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Publisher

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

Editor

Sahely Mukerji
Extension 194 • smukerji@glass.com

Insurance Paying for
A-Pillar Covers on
2012 Ford Explorer?
Dear AGRR™,
We would love an article about the
2012 Ford Explorer, DW1843GGY. We
would be especially interested in how
to remove the plastic outer cover on
the A-pillars without breaking them.
The service bulletin from Ford says to
“discard” them. I had to purchase a set
and they aren’t cheap. I would like to
know if any shop has been successful
in getting insurance companies to pay
for them as they now are paying for the
top moulding on the FJ Cruisers.
Thank you.
Mary Young
NOVUS Glass
Wenatchee, Wash.
P.S. We really enjoy your magazine.
It’s very informative.

Appliqué and
Bracket Removal
Editor’s Note: We sent your question
to our experts and Rod Watson, Carlite
technical services manager for Carlex
Glass America LLC in Lebanon, Tenn.,
sent the answer below.
Open the door and, starting at the
top, push up and forward on the
flange inside the door opening, releasing the clips on the inside one or
two at a time. Caution: Be sure to
apply just enough pressure to release
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the clip, otherwise you can break the
appliqué. Work your way down the appliqué to the mirror sail area, then
move around the front of the door and
work your hand, or a plastic trim tool
between the seal and the outer appliqué to pop the lower clips to release
the outer appliqué.
Turn the outer appliqué over and
you will see white clips remaining.
Using a quarter turn, release the white
clip heads from the outer appliqué
and replace them into the bracket
(carrier retainer strip) from which you
removed the appliqué by simply
pressing them in by hand with the
wings oriented cross-car. Make sure
you have all the clips replaced before
moving on to ensure you don't lose
any. Also, inspect all of the “doghouses” in the outer appliqué to ensure none are broken. If any are
broken, the part must be replaced.
Next, there is a clip head that
remains in the sheet metal at the
very top of the part. Using a flat
plastic tool (a credit card or installation stick would work great)
slide the edge under the top side
of the clip head and move the
plastic tool to the bottom side of
the clip to release the other wing.
Do not pry this clip out, as it will
be damaged. (After a few times,
you will get good at popping this
out.) Once the clip head is out,
replace it into its base in the
outer appliqué. Load one side
first, and then press firmly on the opposing side to re-seat the clip.
At this time, if there is a white fabric
pad inside the outer appliqué, remove
it and discard. It can get in the way of reassembly, and serves no real function.
Set the outer appliqué aside, as it is
now ready for reinstallation later.
Lastly, remove the bolts on the carrier retainer strip (the bracket with the
rubber strip that goes over the pillar
edge of the windshield) and remove
it to access the windshield. Repeat for
the opposite side.
■
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Customer Service
tips for quality service

tompkins.carl@sikacorp.com

Trust and Transparency
b y C a r l To m p k i n s

W

ELL, A NEW LANDMARK
for business in America: Two
new topics of importance to
the American consumer have finally
come to be equal in value to “quality”
and “service.” According to the Edelman
Trust Barometer, the subjects of “trust”
and “transparency” have reached the top
of the checklist as to what causes customers to buy, both in the national and
international market places. The Edelman Trust Barometer has become one of
the most trusted resources on the economy and market place and can be accessed through the Web.
With these two new topics in mind,
my first comment to our AGRR™ family of readers is that both have been
around from the very beginning, so
they’re not really new but, probably
better put, receive more attention and
emphasis by consumers since they no
longer can be taken for granted.
While “trust” and “transparency” are
two distinct terms, they are closely related. Transparency simply defines the

6
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elimination of anything being hidden—
no secrets; no surprises. From this description, we can deduce that
businesses operating with full transparency will find an easier path in building trust with customers. And when a
customer trusts a product or service, the
most important criteria of the buying
process is established. Price falls well
below the subject of trust. How low must
a price be to overcome a lack of trust?
The additions of “trust” and “transparency” to the subjects of “quality”
and “service” within the consumer
buying criteria is actually good news
for businesses, because it creates additional checkpoints ahead of price, and
provides further opportunities of differentiation by the supplier. Follow
these tips to make sure you are as
transparent as possible and a company
that can be trusted.

Transparency
1. No fine print: Fine print on the
back page in faint pink is language
that companies do not want customers to read because it
always is bad news that
will deter the sale.
2. Clearly define 100
percent of everything:
This takes effort but so
does everything that is
good! Never should a
customer be left in the
situation of feeling or
stating, “I did not know
that.” This perception
creates the closing impression that the company was not
forthcoming and tricked the client
into the sale. Not only will this client
never come back, but he will prevent

>I
>I

11 new clients from ever contacting
your company.
3. Communicate ahead of the fact:
Operating under the fact that most
surprises experienced by customers
are unwelcome, be sure that all rules,
ways of conducting business, policies
and warranties are communicated to
the customer prior to the sale being
completed. In most cases, policies,
procedures and rules are never
known by the customer until they are
used against him by the company.

Trust
1. Under-promise and over-deliver: Probably a worn-out phrase,
but only because of its needed reminder. I do not know of anything
worse than being oversold by a salesperson; someone who blabs a hundred miles an hour, saying anything
and everything possible that will
never happen in the course of the
purchase. At minimum, know exactly
what you can provide consistently as
a company, state just those things
and then deliver. Feel free to do more,
but never less.
2. Knowledge earns trust: There is
not one thing a representative can do
better in earning customer trust than
to have supreme knowledge of their
products and services. Those demonstrating the highest degree of knowledge are champions in the “win the
trust” game. This calls for companies
to do much better at training than they
do. One of my own experiences proving this point comes through the auto
glass industry when I learned of a customer service representative in Kansas
City who had a 71 percent close rating.
In quizzing her supervisor, Rick listed

www.agrrmag.com

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

Contents
Contents

Zoom Fit
Zoom
Fit

Search
Search

++

––

Archives
Archives

I<
I<

E-Mail
E-Mail

<<

>>

>I
>I

Subscribe
Subscribe

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

a few things that separated her from
the rest, and the number-one factor
was that she was one of his companies
most talented and knowledgeable installation technicians. Need I say
more? Training is critical and yet,
today, it hardly exists; and we wonder
why business is so tough.
3. Have a heart: This past April, I
attended a city leadership prayer
breakfast that focused on the developments of my community, Spokane,
Wash. As part of the meeting—attended by more than 500 people—
prayers were provided for the spires
of community, which were education,
government, church, arts and entertainment, family and business. During the business prayer, some words
I’ll never forget were spoken: “Lord,
allow us to reach new and welcomed
levels of success by leading with our
hearts and allowing our intellects to
follow, for this is Your way and what
truly causes our businesses to best
serve our employees and customers
alike.” To build trust, lead with your
heart to support the Golden Rule.
Never disappoint a customer. Dazzle
them with an experience that will be
most memorable.
Adding “trust” and “transparency”
to the buying criteria of customers is
good news. Even better will be the
new business you can secure as a result. I hope that I can trust you to take
advantage of these tips because you
deserve the results of doing so.
■
Carl Tompkins is the global marketing
resources manager for Sika Corp. in
Madison Heights, Mich., and the author of
“Winning at Business.” He is based in
Spokane, Wash.

Oregon Indiana Florida Arizona

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

new car installations

2011 Cadillac STS
by Jamie Browning
GETTING STARTED:
For vehicle and glass preparations please refer to AGRSS/ANSI
002-2002 as well as your adhesive manufacturer’s recommendations. Inspect the windshield for
defects and look for any distortion.
First, remove the rearview mirror by
removing the cover at the base of the mirror. Next, disconnect the electrical connector and tilt the mirror to the full
upward position to allow easy access to
remove the T-15 set screw. Slide the mirror upward off of the bracket and remove
the rain sensor, if equipped. If the vehicle
is equipped with a vehicle direction alert
alarm, disconnect the electrical connector. Use a small, flat screwdriver, insert it
along the top edge in the recessed
notches, push in on both tabs to release
and slide upward to remove. To remove
the A-pillar covers (if required) use a
panel tool to release the securing clips on
each side and remove the two screw covers. Move to the exterior of the vehicle
and remove the wiper arms by removing
the two black caps covering the wiper
nuts, then remove the wiper nuts. Next,
use a wiper puller (GM part number
J39822 or equivalent) to remove the
wiper arms from the vehicle and note the
driver and passenger side. To remove the
air inlet grille (cowl panel) remove the

REPORTS FROM THE FIELD:
Always wear eye, hand and proper protection while working on the vehicle. Inform the vehicle owner of the cure time and any other additional precautions before installation. Always return the vehicle to manufacturer’s specifications. Protect
all interior and exterior portions of the vehicle to prevent any damage.
weatherstrip, three screws and the grillepanel nut, and remove assembly from
the vehicle. Next, remove the side-reveal
mouldings by pulling back the weatherstrip and the five screws retaining the
moulding. You are now ready to start the
removal process.

REMOVAL:
For the sides and top of the
windshield, a cold knife or
power tool can be used, as
well as wire. For the bottom, a
power tool or wire can be used. Keep in
mind that there is not one correct method
of removal. The technician should use the
tool with which he feels most comfortable
and the one that achieves a safe removal
(both for the vehicle and the technician).

according to your adhesive manufacturer’s recommendations. Please note
that only the full-cut method is permitted
by the AGRSS/ANSI 002-2002 Standard.

PLACEMENT:
Dry-fit the new windshield
and mark it properly to ensure the correct setting procedure.
Prepare
the
windshield according to your adhesive
manufacturer’s recommendations, and
then apply the adhesive and install the
windshield. Cadillac recommends using
a tip for the urethane that is cut at a 60degree angle and is 10 mm wide and 8
mm tall. Make sure the deck height is
correct and the markings on the windshield line up with those on the body that
were applied during the dry set.

PREPARATION:
Trim the existing urethane
FINISHING TOUCHES:
bead, leaving it 1 to 2 milInstall the cowl, wipers and
limeters (mm) in height. Use
mirror in reverse order. Be
your adhesive manufacturer’s
sure to check the rain sensor
pinchweld primer to prime all scratches
if equipped and wiper operaif any exist and allow for proper drying tion before returning the vehicle to the
owner. Check for any leaks and be sure to
inform the vehicle owner of the safe
drive-away time according to the adhesive manufacturer. Also, be sure to record
all lot numbers from the adhesive, VIN
number and primers as well as the DOT
number from the windshield.
■
Jamie Browning was the gold medalist
in the 2009 Pilkington Classic Auto
Glass Technician Olympics.
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Independent’s Day

an iga viewpoint

southernglass@att.net

Where There’s Smoke, There’s … ?
by Alan Epley

T

HIS, AS THEY SAY, COULD GET
interesting. As auto glass legislation activity wraps up in many
states, there is still no clear consensus
that sweeping change or relief for independent glass retailers is within our
grasp. Despite several years of work
and the expense of several thousands
of dollars, legislative efforts that once
looked promising might have to be
abandoned.
What, you say? Doesn’t this represent
a striking blow to the independent glass
retailers and put them in a bind? Why,
yes and no, so let’s cover some points.
In every legislative venue that is dealing with an auto glass bill, the opposition is led by Safelite, a third-party
administrator (TPA) with a retail auto
glass repair and replacement services
division. It states that the consumers in
each respective state would be harmed
the greatest either by cost or safety. “Dismantling direct repair programs (DRP)
or ‘preferred provider’ networks (PPN)
that offer high quality and low prices
hurts consumers,” said Brian DiMasi,
senior corporate counsel for Safelite in a
recent AGRR™ magazine interview (see
May/June 2012 AGRR, page 16).
What Mr. DiMasi and others are
failing to address is just what exactly
better qualifies their DRP/PPN participant over an independent glass retailer who does not participate in
these programs. Filling out some paperwork, agreeing to certain pricing
conditions and providing a warranty
program to be a DRP/PPN only really
qualifies one of the two aspects that
Safelite and the opposition offer.
As a whole, independent glass retailers participate in technician training
and certification that is based on the
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most current Auto Glass Replacement
Safety Standard (AGRSS) developed by
the Auto Glass Safety Council™ (formerly the AGRSS Council Inc.) (AGSC).
Even though the AGSC is the widely accepted training and certification organization in the auto glass replacement
industry, Safelite chose to develop and
implement standards through its Belron
technical division. With such a large gap
between Safelite’s efforts and those already widely accepted by independent
glass retailers through the AGSC, no recommended ‘provider list’ program that
relies on the demonstration of certification, safety, and quality is ever going to
take place unless all sides can agree on
one platform.
“The person with the best mouse
trap should win,” said Tom Feeney,
CEO and president of Safelite Glass
Corp., in response to a question raised
in a recent AGRR magazine interview
regarding fighting the current legislative efforts (see May/June 2012 AGRR,
page 34). This is an overtly absurd comment because the mouse trap to which
Mr. Feeney is alluding is something that
independent glass retailers cannot
build, let alone compete with, in each
local market: the TPA. There is no secret
to the TPA model in that the company
that is the TPA ultimately controls the
claim from cost to the service thereof.
If it looks like something is wrong,
something probably is wrong. Mr.
Feeney believes that the legislative efforts collectively add up to “competitors whining, as opposed to something
being done wrong;” however, issues
such as oppressive inspections, steering and post-authorization interference are directly at the heart of the
efforts by independent glass retailers.

>I
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At each and every one of these legislative proceedings, multiple independent glass retailers have provided
recorded telephone conversations and
data that demonstrate that these issues
are not “myth or rumor” as Mr. Feeney
would like you to believe.
I do agree with one statement Mr.
Feeney made in the AGRR magazine article, “fight for the business the old-fashioned way.” That is exactly what I and
the other independent glass retailers are
doing every day. We are deeply committed at the community level in providing
our customer the very best service in a
safe and quality manner. If it is a fight
Mr. Feeney wants, then he should “be
careful of what he is asking for because
he may not like what he gets.”
As this “fight” continues, it is important for independent glass retailers to
remain involved in the industry
through the reporting of encroachment
activities by TPAs such as steering, inspections, etc., to the Independent
Glass Association (IGA). The IGA has
made reporting these issues easy by offering a series of online reporting tools
at www.iga.org. The IGA urges you to
turn over copies of telephone recordings, images, etc., that support the
complaints we make against the TPAs
and their obstruction of a free market.
We all know how that famous idiom
goes, “where there’s smoke, there’s
fire.” While the TPAs and their partners
would lead you to believe that it’s just
smoke, the rest of us know to ready our
firefighting gear.
■
Alan Epley is president of the
Independent Glass Association. He also
serves as president of Southern Glass &
Plastics in Columbia, S.C.
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AGR Reports

breaking news

powered by

DISTRIBUTION NEWS

One Year Later: Kryger Glass Rebuilds
Following Joplin Tornado

K

RYGER GLASS OF KANSAS
City opened its new facility in
Springfield, Mo., in April. The
22,000-square-foot facility replaces the
Joplin, Mo., facility that was destroyed
by a tornado in May last year.
On May 22, 2011, an EF-5 tornado
tore through the city of Joplin and
Kryger Glass was directly in the storm’s
path. The company’s distribution center was destroyed including the build-

ing, fleet and inventory housed there.
All employees of the Joplin Kryger
Glass location were safe. Since that day
in May, the company has been operating out of a temporary facility in Joplin
and looking forward to the day when
permanence would return.
“After almost a year of hard work we
had exhausted our potential possibilities in Joplin and had no choice but to
look outside the Joplin area,” says Bill

Kryger, president of Kryger Glass. “We
were thrilled to find a perfect spot in
Springfield, Mo., and although it is sad
to leave Joplin we are excited about our
future in southern Missouri.”
The new facility, which opened April
30, is almost twice the size of the facility the company had in Joplin. The increase in square footage has allowed
the company to double its inventory.
“We are looking forward to continuing to service our existing customer
base and expanding within the Springfield metro area,” Kryger says.

OPENINGS AND CLOSINGS
Binswanger Opens New
Mississippi Location
Flowood, Miss., will be home to the
newest 10,000-square-foot facility of
Binswanger Glass.
The new facility will be an auto glass
location with additional glass and glazKryger Glass’ Joplin distribution center was demolished by an EF-5 tornado ing products for the residential and commercial markets. Distribution will reach
last spring.
the Jackson area of Mississippi. “This
covers the full spectrum including auto
glass, tub/shower enclosures, mirrors,
glass shelving, table tops, insulated units,
windows, entrance doors, flush glaze
and curtainwall systems,” says branch
manager Stephen Hirsh.

AGC Lays
Cornerstone in Brazil
Officials at Asahi Glass Co. of Japan recently conducted a cornerstone-laying
ceremony in Guaratinguetá, São Paulo
State, Brazil, to commemorate the start
of construction on the company’s first
manufacturing facility in the country.
The new Kryger Glass distribution center opened on April 30, less than a
The facility in Guaratinguetá, scheduled to begin operations in 2013, will
year after the storm.
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NAGS NEWS
Spring 2012 NAGS Calculator Shows Mix of Increases
and Decreases for Popular Part Benchmark Prices
manufacture automotive and architectural glass. By 2016, the facility is expected to have a workforce of
approximately 500 people, most of
whom will be hired locally. By then, the
production capacity is expected to
reach 220,000 tons of construction
glass per year. The facility also is expected to produce automotive glass for
500,000 vehicles per year, also by 2016.

MANUFACTURER NEWS
Pilkington to
Lay off 57 Employees
Pilkington North America of Toledo,
Ohio, is in the process of laying off 57
employees at its plant in Ottawa, Ill.,
according to the State of Illinois
Monthly Warn Activity Listing for the
month of April.
Pilkington Automotive serves the
original equipment (OE) and automotive glass replacement (AGR) aftermarket sectors.
The layoffs would begin on June 2
and end on September 1, according to
the report. The company has attributed the layoffs to the “poor economy”
in its filing with the state.
Pilkington officials provided the following written statement to AGRR™
magazine:
“The decision has been taken in the
light of the continuing difficult market
environment in the glass industry and resulting drop in product volumes in North
America. This drop in demand and reduction of future orders has resulted in
insufficient work to maintain the Ottawa
Plant workforce at its current level.”
The Ottawa facility includes one
of the company’s six North American
float lines.
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The Spring 2012 National Auto Glass Specifications International (NAGS)
Benchmark Calculator took effect on May 14. AGRR™ magazine has analyzed the
top 20 most popular part numbers, as reported by NAGS, and found that the
benchmark prices for 12 of the 20 parts have risen since the May 2011 calculator. Likewise, eight of the 20 have seen drops in benchmark since the May 2011
release. The average percent change of the top 20 parts from Spring 2011 to
Spring 2012 is +0.1 percent.
Two parts, the DW01256GBNN and the DW01317GBYN, have seen several increases over the last two years. Both part prices are up 2.8 percent from May
2011—the part price DW01256GBNN rose from $249.90 to $256.95 and the
DW01317GBYN from $208.70 to $214.65. The DW01256GBNN rose 5.2 percent from
Fall 2010 to Fall 2011—$244.40 to $257.05, and 3.8 percent from Spring 2010 to
Spring 2011. The DW01317GBYN rose 3.8 percent from Fall 2010 to Fall 2011, and
3.1 percent from Spring 2010 to Spring 2011.
Another notable increase is for the DW01265GBNN, which rose 2.3 percent over
the last year—from $239.90 to $245.50.
Among the decreases in the latest catalog is a 3.5 percent drop in benchmark
price for the DW01504GBYN. Also, the DW01551GBYN saw a 2.1 percent decrease;
and the DW01512GBNN a 1.9 percent decrease. ■
Part No.

5/9/11

9/12/11

1/9/12

5/14/12

Percent
Change*

DW01549GBYN
DW01217GBYN
DW01341GBYN
DW01256GBNN
DW01408GTNN
DW01504GBYN
DW01658GBYN
DW01505GBYN
DW01168GBNN
DW01317GBYN
DW01099GBNN
DW01265GBNN
DW01206GBYN
DW01551GBYN
DW01303GTNN
FW02064GBNN
DW01512GBNN
DW01470GBNN
FW02351GBNN
DW01176GBNN

$194.25
$200.15
$191.40
$249.90
$186.60
$253.45
$221.40
$227.60
$187.10
$208.70
$186.70
$239.90
$191.10
$216.35
$182.30
$191.15
$215.00
$212.15
$196.20
$210.85

$194.25
$200.15
$192.50
$257.05
$188.20
$258.15
$221.65
$229.65
$187.65
$212.45
$186.70
$239.90
$191.10
$215.35
$183.95
$192.60
$213.85
$212.40
$197.65
$212.75

$194.30
$199.70
$192.60
$252.90
$189.55
$251.95
$222.35
$227.10
$186.90
$213.15
$187.35
$248.15
$190.80
$213.60
$183.05
$192.15
$212.40
$211.40
$196.95
$213.55

$193.55
$199.40
$191.55
$256.95
$188.80
$244.70
$220.65
$226.50
$187.45
$214.65
$187.40
$245.50
$191.25
$211.90
$183.10
$192.50
$210.95
$209.45
$197.50
$211.90

-0.4
-0.4
+0.1
+2.8
+1.2
-3.5
-0.3
-0.5
+0.2
+2.8
+0.4
+2.3
+0.1
-2.1
+0.4
+0.7
-1.9
-1.3
+0.7
+0.5

*Percent Change from Spring 2011 - 2012
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Price Points

competitive pricing and stats

2011 BMW Z4
NAGS Part No. FW03113 • 6.2 Labor Hours (calculated at $40 per hour)
NAGS Part Price: $1,133.05 NAGS Total: $1,381.05
Atlanta, Ga.
Total Price
Glass Price
Labor
Glass %
% off
off NAGS
NAGS Total
Shop #1
$460.00
$320.00
$75.00
-71.8
-66.7
Shop #2
$459.00
N/A
N/A
N/A
-66.8
275.00
75.00
-75.7
-75.0
Shop #3
$345.00
Shop #4
$513.00
N/A
N/A
N/A
-62.8
Average
$444.25
$297.50
$75.00
-73.8
-67.8
Median
$459.50
$297.50
$75.00
-73.8
-66.8
Las Vegas, Nev.
Total Price
Glass Price
Labor
Glass %
% off
off NAGS
NAGS Total
Shop #1
$500.00
$400.00
$80.00
-64.7
-63.8
Shop #2
$350.00
N/A
N/A
N/A
-74.7
Shop #3
$350.00
$300.00
$50.00
-73.5
-74.7
Shop #4
$323.66
N/A
N/A
N/A
-76.6
Average
$380.92
$350.00
$65.00
-69.1
-72.5
Median
$350.00
$350.00
$65.00
-69.1
-74.7
Lincoln, Neb.
Total Price
Glass Price
Labor
Glass %
% off
off NAGS
NAGS Total
Shop #1
$464.72
368.95
60.00
-67.4
-66.4
Shop #2
$406.60
N/A
N/A
N/A
-70.6
Shop #3
$474.82
$358.00
$65.00
-68.4
-65.6
Shop #4
$512.46
398.19
$65.00
-64.9
-62.9
Average
$464.65
$375.05
$63.33
-66.9
-66.4
Median
$469.77
$368.95
$65.00
-67.4
-66.0
Los Angeles, Calif.
Total Price
Glass Price
Labor
Glass %
% off
2011 BMW Z4
off NAGS
NAGS Total
Shop #1
$440.00
$310.00
$135.00
-72.6
-68.1
$492.20
$368.00
$92.00
-67.5
-64.4
Shop #2
AGRR also asked shops to break out
Shop #3
$460.00
$350.00
$60.00
-69.1
-66.7
parts and labor. When available, this
Shop #4
$577.00
$330.00
$200.00
-70.9
-58.2
is noted below. Cases where the shops Average
$492.30
$339.50
$121.75
-70.0
-64.4
did not willing to provide the breakMedian
$476.10
$340.00
$113.50
-70.0
-65.6
down—or provided only a portion of New York, N.Y.
it—are noted accordingly.
■
Total Price
Glass Price
Labor
Glass %
% off
off NAGS
NAGS Total
Shop #1
$591.90
N/A
N/A
N/A
-57.1
Shop #2
$489.93
$250.00
$200.00
-77.9
-64.5
Shop #3
$299.40
$165.00
$110.00
-85.4
-78.3
Shop #4
$373.43
N/A
N/A
N/A
-73.0
Average
$438.67
$207.50
$155.00
-81.7
-68.2
Is there a car you’d
Median
$431.68
$207.50
$155.00
-81.7
-68.8

F

OR ITS RECURRING PRICE
Points department, AGRR™
surveyed five major cities in the
United States for the windshield replacement on a 2011 BMW Z4 with a
rain-sensor. As usual, the companies
were told that insurance will not be involved and the customer wishes to pay
for the windshield out of pocket.

Calling All Readers
like to see featured in
Price Points? Please email
komara@glass.com.

14

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

National Average
National Median
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Total Price

Glass Price

$444.16
$460.00

$313.91
$330.00

Glass %
off NAGS
-72.3
-70.9
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% off
NAGS Total
-67.9
-66.7
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Serving Your Universal Molding Needs
Around the World.
FlexiTrim™ benefits include:
&
&
&
&
&
&
&
&
&

Cold weather flexibility
Patented, non-metallic stabilizer maintains length and flexibility
Anti-itch material will not mark or squeak
Restores or enhances the appearance of your customer’s vehicle
Easy to apply to glass
Stays on glass to reduce comebacks
Will not crack, fade, discolor, or shrink
OE-quality materials to retain original appearance
Reduce inventory/multiple sizes cover most applications

FTUS10-75

FTUS08-75

FTU0830-75
8 mm (5/16”)
U-lip molding

10 mm (3/8”)
underside tape
molding with

patented tear
8 mm (5/16”)
away alignment
underside tape
molding with
patented tear
away alignment

FT1830-75
FTF1650-75
FT1630-75
16 mm (5/8”)
universal
molding

FTB1640-75

18 mm (11/16”)
universal molding

16 mm (5/8”)

universal molding
16 mm (5/8”)
with feature line
made with
BriteFlex™ flexible
chrome surface

Patented
tear away
alignment
feature for the
underside tape
molding.

1414 Commerce Park Dr. • Tipp City, OH 45371
Tel: 800.273.1535 • Fax: 937.667.3647
www.creativeextruded.com

Bronze Sponsor of Auto Glass Week™ 2012
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Get the Latest
Options in Blades

Archives

allows the technician to cut down and
away from the glass, opposite action of
a normal blade that cuts up and against
the glass. This allows for cutting under
encapsulations without digging in. The
reversed and coated shank edge protects exposed pinchwelds from damage, according to the company.
❙❙➤ www.ultrawiztools.com

HANDLING TOOLS
A.N. Designs Inc. of Torrington, Vertical Handle Vacuum
Conn., offers its UltraWiz reverse bend Cups Now Available
blades in three sizes: The 5201-M with
Wood’s Powr-Grip of Laurel, Mont., re¾-inch cut length, the 5202-M with 1- leases the LJ6VH hand-held vacuum cup
inch cut length and the 5204-M with 1- for removing or installing windshields.
½-inches cut length. The reverse bend The large-volume pump of this hand cup

ADHESIVE SUPPLIES
Dinol Americas Goes
Primerless-to-Glass
Dinol Americas now offers a
primerless-to-glass urethane adhesive, Dinitrol Direct. The highviscosity product features a fast
curing time, good decking properties, short cut-off string, high
elasticity, and high strength, according to the company. It is
available in both 10.5-oz. Cartridges and 20.3-oz. foil wraps.
When used at more than 60 degrees
Fahrenheit with more than 50 percent
relative humidity/temperature, the
product offers a safe drive-away time of
3 hours in vehicles with passenger side
airbags. Without passenger side airbags,
it offers a one-hour safe drive-away
time at more than 73 degrees Fahrenheit with more than 50 percent relative
humidity/temperature.
❙❙➤ www.dinitrol.com

SRP Adds 30-Minute
Drive-Away Time Adhesive
SRP Icon, SRP’s newest adhesive, features a 30-minute drive-away time at temperatures as low as 0 degrees Fahrenheit.
The high-viscosity product also is highmodulus and low-conductive.
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permits attachment on both
curved and flat glass surfaces.
A rigid, vertical handle provides support for glass positioning, while non-slip grip
holds the glass at any angle.
To eliminate unexpected pop-off, a
red-line indicator
on the pump visually warns the user
in case of vacuum loss,
and a check valve allows re-pumping without the need to re-attach the cup.
Lift tabs on the vacuum pad provide
quick release, and each cup is supplied
with a protective pad cover.
❙❙➤ www.powrgrip.com

The line includes OETech1,
a high-modulus/low-conductive one-hour urethane; and
OETech2, a three-hour highThe SRP Icon is available in both 310- viscosity urethane.
OETech1 and OETech2 are
ml cartridges and 600-ml sausage packs.
packaged in kits, including
❙❙➤ www.shatrproof.com
24 tubes or sausages of urethane, one bottle of combo
Sika Product Finder App
primer, urethane nozzles and
Available at Apple Store
The new Sika product finder from Sika batch stickers.
Corp. of Madison Heights, Mich., is now ❙❙➤ www.oetech.biz
available in the Apple Store. The app has
been designed for both iPhones and iPads. Dow Introduces
To download, access the iTunes/App store Environmental Product
on a mobile device and search for the
Dow Automotive Systems of Auburn
“Sika Product Finder.” The application is Hills, Mich., has developed an environmencompatible with iPhone 3GS, iPhone 4, tally friendly glass coating for transportaiPhone 4S, iPod touch (3rd generation), tion applications, including automotive
iPod touch (4th generation) and iPad. It original equipment, commercial vehicles
requires iOS 4.0 or later. Further informa- and the aftermarket.
The new material, BETASEAL PhX, is
tion, such as Product and Material Safety
cured by ultraviolet (UV) light and amData Sheets, can be accessed as well.
bient moisture to form a durable coat❙❙➤ www.sikausa.com
ing with strong adhesion to glass and
polyurethane adhesives without the use
OETech Offers
of primers. By utilizing the UV-curable
Range of Urethanes
The OETech line of urethanes was de- coating, glass can be tempered or ansigned to meet a variety of needs in nealed with higher throughput, and the
today’s aftermarket installation. The coating can be applied post-furnace,
adhesives are available in one-hour, eliminating the necessity for ceramic
high- and medium-viscosity, and high- enamel frit.
modulus/low-conductivity formulations. ❙❙➤ www.dowautomotive.com
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Cequent Offers New
Transportation Racks
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Several accessories using the same
double-lock clamp system complement the TransRACK: TransRACK Conduit Carrier with stainless-steel
hardware and a double U-bolt system
eliminates drilling; TransRACK Trimmer Rack mounts to either a pickup
truck or utility trailer and holds two
trimmers or long-handle tools; and
TransRACK Tool Rack mounts to either
a pickup truck or utility trailer and can
hold up to six straight-handled tools.
❙❙➤www.cequentconsumer
products.com

Cequent Consumer Products Inc. of
Solon, Ohio, has introduced the TransRACK from Reese Carry Power brand
for pickup truck owners who transport
long items that might not fit in a truck
bed. Made of aircraft-grade aluminum,
TransRACK installs without tools. Eight A P P S
double-lock clamps with stainlesssteel hardware hold the rack to the bed Webasto Launches
of the truck. Accessories can be in- Sunroof Mobile App
stalled with on-cross bar clamps. The
Webasto Product North America of
rack has an 800-pound capacity and Fenton, Mich., has released its mobile
features four movable load stops. Sunroof Compatibility Guide. The
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company has developed the app for
the iPhone, iPad and iPod Touch, available as a free download through the
iTunes App Store. Search within the
iTunes App Store for “Webasto Sunroof
Compatibility Guide” to download.

The mobile app will allow users to select the year, make and model of a vehicle and determine which Webasto
sunroofs are compatible for that vehicle.
❙❙➤ www.webastosunroofs.com
■

Platinum Sponsor of Auto Glass Week™ 2012
www.agrrmag.com
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Tools,
Camera,
Action
Installers, Judges Prepare for Auto Glass Technician Olympics
by Sahely Mukerji

A

this year with four regional meets
across the country January through
May 1.
“In all, we had 20-30 applicants,” says
Doug Dotson, vice president of franchise relations. “Frank [Levesque, technical manager and a WRO judge] and I
narrowed them down to two to three in
each region and picked the best two.”
“Our techs have to break 200 [points]
to qualify for the AGTO,” Levesque says.
“We have pre-tests and we follow the
same guidelines as the Olympics. If we
have a tie, the tech with the higher test
score wins.” The selected two for this
year’s AGTO scored the same.
“We know our best techs, but we
The Competitors
Glass Doctor will send two techni- wanted to ID them,” Dotson says. “We
cians to the AGTO this year. The com- decided to vet it out a bit this year. It will
pany held its first feeder competition raise the bar of the competition if every
company has a feeder competition.”
Raising the bar seems to go both
ILKINGTON
ways. “I like to think we’re constantly
LEAR DVANTAGE™
raising the standards through the competition,” Levesque says.
For its part, the competition is getting
harder every year, Dotson says. “It is
more than just putting in a piece of glass,
it’s more about interaction,” he says.
“The competition’s somewhat about
showmanship. The winner will have to
be not only the best professional, but be
able to demonstrate it in front of his

s Auto Glass Week™ nears,
companies across the country
are getting ready to participate
in the Pilkington Clear Advantage Auto
Glass Technician Olympics (AGTO) and
the Walt Gorman Memorial Windshield
Repair Olympics (WRO), slated to take
place in conjunction with the Exhibition/Extravaganza, September 21-22, in
Louisville, Ky., during Auto Glass Week.
Auto Glass Week will take place at the
Louisville Marriott Downtown and the
Kentucky International Convention Center, September 20-22 (see related story in
May/June 2012 AGRR™, page 28).

C
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peers. It is like being on stage.”
Troy Mason, president of Techna
Glass of Sandy, Utah, agrees. “The competition has gotten better every year,” he
says. “I believe the simulations are getting close to real-world installations.”
At press time, Techna Glass was
holding its feeder competition for the
AGTO. Five technicians in four rounds
were competing for the six top spots
to go to the June 24 finals, Mason says.
“Two from the six are picked to go to
the AGTO, and we pay for their fees
and travel.”
Techna Glass also is scheduled to
host a feeder competition for the repair
competition on June 24 and pick one
technician to compete.
“Our techs want to be a part of the
Olympics,” Mason says. “There are
people who compete year after year.
The competition raises the quality
level in the whole shop. If one tech
competes in a store, even in the prelims, as they practice they get the
whole shop behind them.”
The techs even ask the customers to
rate them, he says. “They explain the
competition and ask if the customer
would be okay with having a tech
practice an installation on their vehicontinued on page 20
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Techna Glass of Salt Lake
City, Utah, is one company
that recently held its own
internal competition. The
winners will represent the
company in Louisville
this fall.

Dax Prantil removes urethane, while Troy
Mason, owner of Techna Glass and judge of the
internal competition, watches.

Sam Shipley of AAA Mid-Atlantic
in Frederick, Md., has competed in
the Auto Glass Technician Olympics
four times, including 2011. Judge
Bruce Gates looks on.

For the first time last year, the AGTO was held in the midst
of the Auto Glass Week Exhibition/Extravaganza, allowing
attendees to view the competition while perusing new
products and tools.
www.agrrmag.com
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Tools, Camera,
Action
continued from page 19
cle,” Mason says. “And the customers
love it. They will call me later to ask
how the tech who worked on his car
did in the competition. It raises the
bar, it brings everybody up.”

The Judges
While the competitors prepare, the
judges also look forward to the
Olympics.
Olive says he is making sure that all
his technicians are practicing installations correctly. “If you are practicing
installing according to the AGRSS Standard, you have a big chance of winning,” he says. “The winner is a person
who is true to his career and practices
the AGRSS Standard. Anyone who does

his job to the best of his ability each
and everyday and never falters, would
have an easy time at the AGTO. The
tech who doesn’t do his job properly
will make mistakes at the AGTO.”
That said, it’s not easy to pick a winner, Beranek says. “Every year these
guys get better,” he says. “It’s a real fine
line between the champion and not
even placing. As judges, we have to get
tougher and tougher on even the
minor things. This year, we’ll even look
at the way they strip out the glass and
the damage that’s caused naturally. It’s
truly a skill-based competition now.”
To win, a technician has to know his
materials and “concentrate on skill development and elimination of

The Logistics of the Competition
Now in its seventh year, the Pilkington Clear Advantage Auto Glass Technician
Olympics (AGTO) provides the opportunity for technicians from around the world
to show their installation skills. Industry veterans judge competitors’ replacements
as well as their procedures, safety, cleanliness and customer interaction.
Competitors are allotted 75 minutes to complete a windshield installation in
the first heats of the competitions. In the finals round, technicians are required
to complete a remove and re-install of a glass part, which may or may not be a
windshield. Contestants are judged on ten different sections.
To compete, a technician must be employed in a bona fide operating auto glass
company, must have a least one year of experience as a technician in the auto
glass industry and must complete installations in compliance with the Auto Glass
Replacement Safety Standard (AGRSS®). There will be a cap on the number of
contestants and spaces are given on a first-come, first-served basis. Owners or
managers of supplier companies may not compete themselves.
In addition to bragging rights as the “World’s Best Auto Glass Technician,” the
first-place AGTO winner will receive $10,000, a gold medal and trophy. Secondplace will receive $1,000 and a silver medal, and third will receive $500 and a
bronze medal.
The first-place winner’s company will get media coverage and press releases sent
on behalf of the champion’s company; use of the AGTO winner logo on stationery,
business cards and advertising for one year; use of the 2012 Pilkington Clear Advantage Auto Glass Technician Olympics logo for an unlimited time; and a congratulatory ad and article on the victor and his/her company in AGRR™ magazine.
The pre-registration deadline for all contestants is July 27. No registrations will
be accepted after this date. You may register online at www.autoglassweek.com.
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scratches to the car, even those that
can’t be dealt with,” Beranek says. “You
will have to be careful with your tool
usage. Because all the installs are good,
it will come down to tool usage.”
The favorite part of the competitions for Beranek is watching the new
tools being used in the installations, he
says. “The first couple of years we didn’t have a prize for innovation,” he says.
“Now, we have a prize for the most innovative technician. Sometimes the
first three winners earn that prize, but
other times other techs, not winners,
win that prize.”
For judge Bruce Gates, vice president
of Gates Brothers Glass in Bellefontaine,
Ohio, his favorite part of the competition is to “watch the techs from different parts of the country, all together,
providing quality installations,” he says.
“They take it very seriously. The competition has a lot to shape our industry. We
now have milestones that we can
achieve or look to achieve with the
AGRSS Standard to guide people. The
competitions give professionalism to
our industry.”
Gilbert Gutierrez, vice president of
Equalizer in Round Rock, Texas, and a
past judge, agrees.
“It is a great way to better the industry in the eyes of the competing companies and the people who are
watching,” Gutierrez says. “When you
go into a competition and watch the
guys installing per the standard, it
opens your eyes.”
“When I started at the Auto Glass
Technical Institute, my grandson was
born, and I made a promise to myself
to make this a better industry by the
time he was able to drive,” adds Gates.
“That day is two years away, and I think
we are well on our way to accomplishing that. We have a lot of good guys out
there trying to make the industry better, and the competitions bring out the
best of the best and gives other technicians in the industry something to
shoot for. We have a far more esteemed
industry today than a decade ago, and
the Olympics is a big reason why.”
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Preparing for the Walt Gorman
Memorial Windshield Repair Olympics
Auto glass companies across the world
also are preparing for the Walt Gorman
Memorial Windshield Repair Olympics
(WRO). GlasWeld Spain (LuniaGlas) will
hold a feeder competition, but did not
have it scheduled yet at press time, says
Lori Patch, marketing director of
GlasWeld in Bend, Ore.
The WRO is designed to honor the best
auto glass repair technician in the world.
The competition was founded in 2006 by
AGRR™ magazine.
In the competition, each technician has
45 minutes to complete a windshield repair.
Judging is based on quality, rather than
speed, and time is a factor only in the case
of a tie. All aspects of the repair, including
customer service and professionalism, are
considered in the technician’s final score.

The technical aspects of the competition are based on the Repair of Laminated Auto Glass Standard (ROLAGS™),
and all contestants must participate in
a short, ten-question test about proper
windshield repair practices based on the
ROLAGS.
To compete, a technician must be
employed in a bona fide operating auto
glass company and have at least one
year of experience as a repair technician in the auto glass industry. There
will be a cap on the number of contestants and spaces are given on a firstcome, first-served basis. Owners or
managers of supplier companies may
not compete themselves.
Increased from years’ past, the firstplace winner in the WRO will receive

$10,000, a gold medal and trophy, as
well as bragging rights as the “World’s
Best Windshield Repair Technician.”
Second place will receive $1,000 and a
silver medal, and third will receive $500
and a bronze medal.
The WRO winner’s company will receive
media coverage and press releases sent on
behalf of the champion’s company; use of
the WRO winner logo on stationery, business cards and advertising for one year;
use of the 2012 Walt Gorman Memorial
Windshield Repair Olympics logo for an
unlimited time; and a congratulatory ad
and article on the victor and his/her company in AGRR magazine.
The pre-registration deadline for all
contestants is July 27. No registrations
will be accepted after this date.
■
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Safety
and
Profit
Are They
Mutually
Exclusive?
by Erica Terrini

S

afety versus profit: this is the Hobson’s choice for some
in the auto glass replacement industry. While some
choose to sacrifice safety for profit, others find success and
sacrifice nothing.

The Middle Men
Richard Lutton has owned Metro Glass, an AGRSS-registered company based in Omaha, Neb., for the last six years.
He says his business uses the “highest standard possible”
when replacing windshields and goes the extra mile by discussing safety with his customers.
“[We are] doing everything we can to restore the windshield to factory condition by using foam dams, using whatever the vehicle had coming out of the factory,” Lutton says.
“We replace that and the price is passed onto the consumer,
but we do nothing that would take away from the safety of
the consumer. [The windshield] is a federally mandated
piece of safety equipment and we treat it as such.”
Still, many, including Gerald Zwart, owner of Clearview
Windshields in Sioux Falls, S.D., realize that consumers
often are focused strictly on the bottom line.
“I agree that our industry leaders focus on safety, but not
all customers and especially cash customers even see that
on thier radar screen,” he says. “Most often shops hear ‘How
much? How much?’”
Lutton agrees more consumers are concerned with price;
yet it is still his job to educate them of its importance and
the importance of proper care.
“If people cut corners to give them a cheap windshield
installation on their car, they could suffer from it,” he says.
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“The customers that we have appreciate it greatly. We don’t
have people coming back because of leaks or because we
put in windshields over rust. If there is rust left over from
the shortcuts taken by a competitor previously, we actually
grind it out and put chemicals on it to make sure we’re putting in a safe windshield. That’s going to cost the customer
money but they’re extremely grateful.”
Lutton says it is implausible to compete with the
cheaper, faster option even though his business uses a
quick-curing urethane.
“You just can’t because they cut out half the steps that provide a safe windshield and keeps the vehicle from rusting
out,” he says. “They don’t care about that so they do it in a half
hour, whereas it takes us a good hour and a half to replace the
windshield. We’re not competitive with the real cheap guys
but I think we’re competitive with other people ... ”
Lutton says the businesses that are “cutting corners” are
doing a lot more than improper replacements.
“They’re not only putting people’s lives at risk, they’re ruining vehicles,” he says. “About 25 percent of all vehicles
that come to us that have a replacement windshield have
rust. They don’t put the right chemicals down; they don’t
follow the right process. If they go five or six years, then they
have to go to a body shop to get the rust fixed and it’s expensive and it’s unsafe.”
Don Deane, owner/operator of Mother’s Totally Mobile
Auto Glass based in Hamilton, Ontario, says he would
rather walk away from an auto glass replacement job than
install a windshield improperly.
“I have walked away from jobs,” Deane says. “With us
[safety] is number-one.”
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“ We ’ r e g o i n g t o s l a p t h i s w i n d s h i e l d i n a n d l e t t h e
customer sign our disclaimer form and cross our
fingers that it doesn’t come back to bite us.”

It comes down to a lack of training of technicians within
the industry, Deane says.
“If the guy before me did it right, we wouldn’t be having
this discussion in safety over profit,” he says. “I just shake
my head when I see some of these jobs.”

The Hustler
One 51-year-old North Carolina auto glass shop owner
says that, in order to remain in business, many—including
his own techs—within the industry opt for inferior products, inadequate procedures and undercutting the proper
amount of time to get the job done.
The owner of the independent auto glass shop, who requested to remain anonymous for fear of reprisal, says
while auto glass may be the company’s “bread and butter,”
it is the stiff competition of the auto glass replacement industry that has forced the business to take on more and
more non-auto glass jobs.
“We have to in order to stay alive,” the owner says. “Now,
if a customer walks in our door, we’re hustling to try to capture that job and, within reason, we’ll beat whatever nasty
price out there. We’re all for safety ... but we can’t let safety
get in the way of profit.”
The industry has made great strides through the publication of the Auto Glass Replacement Safety Standard(AGRSS®)
by the Auto Glass Safety Council (AGSC). AGSC has growing
company registration and technician certification programs,
this particular owner says the majority of his company’s local
competition disregards safety. Occasionally, the owner or
technicians will recommend a safe amount of waiting time to
a customer, as is their procedure, but in the end they lose—
because a competing shop will promise to shave off the minutes and, in this world, less time equals more money.
He says businesses should be recommending a safe
drive-away time to their customers to let the adhesive dry
properly according to the manufacturer’s instructions—but
he doesn’t think this is always the case.
“We shake our primer for a minute,” says the owner.
“How many [technicians] literally follow the adhesive manufacturer’s recommended procedure 100 percent of the
time? I would say one percent. How many times do we take
a windshield out and we see scratches on the pinchweld
that weren’t primed last time and rust is starting to form?”
When the owner or the shop technicians do encounter a
vehicle with significant damage left over from a previous
improperly installed windshield that now requires additional work, he says it is their procedure to suggest it be corrected. More often than not, the company is at the will of
the customer paying the bill.

www.agrrmag.com
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“I’ve got to make a decision—this customer doesn’t want
to let his car spend the night at the body shop or spend three
days in the body shop to get it properly fixed,” the owner
says. “We can do minor rust repair but we cannot offer a full
warranty from this point forward. We’re going to slap this
windshield in and let the customer sign our disclaimer form
and cross our fingers that it doesn’t come back to bite us.”
In the instances of vehicles that require a longer safe
drive-away time, the owner says it comes down to recommending the customer not drive until that time is passed,
but there is no way to guarantee this.
“It’s not safe drive-away time—it’s safe crash time,” the
owner says. “The term should be changed. You can drive
away safely immediately, just don’t have an accident. Don’t
get in a head-on collision and not have your seatbelt on.”
continued on page 24

Some shop owners say cutting corners is necessary
in an effort to remain profitable. Others are
committed to completing proper installations
despite the difficulties involved.
July/August 2012 AGRR
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Safety
and
Profit
continued from 23

The Voice of Reason
According to Bob Beranek, president of Automotive
Glass Consultants in Sun Prairie, Wis., and chair of AGRSS
Standards Committee, there are several problems that have
brought the industry to this issue of safety and profit.
Among his concerns is that the average consumer is
more concerned about price than with the overall quality
or safety of the installation, he says.
Zwart agrees, but says it’s up to shops to educate consumers. “I feel it is the shop’s responsibility to take the time
to educate the consumer that it is not all about price,” he
says. “We need to explain the differance between OE and
aftermarket and explain the AGRSS Standard and what it
means to be registered with it and how [the cosumer] can
benefit from that. Afterall, they called us with a need—
should we not educate them and sell [to] them?”
Additionally, there are auto glass businesses that open prematurely without research or a business plan and are not well
versed on the safety issues, Beranek says.

“Our ills boil down to our industry,” he says. “It’s pretty
easy to get into and pretty inexpensive to get into. Because
of the competition, you’ve got people who are undercutting
other businesses that are trying to do it right.”
But the biggest issue, Beranek says, is a lack of
communication.
Consumers do not realize the dangers of improper windshield replacement and demand their service providers
practice safe procedures, Beranek says. He fears prices will
continue to decrease if shortcuts are allowed to be taken
and because the consumer at large still considers the windshield as a commodity.
“[Consumers] wouldn’t even think twice about spending
the money necessary to put an airbag in or to put a safety
belt in,” he says. “The general public has to start understanding that without the windshield installed properly, their
safety devices will not protect them.”
■

◗

Erica Terrini is assistant editor for AGRR™ magazine. Email her
at eterrini@glass.com.
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“The blades that permanently changed the industry”,
are manufactured by A.N. Designs Inc., one of the first companies
to use compound angles in their blade design. The purpose of
this design is to give the blade sharper angles, making it
easier for technicians to find “the sweet spot” during cutting.
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Repair Companies Add New,
Value-Added Services

f o c us

on

REPAIR

by Sahely Mukerji

A

s competition in
the auto glass aftermarket heats up,
increasingly more
shop owners are diversifying their businesses to add to the
bottom line.
“If you’re going to
stay in business, you
really have to look at
other avenues and
services to offer,”
says Bernard Cook,
owner/manager of A
Plus Windshield Repair and Headlight
Restoration in Atlanta. “I think customers expect that
now. There is so
much competition
out there for windshield replacement
and repair now that
it’s even tough to get a Web presence
because of major companies like
Safelite with a big advertising budget.
It’s not enough to sustain a business
by just doing windshield repair.”
Cook offers headlight restoration
and says that he is able to supplement his income with that part of
his business.
Like Cook, Dennis Arguin, owner
of A1 Windshield & Vinyl Repair Inc.
in Jeffersonville, Vt., added interior
repair services to his windshield repair shop. “Vinyl and leather damage is a big problem in the industry,
and nobody was doing repairs in
my area,” he says. “Americans love
their automobiles and they love to
keep them up. If I was in a metropolitan area, like Boston, I could
probably have 10-15 technicians on
the road just for interior repairs.”
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The Market
Demands Diversification
There is a need for vinyl/leather repair
in the industry, Arguin says. “Car dealerships are stuck because nobody repairs
torn seats,” he says. “We save automobile
dealers quite a bit of money by repairing
seat covers.”

repairer,” Cook says. “So I started research and found Delta Kits.”
Cook started his business in 2010,
after getting laid off from his job. He
had just finished business school and
decided to train with Delta Kits and
open a small business. “When I started,
95 percent of my business was wind-

“I’d encourage people to add services
to their businesses. It is great for
ex t ra i n c o m e a n d ve r y l u c ra t i ve. ”
– Pa t M a n n e n , ow n e r of G l a s s - M e n d
Mobile Windshield Repair
Pat Mannen, owner of Glass-Mend
Mobile Windshield Repair in Kent, Wash.,
diversified his windshield repair business
precisely for the same reason. “I could
see the windshield repair business going
down, when the economy was down,
and I started the scratch-removal business,” he says. “I did work for dealerships
in the area. When I did scratch removal
on the windshields without distortion, it
was very economical for me.”
Mannen started his rock-chip repair
business in 1992, added scratch removal
to his services in 2000, headlight repair
three to four years ago, and water spot
removal on boat glass last fall, he says.
Today 80-85 percent of his business is
still windshield chip repair, 12 percent is
scratch removal and approximately 2
percent is headlight restoration.
“There aren’t very many people out
here who do scratch polishing,” Mannen
says. “I could go into that full-time and
be very busy. It’s just an add-on but it’s
very lucrative. If I wasn’t about to retire,
I’d probably take it up full-time. It’s more
physical, because you’re running a polisher, moving your arm back and forth
and carrying the weight of the polisher.”
“I needed a headlight repair done
and noticed that it was hard to find a
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shield repair and 5 percent headlight
restoration,” he says. “Today about 70
percent of the business is windshield
repair and the rest is headlight restoration. A lot of the customers now call me
specifically for headlight restoration.”
Training usually is simple for the
service, according to Brent Deines,
president of Delta Kits Inc. “Headlight
restoration is very easy to learn depending on the system used, so training is not always necessary, thereby
reducing start-up costs,” he says. “
Competition is growing, Cook says.
“There was only one other company in
the area that had an online presence, and
now I’m noticing a lot of car details shop
that are doing headlight restoration.”

Second Source of
Income Helps Core Business
Like Cook, Kevin Lewis, owner of
Windshield 911 in Ruston, La., also has
diversified his windshield repair business and has added headlight restoration services. “Windshield repairs slow
down some time of the year, but restoration service is good all year,” he says.
Lewis started his shop one and a half
years ago and added headlight restoration services six months back. “I noticed a
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lot of cloudy headlights on cars,” he says.
Today, 80 percent of his business is windshield repair and 20 percent headlight
restoration. “I think it will pick up more,”
he says. “I don’t have lot of competition in
the area, so people don’t know about it.
One other guy does it, but it’s a detail
shop. It will probably take me a good year
to get where I want to be with it.”
Matthew Horne, founder of Deco
Windshield Repair in Alberta, Canada,
agrees.
“Any time we can have an additional
offering it adds to the core business,”
he says. “Our concern is that the additions cannot take away from our core
business of windshield repair. We want
them to be stackable.”
Horne started his business as a
windshield a repair company in August
2005. He added headlight restoration
to his services in 2011, and Goclean
waterless car wash and hydrophobic
glass treatment this year.
The waterless car wash is a new offering and is beginning to gain traction,
Horne says. “In municipalities and cities,
it is illegal to wash your car in the driveway,” he says. “This service saves five
bathtubs full of water or 150 gallons per
car. An automatic car wash uses 80-100
gallons of water per car.”
Labor is the highest part of the cost,
because the service is manual. “Our

www.agrrmag.com

price is competitive with automatic car
washes,” he says.
The hydrophobic glass treatment
repels water on the windshield. After a
windshield is treated, the wiper blades
run more smoothly, when driving in
the rain, Horne says.
Deco Windshield now has more
than 200 mobile locations across
Canada, and is selling franchises in the
U.S. for a launch in the fall.
“Educating customers about the
purpose of the products is the most
important part of the value-added
business,” Horne says. “I use the value
additions as working capital for the
company. I’m taking the income and
re-investing in the company.”

How Much Does It
Cost to Value-Add?
Depending on what you pick to add
to your services, initial investment
varies over a wide range.
Horne invested $30,000 on his valueadded services, he says. He bought spray
bottles, micro-fiber cloths and extra
shelving for the warehouse. The other
service offerings he considered were
paintless dent repair, 3M paint protection and diagnostic testing, and made
his decision based on “what aligned best
with our values/purpose, what we could
stack, i.e., perform in the same time as

our core business (windshield chip repair) and that didn't require intense logistics, distribution hurdles.”
Cook, on the other hand, invested
approximately $3,000.
Cook says he looked into other
services, such as scratch-removal,
window film and interior repair, “but
they all require a lot more training to
start,” he says. “But I am considering
picking some of those services up in
the near future.”
Lewis spent approximately $2,000 to
add headlight restoration to his services. “I bought some needle-nose pliers, flashlight, drill and a UV light” to
start restoring headlights.
For Arguin, it took “a few thousand
dollars” to add interior repairs to his
services. “It’s a service business,” he
says. “The investment for providing a
service is very little. We bought how-to
videos from our suppliers, such as Vinyl
Pro in Marietta, Ga., and taught ourselves. The technicians doing the work
have artistic abilities. We work from the
back of our trucks; it doesn’t take a lot to
provide the services.”
“I’d encourage people to add services
to their businesses,” Mannen says. “It is
great for extra income, very lucrative. It
is something you have to learn, through
trial and error, over a matter of time,
and you should train at a school.”
■
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Bernard Cook, owner/manager of A Plus Windshield Repair and Headlight Restoration in Atlanta, says that
headlight restoration business is getting more competitive.
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Why Would You Ever Do a Bad Repair?
b y K e r r y Wa n s t r a t h

W

ITH IMPROVEMENTS IN
windshield repair tools,
training, industry awareness in quality, and industry standard for quality and best practices, it
is difficult for me to believe any credible auto glass company could do
bad repairs. Oh, I don’t mean a bad
repair now and then, but consistently deliver poor repairs. What
would be the cause or motive to produce poor repairs?
These are all good questions that I
have been asked regularly by our customers. As many of you know, the National Windshield Repair Association
(NWRA) has been collecting data from
customers who have had poor repairs

done on their vehicles. The data points
include customers’ names, vehicle
IDs, insurance carriers and photos.
These repairs were not unusual or outof-the-normal stone-damage repairs
that most of us do everyday. They were
not that difficult to do, and I say that

“If someone is
a d va n t a g e, s u c h a s
credit for a poor
a motive to do

new (unneeded) replacement? I say
unneeded because the repair was not
originally of the level warranting a replacement; had it been done correctly
according to the industry-recognized
standard (i.e. the Repair of Laminated
Automotive Glass Standard (RO-

given an unfair
not having to give
r e p a i r, i s n ’ t t h a t
poor repairs?”

LAGS™)) most likely the repair would
have saved the windshield. Who pays
for this poor quality? Is it not the consumer in the end? Why would insurance companies ask the small shops to
consent to a nationwide warranty and
So What is My Point?
Well, perhaps there is something not the elephant?
deeper than just a technician not caring.
“Repair-only” technicians make The Question at Hand
their entire living doing only repairs.
I believe this is a strategic decision
I’m convinced they have a better track rather than a result of just not caring or
record than someone who has a po- lack of training. So back to the question:
tential conflict of interest in seeing a “why would you ever do a bad repair?”
poor repair turned into a replacement. Well, if you are not only allowed to do a
Most (if not all) shops have as part of bad repair, but also are rewarded, why
the offer and acceptance (O&A) pro- not? But the blame for this alliance is
gram a repair warranty, whereby if you where I differ from many of you. All that
produce a poor repair and the cus- is done in the world of insurance claims
tomer complains or the repair fails is known by the insurance companies.
and now a replacement is needed, you They are not multibillion dollar compaeither refund or credit for the cost of nies by accident, trust me; they know
the repair toward the replacement. how things work.
That seems fair to me; no complaints.
Shame on any insurance company
But if someone is given an unfair ad- that would make such an unfair
vantage such as not having to give alliance.
■
credit for a poor repair, isn’t that a moThe NWRA currently is collecting tive to do poor repairs? So, what if you
Kerry Wanstrath serves on the board of
data from customers who say they had these special privileges and you
directors of the National Windshield
have had poor repairs completed on got to keep the funds for the repair and Repair Association and is president of Glass
then got to keep the entire fee for the Technology Inc. of Durango, Colo.
their vehicles.
because many were re-repaired by experienced technicians and photos
taken of the repair after it was repaired
properly.

◗
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STANDARD NEWS

NWRA to Develop Headlight
Restoration Standard

T

HE NATIONALWINDSHIELD REPAIR ASSOCIATION
(NWRA) has announced that it plans to develop a
standard for automotive headlight restoration. To
date there has been no such standard and headlight restoration has been a “diversified” procedure, says NWRA board
member Kerry Wanstrath, president of Glass Technology in
Durango, Colo.
According to Wanstrath, the need for a cohesive set of
guidelines has been apparent for several years based on his
observations of various companies and their differentiating
techniques to completing the headlight restoration procedure.
“There’s—I’ll put it as nicely as I can—a diverse opinion
as to how the process can be done and should be done,”
Wanstrath says. “I think the fact that there’s so much diversity causes some of us that have been in the industry for 10
years, or maybe even 15 years, to question what is the right
way. What is an acceptable means of restoring [a headlight]
as close to factory specifications as possible?”
Wanstrath says while most believe this to be a purely cosmetic procedure—when it comes to the headlight restoration procedure, the lack of clarity is a safety issue at heart.
This is especially true for cars older than five years and additionally with higher-than-average exposure to UV rays,
which can deteriorate the clarity of the acrylic causing the
lights to become diffused, according to Wanstrath.
Typically, there are two different approaches to headlight
restorations, according to Wanstrath: quick versus systematic. He says in some cases there can be results that are a
temporary fix for diffusing lights. In order to minimize the
chances of lights becoming diffused, clarity should be restored to the headlight, he says.
“Those of us who have been in the industry longer than
most want to see an industry-wide recognition or standard
developed that determines what the results should be and
the clarity and so forth to ensure the safety of consumers,”
Wanstrath says.
The standard likely will be developed in a similar style as
the windshield repair standard, the Repair of Laminated Automotive Glass Standard (ROLAGS™). It also will be created
in accordance with American National Standards Institute
(ANSI) guidelines by a committee composed of professionals within the industry on a volunteer basis.
Wanstrath says the headlight restoration standard may
take several years to develop, as did ROLAGS. A determining
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As more companies diversify into headlight restoration,
a standard is in the works (see related story on page 26).
factor could be the availability of committee members, but
he says he hopes to arrive at a consensus in two years.
“It’s probably not as controversial as windshield repair
was because we don’t have influences that have motives to
prevent the standard from being adopted,” Wanstrath says.
“I don’t see anyone who would resist headlight restoration.
It’s a good thing, it’s good for the consumer, and it’s good
for everybody.”
The Headlight Restoration Standards Committee will
hold its first meeting on Wednesday, September 19, in
Louisville, Ky., the day before Auto Glass Week™ begins
(see related story on page 18). Those interested in serving
on the committee should contact jmulligan@nwrassn.org.
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The National Windshield Repair Association (NWRA) has elected new officers. Rich Campfield has been
elected president, David Casey as vice
president and Troy Mason will continue as treasurer and secretary.
Campfield, founder of Ultra Bond,
succeeds Kerry Wanstrath, who served
as association president since 2010.
“My plan for the NWRA is to play a
Rich Campfield
more involved role in the industry’s
policies and politics that affect and
hamper the benefits of windshield repair from reaching the consumer,” says
Campfield. “Since we founded the
NWRA in 1994, windshield repair has
advanced in technology, chemistry,
communication, guidelines, standards, certification, resin testing, organization and cooperation amongst
competitors.”
David Casey
Campfield started a windshield repair business in 1986 and became a
windshield repair manufacturer in
1990. He is the founder of many windshield repair methods, chemicals and
institutions such as Ultra Bond, the
Multi-Viscosity Crack Repair Method,
Edgeguard and Rain Resin. Campfield
also has many tool, method and
chemical patents. He also was a
founding member of the NWRA.
Troy Mason
Casey has been in the windshield repair industry for more than 31 years. In 1992 he founded
SuperGlass Windshield Repair in Orlando, Fla. He has
been a member of the NWRA board of directors since the
association began.
Mason founded Techna Glass in 1991, just a year after he
entered the industry. Today, the company has 17 locations
in Utah and Nevada. Mason has been involved in the NWRA
for many years.
■

on

NWRA Elects New Association Officers

Now published by the publisher of AGRR™ magazine.

www.glass.com/subcenter
Press Partner of Auto Glass Week™ 2012
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industry insiders
people in the news

Equalizer Specials

Equalize
tools andr cut out
blades
10 to 30 %
list price off

STINGRAY cut out tool
List $395.00

Cost $299.00

EXPRESS 360
List $595.00

Cost $439.00

EXPRESS XRP
Cost $525.00
PYTHON Wire Removal System
List $695.00
Cost $525.00
List $695.00

Universal Moulding Specials
17MM/20MM 75ft roll
Cost $27.00

Single Moulding Specials
DW1265 Moulding
List $54.41

Cost $8.45

FW2064 Moulding
List $68.79

Cost $10.95

FW2500 Moulding
List $55.25

Cost $9.65

FW2653 Moulding
List $79.53

Cost $8.95

FW2454 Moulding
List $59.98

Cost $7.75

FW2298 Moulding
List $55.77

Cost $7.75

FW2018 Moulding
List $31.54

Cost $6.05

FW2154 Moulding
List $72.82

Cost $9.55

FW2314 Moulding
List $49.65

Cost $11.45

DW1293 Moulding
List $49.65

Cost $11.45

FW2267 Moulding
List $45.26

Cost $7.75

Other Specials
Single Edge Razor Blades
100pk
$2.50
Heavy Duty Utility Blades
100pk with dispenser
$6.25
Nitrile Gloves
(blue exam grade)
$5.50 per bx
Wool Daubers
$4.50 per 100

Please call for lowest prices on
tools and mouldings,freight paid on
orders $500.00 or more.

800-506-4444
www.glassprosupplies.com
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COMINGS AND GOINGS
Belron Names
New Global Sales Manager
Belron has named
Peter Pearson the
company’s new global
sales manager. He will
be responsible for relationships with insurance and fleet
companies in the 34 Peter Pearson
countries in which
Belron operates, mainly Europe, Australia, New Zealand, Canada, Brazil,
China and the U.S.
Previously Pearson served as the
senior vice president of client sales and
support for Safelite Solutions in
Columbus, Ohio.
Pearson will be based in London,
but will be working internationally.
In addition, Safelite Solutions has
named Jerry Beigel as
the company’s senior
vice president, leading the strategic and
national account sales
teams, the national
contact center operations and the claims Jerry Beigel
management services
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organization.
Before joining Safelite, Beigel served
as the president and corporate officer
at Standard Register where he oversaw
commercial business and international markets. He also spent time at
Pharma Business, Sun Microsystems
and Xerox Corp.

Binswanger Names
Director of Purchasing
Charles Witherington has been named
Binswanger
Glass’
new director of purchasing. He will be in
charge of purchasing
and procurement for
the company. He Charles
worked for Vitro Witherington
America for 30 years
and most recently served as the vice
president and general manager there.
“We are very pleased that someone
of Charles’ talent and experience has
joined our team,” says David Draper,
chief operating officer of Binswanger
Glass. “Charles has superior knowledge of our product needs and we are
confident that his addition will be a
major positive for our branches and
customers.”

ASSOCIATION NEWS
Techna Glass Owner Becomes AGSC Board Member
The board of directors of the Auto Glass Safety Council™
(formerly the AGRSS® Council Inc.) has a new member. Troy
Mason, owner of Techna Glass Inc., an AGRSS-registered
company based in Sandy, Utah, with multiple locations
across the Southwest, recently was elected to a three-year
term.
“I’m really excited to be a part of the board and to contribute to its mission,” says Mason. “I look forward to Troy Mason
serving the industry and helping to grow the awareness of
the importance of proper windshield installations throughout the world.
Being an AGSC-certified company has been a life-changing event for our
company. We changed a good number of our policies and procedures in
order to comply.”
Mason founded Techna Glass in 1991, just a year after he entered the industry as an installer for another company. Today, the company has 48 locations in Utah, Nevada and New Mexico.
■
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NOW
IS THE TIME
TO REGISTER!

Whether You Want to Compete or Attend, Registration is Now Open for

Auto Glass Week™ 2012
September 20-22,

2012

Louisville Marriott
Downtown and the
Kentucky International
Convention Center

Louisville, Ky.

Exhibition/Extravaganza

September 21-22

Pre-Registration
Ends
August 31
™
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www.autoglassweek.com

™

Auto Glass Week™ will be co-located with the International Window Film Conference and Tint-Off™.
For more information and the latest updates, visit www.autoglassweek.com or call 540/720-5584.

See you in Louisville this September!
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THE SHOWCASE
directory of suppliers
Adhesives/Sealants

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

Auto Glass

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

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
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
ALL GLASS QUOTES
3344 North Halsted St.
Chicago, IL 60657
312/465-1584 (phone)
www.allglassquotes.com

Tools and Supplies

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

REPAIR SYSTEMS & SERVICES
GLASS MEDIC
7177 Northgate Way, Ste. C
Westerville, OH 43082
614/891-9222 (phone)
614/891-9227 (fax)
www.glassmedic.com

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

Windshield
Repair Products

EMERGENCY
GLASS REPAIR
3344 North Halsted St.
Chicago, IL 60657
312/465-1619 (phone)
www.emergencyglassrepair.com
GLASWELD SYSTEMS
20578 Empire Blvd.
Bend, OR 97701
541/388-1156 (phone)
541/388-1157 (fax)
www.glasweld.com
LIQUID RESINS/A.C.T.
4295 N. Holly Rd.
Olney, IL 62450
618/392-3590 (phone)
800/458-2098 (toll free)
618/392-3202 (fax)
www.liquidresins.com

AEGIS TOOLS
INTERNATIONAL
P.O. Box 259688
Madison, WI 53725-9688
608/274-9254 (phone)
608/274-9395 (fax)
www.aegistools.com
info@aegistools.com
WINDSHIELD REMOVAL TOOLS
A.N. DESIGNS INC./
ULTRAWIZ®
111 Putter Lane
Torrington, CT 06790
860/482-2921 (phone)
860/482-8585 (fax)
www.ultrawiztools.com ■
To place a
Supplier’s Guide listing
please call Tina Czar at
540/602-3261 or email
tczar@glass.com.
Rates start at
$350 per listing and
run for an entire year.

What’s Better Than
Reading the News?

… Watching it!
View the Monthly
Newscast

Holly Biller,
Vice President

Katie O’Mara,
Editor, glassBYTEs.com™

PRODUCED BY
AGRR™ MAGAZINE
Scan the tag at right to
view the latest newscast.
Get the free mobile app
at http://gettag.mobi.

Visit www.glassBYTEs.com™ and look for the video icon () or sign up for the daily e-newsletter and receive the newscast when it is first delivered.
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on the road

calendar of events

D A Y /

P L A N N E R

September 20-22, 2012
July 18-20, 2012
PAACE Automechanika Mexico
International Window Film
Centro Banamex
Conference and Tint-Off™
Mexico City, Mexico
(Exhibition/Extravaganza September 21-22)
Contact: Show organizers at 678/732-2414 or Co-sponsored by WINDOW FILM magazine and
visit www.paaceautomechanika.com
the International Window Film Association
Kentucky International Convention Center
September 11-16, 2012
Louisville, Ky.
Automechanika Frankfurt 2012
Contact: WINDOW FILM magazine at
Messe Frankfurt
540/720-5584 or visit
Frankfurt, Germany
www.windowfilmmag.com/IWFC
Contact: Show organizers at +49 69 75 75-0 or
visit www.automechanika.messefrankfurt.com October 11-13, 2012
September 20-22, 2012
Auto Glass Week™
(Exhibition/Extravaganza September 21-22)
Co-sponsored by AGRR™ magazine, the Auto
Glass Safety Council™ (formerly the AGRSS®
Council), the Independent Glass Association,
the National Glass Association and the National
Windshield Repair Association. Includes Auto
Glass Repair and Replacement Olympics
Kentucky International Convention Center
Louisville, Ky.
Contact: AGRR magazine at 540/720-5584
or visit www.autoglassweek.com

NACE Expo
Sponsored by the Automotive
Service Association
Morial Convention Center
New Orleans, La.
Contact: Show organizers at 972/536-6354
or visit www.naceexpo.com
October 30-November 1, 2012
Automotive Aftermarket Products Expo
Sponsored by Automotive
Aftermarket Industry Association
and Automotive Aftermarket

Suppliers Association
Sands Expo Center, Las Vegas
Contact: Show organizers at 708/226-1300 or
visit www.aapexshow.com/aapex2012/public/
enter.aspx
October 30-November 2, 2012
SEMA Show
Sponsored by the Specialty
Equipment Market Association (SEMA)
Las Vegas Convention Center
Las Vegas
Contact: Show managers at 702/450-7662
■
or visit www.semashow.com

Visit www.agrrmag.com and
click on “Industry Events”
to add your events to the
calendar or send your entry
to Katie O’Mara at
komara@glass.com.
Call us at 540/720-5584
for more information.

ADVERTISING INDEX
Page

Company

Phone

Fax

Web Address

540/720-5584
540/720-5584

540/720-5687
540/720-2914

www.autoglassweek.com
www.glass.com/subcenter
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31
25

Auto Glass Week 2012™
Auto Glass Journal
A.N. Designs Inc.

866/482-2921

860/482-8585

ww.ultrawiztools.com

38

AEGIS Tools International

888/247-6000

608/274-9395

www.aegistools.com

7

Coach Glass

800/714-7171

541/393-5896

www.coachglass.com

15

Creative Extruded Products

800/273-1535

937/667-3647

www.creativeextruded.com

29

Dinol

866/596-7772

740/548-1657

www.dinol.com

5

Dow Automotive Systems

800/698-6246

734/697-8228

www.dowautomotiveaftermarket.com

3

Equalizer Industries

800/334-1334

512/388-4188

www.equalizer.com

17

Glasweld

800/321-2597

541/388-1157

www.glasweld.com

32
1

Glass Pro Supplies
Gold Glass Group

800/506-4444
800/448-5188

410/228-2823
631/981-4299

www.glassprosupplies.com
www.gggcorp.com

31

Nelson Glass Tools

530/748-8880

Not Available

www.glassbot.net

9

NordGlass

248/881-2904

Not Available

www.nordglass.com

C2

Pilkington North America

866/377-3647

419/247-3821

www.pilkingtonclearadvantage.com

37

Precision Replacement Parts

800/367-8241

800/545-5083

www.prp.com

11

Shat R Proof Corp.

800/728-1817

952/946-0461

www.shatrproof.com

21

Sika Corp.

800/688-7452

248/577-0810

www.sikaindustry.com

24

SwarfBuster

248/274-1111

248/274-1111

www.swarfbuster.com

7

Sunroof Express/Night Watchman 800/322-8867

586/498-2301

www.nightwatchman.net

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

life beyond the auto glass business

Major League Baseball Player at the Helm
Chris Howard, JN Phillips

T

HE ASSISTANT VICE PRESIdent of JN Phillips Auto Glass in
Woburn, Mass., had a very different career before he entered the auto
glass industry. Chris Howard was a lefthanded relief pitcher for the Boston
Red Sox and one of the former players
recently recognized by the Red Sox at
the 100th birthday of Fenway Park.
Howard says he started playing
baseball when he was between 5 and 6
years old, just like any other kid. “My
mother was the one who took me to
the field when I was little,” he says.
“My father was always working. My
brothers also were pretty good
ballplayers. I was fortunate to have a
very good family.”
Even though he was pretty good at
playing ball, he never really thought
about playing professional baseball.
“Those things kind of happened,” he
says. “I never thought I was good
enough.”
The Milwaukee Brewers drafted
Howard in 1985 and then the New York
Yankees in 1986, Howard says. “I grew
up in Boston and the Yankees are a big
rival, but they are a first-class organization, it was really cool,” he says.
Howard went to college at the University of Miami, and played Minor
League with the Yankees and the
Chicago White Sox for six years, before
making his Major League debut with
the Chicago White Sox in 1993. He then
signed up with the Boston Red Sox in
1994, played for the team until 1995,
and joined the Texas Rangers in 1996.
What are the big moments of glory
that stand out in Howard’s baseball career? “First, the first time that I ever
pitched in the big leagues, and second,
the first time I ever pitched in Yankee Sta-
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Chris Howard (above) served
as a relief pitcher for the
Boston Red Sox in his youth
(right). Today, he works as
assistant vice president of
JN Phillips Auto Glass in
Woburn, Mass.
dium and Fenway Park,” he says.
“I worked so hard to get there, and
I finally got the chance. A lot of guys don’t
get that chance even though they are
good and they practice hard.”
In 1996, Howard sustained injuries
and “that was the start of the end of my
career,” he says. “I could not throw anymore, so I stopped playing in 1997.”
He describes the 1997 season as the
lowest point of his career. “I was still
young and could have been pitching if
I didn’t have those injuries,” he says.
Nevertheless, “I’m proud that I had the
chance to play for my hometown,”
Howard says. “I was pretty successful
pitching before I got hurt. I’m pretty
proud of pitching in the big leagues. I had
the opportunity to meet and play with a
lot of great players, like Roger Clemens,
David Winfield, Paul Molitor and Don
Mattingly. I also got the opportunity to

>I
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learn and talk pitching with Hall of Fame
guys, such as Sandy Koufax.”
After baseball, Howard got into
sales, selling ads for the Boston Red Sox
radio station in 1998. He worked there
for 18 months, then went to DHL,
worked there for five years, and worked
his way up to the area manager position. He joined JN Phillips as a regional
sales manager after working at Rodenstock for four years, and has been with
the company for eight years.
Howard says baseball has taught him
valuable life lessons. “It taught me to appreciate what I have, to work hard and
better myself constantly, and to never
take anything for granted,” he says.
“You’re only as good as the value of the
team. And there will always be somebody better, if you’re not producing.” ■
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NEED TOOLS?
Think AEGIS® for Great Products, Service & Value

!NEW! AEGIS® GlassHandlers®* Updated Design
!NEW!
M18 Urethane Guns
!"#$%&® Windshield Repair Systems
!"#$%&® Windshield Repair Adhesives
!AEGIS®
Windshield Setting Tools
!"#$%&® Scratch Removal Systems
!"''!()*+,!-,)./0!+1!2+34,!)./!().5)'!
!!6578957!:++'0!;!-')/40

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

