supply netreplacement at $200 to $225, while retailers who were dependent upon incontinued on page 30
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The Outsider
No Gimmicks
No Hype
No Bull

continued from page 29
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work that circumvented their regional
distributors. One retailer told me, “If I
have a choice, I won’t purchase from
distributors.”

Import Importance

Professional Windshield Repair Products

Simply the best or your money back!
800.548.8332 Toll Free
info@deltakits.com
www.deltakits.com (On-Line Ordering and Live Support)
www.windshield-repair-forum.com (World’s Largest)

On top of pricing issues, the issue of
imported materials—especially glass—
came up frequently. Fully one-half the
independent dealers interviewed expressed reservations about the quality
of glass from China.
Many of the independent dealers
who expressed reservations also acknowledged that they are buying imported glass; indeed, estimates show
that 40 to 60 percent of the auto glass
sold in the United States is manufactured in China, and nearly 20 percent
comes from Central or South America.
No dealers were aware of a specific instance where imported glass failed due
to poor manufacturing.
Independent retailers that are already
directly sourcing their glass from overseas manufacturers provided unit prices
that were 20 to 50 percent lower than
those dealers who purchase through
distribution. Challenges associated with
importing glass include: up-front payment for containers; ordering a representative mix appropriate to each shop’s
business; and warehousing and inventorying glass shipments.

Conclusions
In conclusion, interestingly, globalization and technology have reshaped
the auto glass industry, but these two
factors also might prove to be the independent dealers’ salvation. It’s obvious the industry is not static, and this
evolution will continue.
■

◗

Frank Baitman of Baitman &
Associates has more than 20
years’ experience researching and
developing strategies in numerous
industries and spent many years with IBM in
the company’s corporate strategy department.
Mr. Baitman’s opinions are his own and not
necessarily those of this magazine.

30

AGRR September/October 2009

>I

www.agrrmag.com

I<
© 2009 AGRR Magazine. All rights reserved. No reproduction
of any type without expressed written permission.

Contents

Search

Archives

E-Mail

<

>

>I

Subscribe

From Miami to Manitoba,
BETASEAL™ Adhesives Mean Business
Help your customers get back on the road again quickly and safely – in
any type of climate – with BETASEAL™ glass bonding systems from Dow
Automotive Systems. Our superior OEM-quality products can help you repair
to “like new” condition, and our innovative technologies mean faster safe
drive-away times – even in blazing heat or bone-chilling cold. Boost your own
business by getting your customers back in business faster.

Visit us at Glass Build America – Booth 623.

To learn more
about our products, visit
www.dowglassbonding.com.
Register to receive a set of fuzzy dice
to adorn your rear view mirror.

Let our experience work for you. w w w . d o w a u t o m o t i v e . c o m
®™Trademark of The Dow Chemical Company (“Dow”) or an afﬁliated company of Dow
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At the
Source
Step Inside Safelite’s Enfield, N.C.,
Manufacturing and Distribution Facility
by Penny Stacey
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s you drive into rural Enfield,
N.C., you probably wouldn’t
believe that a plant located in
the town produces 26,000 to
32,000 windshields a week and sends
them throughout the United States. In
fact, you might not believe the town is
even home to enough people to man
such a factory.
But nestled in this small, rural
town, just a few miles off Interstate 95
is a 315,000-square-foot manufacturing plant and distribution center,
where Safelite manufactures windshields for distribution throughout
the nation—both to its own shops and
other customers.
Half of the massive facility handles
the manufacture of the glass (laminated
parts only) and the other half handles
distribution—and outside you’ll see
lines of trucks coming and going, delivering glass from other manufacturers
for further distribution, and carrying
the glass the company makes on the
first step toward its final destination.

Why Enfield?
Safelite originally chose Enfield as its
primary manufacturing spot on Route
301, which goes right through the center of town, due to its prime location—
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halfway between New York and Florida.
Though 301 was once a main thoroughfare for trucks traveling the East Coast, it
has been replaced by Interstate 95—
which still is only a few miles from the
plant.
But the facility wasn’t always so
large. It started at around 80,000
square feet.
“From about 1970 to 1995, there was
very little investment in the business,”
says Rich Glover, assistant vice president of manufacturing and distribution for the company. “In 1996, the
model shifted.”
At that time, the company added
CNC glass cutters to the manufacturing plant and started its expansion;
after adding on to the facility twice, it
ended up where it is today, at 315,000
square feet.
Even with this growth, though,
Safelite has outgrown its current facility, and just recently opened a second
distribution center in Ontario. Calif.,
to service warehouses west of the Mississippi River (see related sidebar on
page 34).
“We had growth and volume and we
struggled,” says Glover.
The plant makes between 5,500 and
6,000 windshields a day.

When windshields are completed, they’re loaded onto crates in the
manufacturing part of the plant, for transfer into distribution.
www.agrrmag.com

E-Mail

<

>

>I

Subscribe

Making OEE Parts
Though Safelite does not make original-equipment glass, it makes what it
calls “original-equipment-equivalent”
(OEE) glass.
“Aftermarket is a misnomer,” says
Glover. “From a functionality perspective, there’s no difference [in an OE and
an OEE part].”
In order to produce these parts, engineers at the plant start with an original-equipment part, create a mold and
then reverse-engineer it.
“Once we do a virtual 3D model, we
can bend our part,” says Glover.
The coordination of orders (which
come from distribution centers
throughout the country) is automated.
Everything comes into the system via
mainframe, and all instructions for parts
also are included on the company’s
Intranet.
Though the system is somewhat automated, there are people working
throughout the plant, monitoring the
various processes through which the
glass goes—and moving it from one
station to another.
“There’s an active push to be further
automated,” Glover says.
However, the complexity of the glass
will continue to require skilled operators to man its production.
“Setting up the furnace can be very
complex, and now [glass is] becoming
more encapsulated, more solar control, more complex,” he says.
Currently the facility has a high
yield—between 92 and 93.5 percent.
(Yield is the percentage of glass that
makes it fully through the system undamaged. For example, if there 10
pieces of glass put into the system and
eight pieces make it through the
process, then the yield is 80 percent.)
The company’s lead time to fill orders is one day or less, and all of the
glass manufactured is based on daily
sales and orders.
“I don’t know what I’m going to
make tomorrow,” says Glover.
continued on page 34
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At the
Source continued from page 33
Safelite, of course, starts with raw
float glass, which is shipped from
Pittsburgh Glass Works in Meadville,
Pa. This is inspected prior to heading
to scoring and painting. Then it goes
through a bending process, based on
the mold for the particular part; then
it is washed and, after drying, laminate is added.
Polyvinyl butyral interlayers are supplied by both DuPont in Fayetteville,
N.C., and Sekisui in Winchester, Ky.
Once the windshield is laminated,
which is done by hand in a tempera-

ture-controlled clean room, it is placed
in a tacking oven, and then heads to an
autoclave, to complete the vinyl/glass
adhesion process. Then, moulding or
antennas are applied if needed. Finally,
it is loaded onto pallets for transfer into
the distribution area.

Quality Control
Throughout the manufacturing
process, the glass (and the pieces that
make up the final windshield) are inspected for quality. Part of this relates to
the fact that the company has embraced

lean principles and, specifically, Six
Sigma—a business strategy in which
manufacturers strive to remove the
causes of defects and problems and
streamlines processes.
Safelite has two Six Sigma masters
on-site at Enfield and five blackbelts
throughout the company. The company
does 600 audits per month as part of
this process. An audit might be simple,
such as a supervisor walking out into
the plant and observing to make sure
he/she sees no unsafe acts. But they
also occur among employees as well.

The Latest in Distribution
Safelite Opens New Facility in Ontario, Calif.
hough Safelite’s facility in Enfield,
N.C., is 315,000 square feet, the
company also recently opened a
brand-new distribution center in Ontario,
Calif., to serve locations West of the Mississippi River. Enfield will continue to
service Eastern locations.
The new hub is the largest distribution
center in the world not only for Safelite,
but also for its parent company, Belron.
The facility can hold 130,000 glass
units, and ultimately will see one million
units per year go through the distribution chain, according to Rich Glover, assistant vice president of manufacturing
and distribution. Glover predicts the facility will handle 2.5 times that amount
of glass by 2013.
Though the facility will house some
parts made at the company’s manufacturing facility in Enfield, it also will handle parts made by other manufacturers,
including Asian imports, according to
Tom Feeney, chief executive officer of the
Columbus, Ohio-based Belron US.
“What we’ll end up with is a twopronged supply chain strategy, with
product coming in from Asia, coming in
here, as opposed to Enfield now, and the
plant filling the East Coast distribution
center,” said Feeney.
The company is placing a renewed focus
on green with the opening of the facility
and even has a new slogan, “The glass is
always greener on the Safelite side.”
Among the green elements of the fa-

T
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Safelite’s new distribution center in Ontario, Calif., is not only Belron’s
largest in the United States—but also in the world.
Feeney said that the company curcility are skylights throughout the warehouse, which, on a sunny day, provide rently serves 300,000 customers in the
bright lighting throughout the area. Like- state of California—and looks to triple
wise, the lights in the facility work on that number with the new distribution
motion sensors; if there’s no one work- facility. He also spoke of the company’s
ing near or under them, they remain off. four-year plan to change the culture of
Belron chief executive officer Gary the company.
“We’re making investments in our supLubner also said the company is exploring the option of putting solar cells on ply chain so we can better service our
the roof of its newest facility as another customers,” he said. Feeney said the
company plans to invest a total of $60
way in which it can save energy.
“It’s not just good for the environ- million this year to reach its goals.
ment,” he said, “but
it’s good for our bottom line as well.”
Want to See More?
The
company
Visit
http://agrrmag.com/
began making prepastudio/ for an exclusive look inside
rations to open a
Safelite’s new distribution center in
West Coast distribuOntario, Calif., its July 15 grand-opening ceremony, and a slide
tion center last July.
show of photos from both the Ontario and Enfield facilities.
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“It’s about training everyone in the
facility about how to be supervisors,”
adds Glover. “It’s about taking time and
just watching.”
Safety, of course, also is a factor.
“It’s not just, ‘We make glass and try
to be safe,’” Glover says. “It’s, ‘We want
to take care of our associates and then
we make the glass.’”
The company also is certified with
ISO-9001 through DNV. Though the certification has helped the company improved its processes, it’s also increased
its need for documentation Part of this
led to the company’s move to using the
Intranet among employees as a way of
communication new information.
“We should be able to go to a particular page on the Intranet and see
everything we need to know to make a
certain windshield,” Glover says.
When something changes, Glover
says it’s easy to update—as the change
can be made in the Intranet and so
everyone has the updated information
quickly.
“It was a way to corral the whole
process,” says Glover.
Throughout the manufacturing
process, the glass and parts that make
up the final windshield are checked for
quality. The float glass is inspected initially prior to scoring. The company
also does its own testing onsite for both
impact and penetration resistance.
In the lab, an operator drops a 5-lb.
ball onto piece of glass equipped with
laminate to simulate a person inside the
car hitting the glass. In order to pass, the
ball cannot drop through the construction when it is dropped from 12 feet or
less. In addition, the company drops an
8-ounce ball on what would be the outside of the windshield, to simulate flying
debris. These tests are conducted periodically by an independent laboratory.
The glass also is tested for distortion
and for edge quality at several points.
To check for distortion, the company
places random pieces of glass in a dark
room in front of a lighted screen filled
with “zebra lines.”
If the lines bend in any way, the operator knows distortion is present and can
research the issue. And when a problem
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The “zebra line” test is one of many Safelite conducts to check for
distortion. If the lines behind the glass look bended or curved, the
technician will investigate possible distortion in the windshield.
is found, with any of the tests, the company has reaction plans in place.
“It depends on what [the problem
is] and where it occurs,” says Glover.
“We investigate the root cause.”
But, with all these checks, the manufacturing crew feels confident in the
end product.
“We know we send out a quality
product,” says Tony Roach, operations
manager.
And, when a technician in the field
finds a problem after the glass has left
the facility, the company has a quality
alert form that is completed and sent
to the plant, and the manufacturing
staff aims to get back to that technician
within 24 hours to discuss the issue.
“We want to talk to them on the telephone,” Glover says.

Green Graces
Just as green has become more important to consumers, it also has
grown in importance to manufacturers. And Safelite has taken steps in
both its manufacturing and distribution operations to become more green.
First, the company watches its scrap
glass—the float glass that doesn’t make
the cut, or is leftover after scoring.
Though not having scrap glass is not
necessarily an option, the company
still monitors the amount created.
“It’s about the trend—are we heading
down or are we heading up the effi-

ciency curve?” says Glover.
The Enfield facility recycles 20 million pounds of glass, cardboard
and vinyl a year. Packaging also is
changing.
“We’re trying to reduce the use of Styrofoam,” says Glover. “We have a packaging engineer on site working on that.”
The packaging engineer joined the
Enfield staff early this year. For distribution, the company has begun utilizing recyclable wooden crates—which
come back to the facility for re-use. In
addition, the company currently is installing T5 lights that work on motion
sensors in the distribution and manufacturing portions of the facility.

Future Outlook
Though few industries, if any, have
remained unaffected by the economic
downturn the country has seen in recent years, Glover notes that the company has at least seen minimal effects.
“We’re still running very strong,” he
says. “We have felt the impact, but less
than others.”
And the company continues to look
to the future to improve its processes,
as part of its commitment to Six Sigma
and its ISO-9001 certification.
“It’s really about continuous improvement,” says Glover.
■

◗

>I

Penny Stacey is the editor of AGRR
magazine/glassBYTEs.com™.
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The Times They Are A-Changin’
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REPAIR

by Mike Boyle

W

HILE BOB DYLAN PROBAbly wasn’t referring to the
glass repair industry back in
the ’60s, the words are appropriate for
what’s happening right now with the
National Windshield Repair Association
(NWRA). Our new name, effective September 1, 2009, is the Global Glass Conservation Alliance (GGCA). Our new
focus will be to promote the repair,
restoration, reuse and recycling of all
types of float glass from automotive
glass to architectural glass.
Why the expansion? Consumers and
businesses worldwide have a heightened interest in environmental responsibility. Glass restoration and
repair can play a huge part
in sustainable business
practices, so it just makes
sense to expand our organization’s focus to conservation. As glass repair and
restoration experts, our members can
help customers to understand how
their choices about dealing with damaged glass directly affect the planet.

Why?
Why is it so important for the glass
industry to become environmentally
conscious? The manufacture of new
glass is an energy-hungry process,
which results in the emission of combustion byproducts (sulfur dioxide,
carbon dioxide and nitrogen oxides)
and the high-temperature oxidation of
atmospheric nitrogen. Add this to the
transportation emissions of CO2 and
you have a recipe for negative global
impact. Many types of glass, including
laminated windshield glass, are not recycled and take more than one million
years to decompose in our landfills.

36

It’s also important to note that it is
often completely unnecessary to replace
glass. In fact, approximately 82 percent
of the architectural glass replaced today
can be saved—by using scratch removal
products to remove scratches or by
using enhancements such as film to add
security, decoration or retard graffiti.
The GGCA’s expanded mission opens
up the benefits of membership to more
types of companies. The GGCA is comprised of three councils: the Scratch Removal Council (SRC), the Reuse and
Recycling Council (RRC) and the National Windshield Repair Association
(NWRA). The three councils work concurrently to bring awareness to the

TM

public about the benefits of glass repair,
restoration, reuse and recycling.
Members may belong to one, two or
all three councils depending on their line
of work and interest. Membership can
bring key advantages to anyone involved
in the glass industry, from manufacturers of glass, windshields, doors and windows, to glass technicians and business
owners. Here are just a few examples of
the kinds of companies that could benefit from joining the new GGCA:
• Architectural glass manufacturers
and distributors;
• Automotive glass manufacturers and
distributors;
• Film manufacturers and applicators;
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•
•
•
•
•
•
•

Fabricators;
Glaziers;
Distributors and retailers;
Scratch removal companies;
Flat glass repair companies;
Glass recyclers;
Manufacturers of products using recycled or reused glass;
• Insurance companies;
• Windshield repair companies; and
• Any other entity actively engaged in
reducing the impact of glass and
glass products upon the earth.

It’s the Right Thing to Do
The GGCA can help those in the glass
industry to achieve sustainability objectives, while also building profits
right into the business model. We
are dedicated to helping our members reduce the energy impact of
glass upon the earth, while saving
money and time by saving glass. Our
programs and services for our members
include: a free newsletter subscription
to the Green Glass News; access to informational tools and company listings on
our website at www.ggcalliance.org; networking opportunities; product showcasing; lead referral program; legislative
and regulatory representation; public
relations assistance; purchasing discounts; and more.
Help reduce the environmental impact of glass with the GGCA. To join,
visit www.ggcalliance.org or call
540/720-7484.
■

◗

Mike Boyle is chief visionary officer of
Glass Mechanix in Bend, Ore., and serves
as president of the National Windshield Repair Association (NWRA). Mr. Boyle’s opinions
are solely his own and not necessarily those
of this magazine.
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Tech Tips
helpful hints

kgobin@deltakits.com

Proper Warming and Cooling Techniques
by Korey Gobin

www.agrrmag.com

Consult Your Manufacturer
When cooling or heating the glass,
technicians should always refer to
their manufacturers’ recommendations and guidelines for achieving the
best results.
■

◗

Korey Gobin is an account executive
with Delta Kits in Eugene, Ore. Mr.
Gobin’s opinions are solely his own and not
necessarily those of this magazine.
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These heating methods work well in
all but the coldest weather conditions.
When working outdoors in temperatures below freezing, portable heaters
or infrared heat lamps help keep the
glass warm during the repair process.
Heat the windshield from the exterior of the vehicle whenever possible.
Heating from the outside requires less
heat to achieve the same benefit and
reduces the chance of damaging the
glass or laminate.
Following is a list of some common
heating tools and their pros and cons.
Moisture evaporators: A moisture
evaporator has several benefits. There’s
no need to purchase an additional tool
for heating; it can be used prior to start-

ing the area to be heated; and the requirement of a 115-volt power source.
Butane Lighter: Butane lighters are
beneficial for two reasons—they fit easily in a pocket and heat quickly. However, the open flame is a bit more
dangerous than other heating methods;
the lighter has to be used from the inside of the car; and the lighter can leave
soot on the glass that requires cleaning.
Heat Gun: Though a heat gun is not
recommended, it can seem to have
some advantages, such as that it heats
very quickly; can be used from the outside; it’s easy to control the area to be
heated; it’s manageable in size; and
doesn’t produce an open flame. But,
with this one, there’s a drawback that
outweighs all its benefits: with a heat
gun, it’s very easy to overheat the glass
and/or the laminate. And, it requires a
115-volt power source.
Torch: A torch is not recommended
either, though it shares several apparent advantages (and disadvantages)
with the heat gun—it heats quickly; can
be used from the outside; and is available in a variety of manageable sizes.
However, it also is easy to overheat and
damage the glass and/or the laminate.
Likewise, its open flame is more dangerous than other heating methods.

on

Preferred Heating Methods

ing a repair and throughout the repair
process; it requires no open flame; it’s
very easy to control the area to be
heated; it is usually portable with a 12volt operation; it is compact in size; and
it can be used from the inside or outside. Moisture evaporators also have
one disadvantage, however—using
them makes it difficult to maintain a
consistent temperature throughout the
repair process without constant input.
Hair dryers: One big advantage to
using a hair dryer is that it is inexpensive. It can be used prior to starting a repair and throughout the repair process;
requires no open flame; is very easy to
control the area to be heated; is available in a portable, 12-volt operation; is
a manageable size; and can be used
from the inside or outside. As with the
moisture evaporator, it also is difficult
to maintain a consistent temperature
when using a hair dryer without constant input from the technician.
Portable heaters: Portable heaters
are advantageous because they provide
continuous heat when mounted on an
adjustable stand; they can offer variable
temperatures; they heat large areas; and
can be used from the outside. Conversely, the size of portable heaters
makes them less portable; they can be
expensive; it’s often difficult to limit the
area that needs to be heated; and they
require a 115-volt power source.
Portable infrared heat lamps:
Portable infrared heat lamps provide
continuous heat when mounted on an
adjustable stand; they offer variable
temperatures, as their distance from the
glass can be adjusted; they heat large
areas; and can be used from the outside.
Drawbacks, however, are their size and
portability; expense; difficulty in limit-

f oc us

M

OST TECHNICIANS FIND
the need to warm or cool a
windshield on a regular
basis. There are many different methods for warming and cooling windshields, but some have definite
advantages over others.
Glass often is not the same as the
temperature of the air around it. If the
air temperature is 80° F, but the vehicle is
in the shade, the glass could be 70° F or
lower. But, if the vehicle is in the sun, the
glass could be 90° F or higher. For this
reason I always recommend that technicians use a digital thermometer to
check the temperature of the windshield
prior to starting a windshield repair.
Rapid heating or cooling of a windshield can cause a volatile break to crack
out, so it’s better to make temperature
adjustments slowly and consistently. It
also is important to adjust the temperature of the glass several inches around
the glass, not just at the break itself.
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repair news

WINDSHIELD REPAIR SYSTEMS

SCRATCH REMOVAL

Make It Quik

Go Green with AEGIS Scratch Removal System

The new QuikSilver Technology™
from AEGIS® Tools
International is
designed
to
allow technicians to achieve
complete repairs in five
minutes.
The QuikSilver
System uses a dry vacuum and a gauged
pump so the technician can verify that
an adequate vacuum is achieved. When
the injector is lowered into position
there is no opportunity for air to re-enter
the break, so it fills quickly and completely with repair resin, according to
company officials.

The AEGIS Tools International scratch removal system enables technicians to repair
light or heavy scratches on glass that might
otherwise be discarded. Company officials say
the system can be used on windshields, windows, table tops, tempered glass, architectural glass and flat glass or curved glass. It
also works on graffiti, according to company.
The AEGIS® Scratch Removal System utilizes 3M™ Trizact™ abrasive discs, which have
precisely shaped pyramids of aluminum oxide or cerium oxide fine-grade minerals.
When finished with the job, clean up is easy and there is no slurry left behind,
AEGIS officials say. The AEGIS® Scratch Removal System KIT1800 comes with a
multi-speed polisher, discs for 25 to 50 six-inch scratch removals, glass polishing
compound, polishing pads, safety and clean-up equipment, instructions and a tool
box.
❙❙➤ www.aegistools.com

Scratch Hog™ Tested
Get the Fusion
GlasWeld’s G3fusion
auto glass repair system includes a G3
ProVac injector with
resin encapsulation;
the integrated ProCur
360-degree
curing
lamp; and the company’s full line of
resins. In addition, the
system’s users have access to the company’s
distance learning program, which provides online training
24/7 throughout the world.

Officials from Glass Technology say
that, in a down economy, the market
for scratch removal is even larger than
ever before, as customers are looking
to save money by whatever means possible. The company’s Scratch Hog™ repair system recently was tested to
ASTM standards for distortion and
structural integrity results
“Glass Technology is excited to see
the demand for glass restoration increasing as more and more company are choosing cost effective green alternatives,” says general manager Rory Most. “With our
2009 product testing we will continue to exceed expectations.”
❙❙➤ www.gtglass.com

Glass Technology
Riding the BluWave™
Glass Technology now offers its
BluWave™ high-intensity ultravioletcuring repair system. Company officials say BluWave technology ensures
proper cross-linking and cross-hatch-
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May the Gforce Be With You
GlasWeld’s Gforce scratch removal system
uses a one-step process designed to save
users time, money and hassle by repairing
glass damage quickly. It can be used on all
types of scratches, including water scale,
acid-etching, paint overspray and other
imperfections. They system also is portable.
❙❙➤ www.glasweld.com
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vacuum pressure pump. The tool is
furnished with an easy-to-use power
injector, with added retainer block
that holds the piston in place while
vacuuming the damage.
❙❙➤ www.glazex.com

Keep It Simple

C. R. Laurence Co. Inc.’s windshield
saver kit repairs stone-damaged windshields using a two-part epoxy com-

E-Mail

Subscribe

pound to fill chip crevices and prevent
radial cracks. The system doesn’t require drilling and the epoxy is clear, so
it will not affect visibility. The kit comes
in single application and five-application fleet packs.

Repair Long Cracks
with Hybrid Technology

REPAIR

Orem, Utah-based Glazex has introduced its new power piston injection system. The repair tool is
furnished with three fingers and standard threads that will hold various injectors. According to the company, the
tool only requires three to four drops
of resin for most repairs. The tool can
also be fitted with an adapter for a
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Hybrid Crack Repair is a new resin
technology that company officials say
can be used to repair cracks 12-14
inches long. In addition, the repairs
completed
with the
new technology
eliminate
them from
view from
the headon angle,
according
to the company.
“Once we figured out the cause of
the head-on angle we then set out to
reduce or eliminate it and this was
done using different chemistry than
what has been used for the past 35
years,” reads a statement from the
company.
❙❙➤ www.windshieldrepairtools.com

Annihilate Damage with New Glass Pro Systems Tool
The new Annihilator from Glass Pro Systems is a dry-vacuum tool, which company
officials say works at any angle. The tool is made primarily of Delrin™, with the exception of the injector, which is made of
anodized aluminum. Company officials
say repairs can be completed in as little
as five minutes with the tool, including
curing, and that it is easy to clean. Likewise, the resin that remains in the injector after the job can be saved for
future repairs, according to the company,
making the tool also economical.
❙❙➤ www.glassprosystems.com
■
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ing, which results in a strong cure and
bond using Glass Technology’s Diamond Clear Resin™. The high-intensity
light-emitting
diodes
are
positioned to surround the damage
that is being repaired completely, producing the UV wavelength needed to
cause resin molecule stimulation and
curing.
The complete curing process produced by the Diamond BluWave system allows the technician to maintain
complete physical and visual contact
with the repair area, according to the
company. Since the BluWave technology is now integrated within the injector and bridge, they now require no
removal during the curing process
andthe injector also can be used to
produce pressure to hold the resin into
the repair while it is being cured.
The Diamond BluWave is portable
and requires no external power source,
according to the company.
❙❙➤ www.gtglass.com
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industry insiders
people in the news

Edwards joined Glass America in
Rossey previously was the manager
2005 as part of the Auto Glass Service of sundry products for PGW, but was
acquisition where he had functioned as laid off, along with several others, efGlass America
an IT Manager since 1998. He took on fective April 1.
Promotes Edwards to
the role of business analyst, and over
VP of Business Support
Glass America has the years his responsibilities grew to in- NOVUS® Adds Gulf
promoted Nathan Ed- clude vendor relations, purchasing Coast Franchisee
wards to the position manager and field support manager.
NOVUS Glass has a new franchise in
of vice president of
Stapleton, Ala. The new owners are Adbusiness support. Ed- Rossey Joins
dison and Mary Godwin, who are longwards reports to David Creative Extruded
time residents of the Gulf Coast area.
Rohlfing, president
Before joining the NOVUS Glass orBob Rossey, formerly of Pittsburgh
and chief executive of- Glass Works (PGW), has joined Cre- ganization, Addison Godwin owned
Nathan
ficer of the company. ative Extruded Products Inc. as man- his own car dealership and was a
Edwards
As vice president of ager of the accessory business unit. skilled machinist. His wife, Mary Godbusiness support, Edwards’ new role The move was effective July 6.
win, is a local pharmacist at CVS.
■
will include managing the company’s
Rossey brings more than18 years exAuto Glass Replacement Safety Stan- perience in the distribution and marCalling All Readers
dards (AGRSS) compliance program, keting of accessories to the company.
Has your company recently
purchasing glass and related supplies, He will be responsible for the developundergone a personnel change?
overseeing vehicle fleets, call center ment and implementation of Creative’s
Please e-mail pstacey@glass.com.
operations and Internet strategy.
Accessory Business Unit.
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on the road

November 5-7, 2009
NACE Expo
Sponsored by the Automotive Service Association.
Mandalay Bay Convention Center.
Las Vegas.
Contact: NACE at 800/272-7467 or visit www.naceexpo.com.
November 6, 2009
National Windshield Repair
Association (NWRA) Annual Conference
Sponsored by the NWRA.
Mandalay Bay Convention Center.
Las Vegas.
Contact: NWRA at 540/720-7484 or visit www.nwraassn.org.
November 6-7, 2009
Fifth Annual Auto Glass Technician Olympics
Co-sponsored by AGRR magazine and
the Independent Glass Association.
Mandalay Bay Convention Center.
Las Vegas.
Contact: AGRR at 540/720-5584 or
visit www.autoglassolympics.com.
November 7, 2009
Independent Glass Association (IGA) Fall Marketing Conference
Sponsored by the IGA.
Mandalay Bay Convention Center.
Las Vegas.
Contact: IGA at 540/720-7484 or visit www.iga.org.
March 3-5, 2010
Automechanika 2010
Sponsored by Messe Frankfurt.
Expocentre at Krasnaya Presnya.
Moscow.
Contact: Messe Frankfurt at +7 495 721–1057/-58/-59
or visit http://automechanika-expo.ru.
March 16-17, 2010
Glass Expo Midwest™ ’10
Co-sponsored by AGRR magazine.
Renaissance Schaumburg
Hotel & Convention Center.
Chicago (Schaumburg), Ill.
Contact: AGRR magazine at 540/720-5584
or visit www.glassexpomidwest.com.

Visit www.agrrmag.com/events.php
for a full calendar and to add events.
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• Remove Back Glass in
under 10 min.
• Remove Small 1/4 Glass
in under 3 min.
• Release Hard to Reach
Adhesives
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November 5, 2009
Fourth Annual Walt Gorman
Memorial Windshield Repair Olympics
Co-sponsored by AGRR magazine and the
National Windshield Repair Association.
Mandalay Bay Convention Center.
Las Vegas.
Contact: AGRR at 540/720-5584 or
visit www.windshieldrepairolympics.com.

Best Pricing
Best Warranty
Best Power Rating
ER
UR

November 4-5, 2009
International Auto Glass Safety (AGRSS) Conference
Sponsored by the Auto Glass Replacement
Safety Standards (AGRSS) Council Inc.
Mandalay Bay Convention Center.
Las Vegas.
Contact: AGRSS at 630/942-6597 or visit www.agrss.com.
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Do more for less with
the Glass Blaster!
High Performance Magnetic Induction Heat
• Heats Aluminum or Steel
• Reduce Labor & Consumables
• Safer and Faster than a Torch
• Salvage Parts

Stop by our Booths!
SEMA Booth # 12514 • NACE Booth # N3328
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THE SHOWCASE
directory of suppliers
Adhesives/Sealants
SRP GLASS RESTORATION
10425 Hampshire Ave. S
Bloomington, MN 55438
800/328-0042 (phone)
952/946-0461 (fax)
www.srpglassrestoration.com
sales@shatrproof.com
AUTO GLASS ADHESIVE SYSTEMS
SHAT-R-PROOF CORP.
12800 Hwy. 13, Suite 500
Savage, MN 55378
952/946-0450 (phone)
952/946-0435 (fax)
www.shatrproof.com
info@shatrproof.com

Auto Glass
GLAZEX
P.O. Box 2180
Orem, UT 84059
800/545-2770 (phone)
800/226-6464 (fax)
www.glazex.com
NATIONAL GLASS
BROKERS, LLC
3115 Fry Rd., Suite #401
Katy, TX 77449
281/599-1550 (phone)
281/599-8158 (fax)
www.nationalglassbrokers.com
sales@nationalglassbrokers.com

SAINT-GOBAIN
AUTOVER USA, INC.
6951 Alan Schwartzwalder St.
Columbus, OH 43217
614/409-1901 (phone)
614/409-1906 (fax)
www.autover.us
Dorothy.moorhead@saint-gobain.com

Information Sources
ASSOCIATIONS
NATIONAL WINDSHIELD
REPAIR ASSOCIATION
P.O. Box 569
Garrisonville, VA 22463
540/720-7484 (phone)
540/720-3470 (fax)
www.nwrassn.org
INDEPENDENT GLASS
ASSOCIATION
385 Garrisonville Rd.
Suite 116
Stafford, VA 22554
540/720-7484 (phone)
540/720-3470 (fax)
www.iga.org

G E T T H E AT T E N T I O N
YOUR BUSINESS NEEDS
To place your listings in the
AGRR Suppliers’ Guide, please
contact Janeen Mulligan at
540/720-5584, ext. 112, or
e-mail jmulligan@glass.com.
Rates start at $350 per listing,
and run for an entire year.
Don’t miss this opportunity
to get your company noticed!
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PUBLICATIONS
AGRR MAGAZINE
Key Communications, Inc.
385 Garrisonville Rd.
Suite 116
Stafford, VA 22554
540/720-5584 (phone)
540/720-5687 (fax)
www.agrrmag.com

Software
AUTO GLASS-RELATED
GLASSMATE (MITCHELL)
9889 Willow Creek Rd.
San Diego, CA 92131
800/551-4012 (phone)
858/653-5447 (fax)
www.mitchell.com

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

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

>I

GLASS MECHANIX
4881 W. Hacienda Ave., Ste. 6
Las Vegas, NV 89118
702/932-1281 (phone)
702/932-1287 (fax)
www.glassmechanix.com
GLASS PRO SYSTEMS
1116 Deanna Dr.
Rockford, IL 61103
815/713-4480 (phone)
815/713-2030 (fax)
www.glassprosystems.com
GLASS TECHNOLOGY, INC.
434 Turner Drive
Durango, CO 81303
800/441-4527 (toll free)
974/247-9374 (phone)
974/247-9375 (fax)
www.gtglass.com
rory@gtglass.com
GLASWELD SYSTEMS
20578 Empire Blvd.
Bend, OR 97701
541/388-1156 (phone)
541/388-1157 (fax)
www.glasweld.com
LIQUID RESINS/A.C.
4295 N. Holly Rd.
Olney, IL 62450
618/392-3590 (phone)
800/458-2098 (toll free)
618/392-3202 (fax)
www.liquidresins.com
REPAIR SYSTEMS & SERVICES
GLASS MEDIC
7177 Northgate Way, Ste. C
Westerville, OH 43082
614/891-9222 (phone)
614/891-9227 (fax)
www.glassmedic.com

Windshield
Repair Products

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

DELTA KITS INC.
P.O. Box 26509
Eugene, OR 97402
541/345-8554 (phone)
800/548-8332 (toll free)
541/345-1591 (fax)
sales@deltakits.com

WINDSHIELD REMOVAL TOOLS
A.N. DESIGNS INC./
ULTRAWIZ®
111 Putter Lane
Torrington, CT 06790
860/482-2921 (phone)
860/482-8585 (fax)
■
www.agrrmag.com

I<
© 2009 AGRR Magazine. All rights reserved. No reproduction
of any type without expressed written permission.

Contents

Search

Archives

E-Mail

<

>

Subscribe

Avocations
continued from page 44

Rosar aims to take two to three oneweek fishing trips a year, along with
several long weekends.
“There’s probably not a week that
goes by that I don’t fish,” he says.
When possible, Rosar also tries to
tack a fishing trip onto the various industry conferences he attends. As a
member of the Independent Glass Association (IGA) board of directors, this
year’s Independents’ Days in Fort
Myers, Fla., proved the perfect spot for
him and his 17-year-old son, Axel, to
get away for a fishing trip after the conference was over.
“We hired a guide out of Boca
Grande, Fla., and we went out with him
for a day and ended up catching three
tarpon—170, 120 and 150 pounds,”
Rosar says.
“You couldn’t do that for many days
in a row, because each one of those
battles is probably half an hour to 40
minutes long and it’s all you can do to
hold onto the rod,” he recalls.

Last year, Rosar and his wife, Lisa,
traveled to the Grand Cayman Islands
for a similar trip, and are planning to
travel to Mexico next year.
Though Rosar has fished all over the
world, he still emphasizes that catchand-release—no matter how large the
fish—is an important method.
“That goes anywhere in any state,”
he says. “There are a lot of people out
there who complain that the fish
aren’t as big as they used to be, and we
have to take a look at ourselves and
our resources and make sure we’re
giving back.”
And when that trophy fish—the one
you’ve been waiting for—does come
along, this is still important, Rosar says.
“If you do get that trophy, you
should take a picture and let it go,”
he adds. Today, taxidermists can cre“I’m still waiting for that one to
ate a graphite reproduction of
the prized fish from the photo and mount,” he says. “I did mount a 2pound crappie and, as far as musky
measurements.
goes, I’m still looking for the one.” ■
And what about Rosar’s big catch?
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Company
Phone
A.N. Designs Inc.
866/482-2921
AEGIS Tools International
888/247-6000
C.R. Laurence Co. Inc.
800/421-6144
Coach Glass
800/714-7171
Delta Kits Inc.
800/548-8332
Dow Automotive
800/698-6246
EFTEC Aftermarket
866/596-7772
Equalizer Industries
800/334-1334
Extractor/Crystal Glass
877/628-8837
Glass Mechanix
800/826-8523
Glass Technology
800/441-4527
GlasWeld
800/321-2597
Glazex
800/545-2770
Gold Glass Group
800/448-5188
Induction Innovations Inc.
877/688-9633
Liquid Resins
800/458-2098
Mainstreet Computers
800/698-6248
Pilkington North America
866/377-3647
Precision Replacement Parts
800/367-8241
Shat R Proof
800/728-1817
Sika Corp.
800/688-7452
Sunroof Express/Night Watchman Co. 800/322-8867
SuperGlass Windshield Repair
866/557-7497

www.agrrmag.com

Fax
860/482-8585
608/274-9395
800/587-7501
541/393-5896
541/345-1591
734/697-8228
866/596-7778
512/388-4188
780/463-7190
541/388-1157
970/385-5529
541/388-1157
801/802-7770
631/981-4299
847/551-3369
618/329-3202
734/698-8228
419/247-3821
800/545-5083
952/946-0461
248/577-0810
586/498-2301
407/240-3266
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Web Address
www.ultrawiztools.com
www.aegistools.com
www.crlaurence.com
www.coachglass.com
www.deltakits.com
www.dowglassbonding.com
www.eftecna.com
www.equalizer.com
www.extractortools.com
www.glassmechanix.com
www.gtglass.com
www.glasweld.com
www.glazex.com
www.gggcorp.com
www.theinductor.com
www.liquidresins.com
www.mainstreetcomp.com
www.epremier.net
www.prp.com
www.shatrproof.com
www.sikaindustry.com
www.nightwatchman.net
www.sgwr.com
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Avocations
life beyond the auto glass business

Catch and Release
Rick Rosar, Owner, Rapid Glass in Minneapolis

C

ATCH AND RELEASE—IT
sounds simple, right? And often
it might be. But when you’re
catching fish that are upwards of 150
pounds, it’s a bit more of a challenge.
But that doesn’t stop Rick Rosar,
owner of Rapid Glass in Minneapolis,
Minn., from adhering to the catch-andrelease practice as he fishes—both for

FAST FACTS

fun and sport—throughout the year.
Rosar quips that he has been fishing
for 46 of his 47 years.
“My mom has told me stories about
times she had me bundled up on a
fishing boat when I was less than a year
old,” he says.
Today, he fishes for “pretty much
everything that swims,” though the
Minnesota native prefers musky—a
popular species in Minnesota. Rosar
describes the State as a “premier
musky fishery.”
The musky season is somewhat
short, though—from the middle of
June until the ice freezes in November.
Some might then put away their fishing rods for the winter, but not Rosar.
“In the winter, we fish for crappie and
bluegill through the ice,” he says. “We
also fish for walleye through the ice,
along with northern pike and catfish.”

44

Name: Rick Rosar
Day Job: Owner,
Rapid Glass
Location: Minneapolis,
Minn.
Alter Ego: Champion
Fisherman

He’s fished in temperatures as low as
20 degrees below.
A true angler, Rosar is fortunate to live
in the land of a 10,000 lakes, but also is
fortunate to live approximately 20 minutes from the Mississippi, which recently opened him and his fishing
partners to a new world.
“We started fishing in the Mississippi recently and it’s a whole new
thing,” he says. “It adds another element to the challenge.”
His favorite spot, though, is Lake
Vermilion in St. Louis County, Minn.
“It has the appearance of the Canadian Shield, but you’re still in Minnesota,” he says. “It borders the
boundary waters canoe area … It’s ex-
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cellent fishing, but it’s also beautiful, especially in November when the waves
are splashing on the rocks and you can
see the icicles forming on them.”
While most of Rosar’s fishing time is
for leisure, he also fishes for a good
meal, particularly bluegill, crappie and
walleye. Rosar also has won his share
of tournaments. In 2004, he and his
partner, to whom Rosar refers as “Iceman,” took second place in the world
championship for musky in Chautauqua Lake in New York, near Niagara
Falls.
In addition to competing in tournaments throughout the United States,
continued on page 43
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NEED TOOLS?
Think AEGIS® for Great Products, Service & Value
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The Choice of Glass Professionals Worldwide!
View product demonstrations at www.aegistools.com
1-888-247-6000 toll-free in U.S. and Canada
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