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The analogy Steve uses is that of the the sidebar on the opposite page. 
tailor. It wasn't too long ago that every There isn't a progressive shop owner 
town had a tailor, patiently making and in Canada who doesn't pay attention to 
altering garments by hand. There's no their facility's Key Performance Indica­
doubt that these hard working men pro­ tors (KPI), for fairly obvious reasons. 
duced quality products. However, they Given Steve's position as President of 
couldn't compete with more modern Fix Auto Ontario, it shouldn't be a sur­
clothiers. Employing economies of scale prise to find out that he concentrates on 
mean the big operation can undercut the big picture. 
the small-town tailor on price, without "Obviously KPI's are important;' says 
sacrificing any quality. Steve. "It is essential not only to track 

"We're in a very similar situation them as a network but also on an indi­
today in the collision repair business" vidual shop level. Our software, Web­
says Steve. "Rather than fight it, I think CMS, gives us the capability to gauge 
the solution is to embrace that change each shop's performance in every area, 
and run with it. Centralization and in­ and the ability to compare them to the 
creased efficiencies can help our bottom rest of the network. Our data stats are 
line, without sacrificing the quality of in real time, allowing us to respond 
work our technicians want to provide to issues within days, not weeks or 
and our customers deserve to get:' months, and enabling the shop to get 

Steve notes that even if you person­
ally embrace this change, there are still 
challenges in implementing it at the level 
of the individual collision repair faCility, 
especially on the production floor. 

CHANGING MINDSETS 
"It's really about changing the mindset to a 
new way of doing business," says Steve. 
"When you've got a guy who has been 
doing bodywork for over 20 years, and 
you tell him that the entire business is 
going to have to change, there is going to 
be some resistance to the idea:' 

Steve purchased his facility, Collision 
Plus, located in Cambridge, ON, in Sep­
tember of2004. InunediateJy after he made 
the purchase, he started looking into net­
work membership and banner programs. 

"It seemed obvious to me that consoli­
dation was already a major force in the 
marketplace, and I felt that this trend 
was only going to increase;' says Steve. 
"It's easier to join a brand early on than 
to try to buy in when all the territories 
have been covered:' 

Daryll O'Keefe is Sherwin Williams' 
Automotive Finishes' Region Manager for 
Central Canada. He met Steve right after he 
purchased Collision Plus. 

"His first decisive move was to sign the 
shop to the Fix Auto program;' says Dar­
ryl. "It was apparent that Steve, even as a 
franchisee, had a vision for the future of 

Fix Auto. Today Steve continues to drive 
that vision toward reality. After purchasing 
Fix Auto Ontario, Steve has made another 
bold and decisive statement. His ability to 
quickly sift through the myriad statistics 
and numbers that relate to the performance 
of a business, not only secured the success 
of his own shop, but has positioned him to 
be a unique contributor to the future of the 
Fix Auto organization:' 

In fact, it was that obsession with stats 
and other data that convinced Steve to 
choose Fix Auto in the first place. 

"Pix Auto is big on numbers, and I'm a 
numbers guy. The network has software 
tracking tools that no other network 
has;' says Steve, referring to Web-CMS. 
For more on Web-CMS, please refer to 

Fix Auto Cambridge> SNAPSHOT 

Address: 1448 Bishop Street North 
Phone: 519-740-4800 
Size (SQ. FT): 13,000 
Managers: 2 
Technicians: 4 
Painters: 2 
Prep per: 1 
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Office: 5 
Detailers: 1 
Apprentices: 1 
Paint: Sherwin-Williams 
Framing: Car-O-Liner, 3 Wedgeclamp 
Measuring: Wedgeclamp, Straighline 
Spraybooth: Binks Downdraft 

back on track:' 
What does the future hold for Fix 

Auto Ontario? Currently Steve and the 
management team are concentrating on 
growing the network and increasing the 
profitability of member shops. 

"I see us, within the next couple ofyears, 
having 100 stores in Ontario. With this as 
our goal we will be able to better develop 
strategic partnerships that will aid in in­
creasing profitability;' says Steve. "We have 
every intention to take the lead as a per­
formance driven network that can deliver 
results. Cooperation and sharing of best 
practices with our members moves us one 
step closer to that goal. It's something ev­
ery member of Fix Auto has a stake in. At 
the end of the day, we're all shop owners:' 

For more information on Fix Auto, 
please visit fixauto.com. CRM 


