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President’s Message

From day one, ABAT has been dedicated to bringing relevant 
education to Texas collision repair professionals, and within our 
first year, we planted the seeds for what would become the Texas 
Auto Body Trade Show when we hosted our 2015 Collision 
Industry Day.

Boy, were we excited when almost 100 auto body repairers 
showed up to get some valuable information they were able to take 
home with them! Y’all’s reception of the idea – and thirst for more 
knowledge – led ABAT to plan the first Texas Auto Body Trade 
Show the following year, doubling attendance to over 200. 

Our event has grown every year since, and each time I share 
my thoughts after the Trade Show, I can’t help bragging about how 
it gets better and better as we iron out the process. Well, I’ve got 
to tell ya: The 2022 Texas Auto Body Trade Show was the best it’s 
ever been!

Nearly 1,000 attendees walked the show floor, a good number 
of whom attended at least one of our educational offerings with 

some truly phenomenal speakers, like Tim 
Ronak (AkzoNobel), Danny Gredinberg 
(Database Enhancement Gateway), Robert 
Grieve (Nylund’s Collision Center; SCRS Executive Committee) 
and so many others, including members of ABAT’s Board. I 
couldn’t be prouder of the folks who came in and presented these 
informative classes to help elevate the Texas auto body community. 
Thank you all so much for your commitment to our industry!

ABAT has always felt that a trade show ain’t worth much 
unless attendees can walk away with some knowledge that they’ll 
be able to take home and use to help their shop become better and 
more profitable, and as we’ve grown our show, that has definitely 
become our calling card. 

Another thing our association stands for is legislative change 
that will positively impact body shops, and for me, the Lunch 
& Legislation Panel Discussion was a highlight on this year’s 
training agenda – and not just because I was a panelist. Actually, 
our moderator, Robert McDorman (Auto Claim Specialists), stole 
the show by asking great questions that enabled panelists to really 
explain how important it is for body shops and the entire collision 
industry to get involved legislatively.

Attendees learned why they need to find out who represents 
their district, so they can contact those representatives and let them 
know we need them to champion safe repairs by supporting our 
consumer safety bill. The decision about how a vehicle is repaired 
belongs to the vehicle owner, not the insurance company, and by 
making sure the customer has more say in the process, our bill 
would prevent insurers from cutting corners and putting profits 
over safe repairs. 

It doesn’t make sense that insurers have been allowed to usurp 
control over a vehicle, which belongs to the customer, in regard to 
processes that are performed by body shop personnel…we’re the 
experts who have trained and worked hard to develop our skills. 

Speaking of skills, I don’t even have the words to tell y’all how 
pleased I was with this year’s BIG SHOTS Competition. So many 
talented industry professionals competed, and it was great to see 
more technicians walking the floor after putting their techniques to 
the test in the competition ring. 

Let’s be honest: Without technicians, none of us could run a 
body shop; those guys and gals are invaluable. And when they get 
to come to an event like the Texas Auto Body Trade Show, they’re 
sure to take some information back to their shop where they’ll share 
it with other techs and their managers. That’s how we continue to 
grow this event.

Better than the 
“Best” to Come

Burl Richards
ABAT President

continued on pg. 25
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Auto Body Association of Texas 

Membership Application 

 

Company Name:______________________________________________________________________ 

Primary Contact: _____________________________________________________________________  

Position: ____________________________________________________________________________ 

Phone Number:________________________________ Direct Line/cell: ________________________ 

Email: _______________________________________________________________________________ 

Business address: ____________________________________________________________________ 

Years in Business: _____________ Website: _______________________________________________ 

 

Full 2022-2023 Dues $500 – MSO $250 per additional shop 

2022-2023 Affiliate (Vendor) Dues $500 

 

Credit card number________________________________________________________________  Exp _____________________ 

By signing below, you agree to pay the above amount and have your credit card put on file for auto renew each year in the amount 
of $500 to be charged 12 months after joining ABAT. You may cancel this auto renew at any time.  

Signature:__________________________________________________________Date: ____________ 

OR pay online at http://www.abat.us/join-abat/ or make checks payable to ABAT 

Credit cards are preferred but if you must send a check please submit membership dues to ABAT  1207 N. Frisco St. Henderson, TX 75652 

Questions? Please contact Jill Tuggle at 817-899-0554 / jill@abat.us 

Not Quite ready to join? See the back side for ways to keep in touch! 
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H“How bad do you want it?” 
That was the question ABAT Lobbyist Jacob Smith rhetorically 

asked at our last Board meeting as we discussed our political strategy 
for the upcoming 88th legislative session. This will be our fourth 
run at passing legislation, and while we have made HUGE progress 
the past several years, each session is a new one, and the lift remains 
heavy. 

The insurance and aftermarket lobby is undoubtedly huge. 
We have felt like a small fish in a big pond for many years. But just 
because they are big and rich enough to beat us, that doesn’t mean 
they will – it just means we have to fight harder. 

What do we need to make it happen? Two things: money and 
manpower. Surprisingly, it has been easier to get the money than 

the manpower…but we need a whole lot more of both. 
ABAT has a goal to raise $100,000 in PAC funds this year – as 

in the last three months left of this year. Yes, you heard me right – 
we want to raise $100,000 in October, November and December of 
2022. This goal is very attainable; between our members, followers 
and readers, we are over 1,000 strong. If you want to make a big 
impact, a $1,000 donation from your shop would put us well on 
our way to success. If you are looking for the simplest way to help 
with minimal time commitment, this is it. Trust me, every dollar 
counts. 

Manpower will be very important this session. What do I 
mean by that? It’s simple. We need each of you to reach out to 
ABAT so we can set up a meeting or dinner with your local state 
representative. We have a strategic plan for every inch of Texas, but 
we cannot do the work for you. They must hear directly from their 
constituents – those who live or work in their district. Someone 
from ABAT can attend the meeting with you if you’d like, but 
the goal is for your local reps to hear about the issues you face as a 
collision repair professional. 

They need to know the problems that plague our industry and 
what stands in the way of us putting Texans back on the road safely. 
Then, when they return to Austin, they can vote in favor of our bill 
because they know that the actual voters from their district care 
about this issue. Our voices matter. Over and over again, I’ve been 
told that our voices are incredibly impactful…even more impactful 
than large contributions from our opponents who do not even live 
in Texas.

Can you imagine getting paid for all OEM recommended 
procedures? Can you imagine using parts that all fit correctly and 
have been safety-tested and really are of like kind and quality? Can 
you imagine the Right to Appraisal for partial loss being included in 
every policy again? If you yearn for any of those scenarios, then the 
next question goes back to what Jacob asked – “How bad do you 
want it?” 

If there’s any group of folks out there with a fire in their belly, 
it’s us – the collision industry. Pound-for-pound, we have more grit 
than they have gold, and it’s time to march!

Each year, we develop a strategic plan. Each year, a small 
handful step up to the plate. This year, can we count on you? I 
know how bad we want it, and I think you want 
it just as bad. Now’s your time to prove it. 

Executive Director’s Message

Jill Tuggle
ABAT Executive Director

More Grit 
than Gold

jill@abat.com
TXA

MMS training.com
COLLISION SAFETY AND ENVIRONMENTAL 
COMPLIANCE PROGRAM 

I 

Jackie Riggs I jackie@)aamsparts.com 
(940) 465-5099 Direct I (888) 632-2267 Toll-Free/ E -Fax 

• Annual Employee OSHA/EPA Training
• Annual Fit Testing Training & Notification
• Respiratory Medical Questionnaire (unlimited)
• Quarterly Shop Inspection Checklist
• Regulatory Updates to Tasks
• New Employee Training
• Quick/Seamless Employee Transfers
• Paint Booth Compliance
• OSHA required Written Programs
• Monthly Collision Industry Safety Communication
• Auto Lift Certified Inspection reminder
• Auto Lift Periodic Inspection
• Auto Lift Training
• Emergency Contact Forms and Evacuation Routes
• Hazardous Chemical Listing
• Online SOS
• Monthly Safety Topics for Continuing Education
• Job Hazard Analysis
• Recordkeeping Training
• SOS: Employer Responsibility Training
• 6H Painter Training Certification
• 6H Hands on Painter Training
• Annual EPA Test and Certification
• Annual OSHA Test and Certification
• EPA 609 A/C Technician Certification
• First Aid Training
• Hazard Communication Standard Training (HCS)
• lsocyanates Training
• Office Ergonomic Training
• Online document storage (automatic & customizable)
• Creatable Customized Tasks proprietary to company 

and/or each shop
• Air Permits and Renewal - All emission sources - Booth 

Prep Station, Gun Cleaner, Furnace etc.
• NESHAP 6H Notification of Compliance

ALL SERVICES ABOVE INCLUDED: $109.00/PER SHOP-MONTH 

O>SHA 

ABAT Members Special

For ALL ABAT members 
AAMSTraining will conduct a 

FREE inspection of your facility

Our trained compliance 
representatives will point out possible 

violations and provide a detailed 
report with pictures and suggestions 

on how to fix them

This report will be strictly 
confidential
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Local News

While the introduction of new material in vehicle 
manufacturing, combined with advancing technology, enhances 
the vehicle occupants’ safety, it creates a lot of stress for body shop 
professionals…but the high-strength steel used in many modern 
automobiles and the increasing prevalence of hybrid and electric 
vehicles (EVs) also pose an often-overlooked complication for 
someone else: the first responders who help crash victims. 

Vehicles aren’t made the way they used to be, and those 
changes present challenges to firefighters and other first responders 
as they try to avoid inflicting additional harm to the people they’re 
trying to save – or to themselves!

Recently, Park Place BodyWerks (Dallas) invited 40 of those 
unsung heroes to learn the latest emergency extrication techniques 
to implement when dealing with hybrids and EVs, through the 

National Auto Body Council’s (NABC) First Responder Emergency 
Extrication (F.R.E.E.) program and in partnership with USAA who 
donated the salvage vehicles used for hands-on practice. 

“This was our first F.R.E.E. event, and it was a huge success,” 
says Eric McKenzie, shop director. “Firefighters and other first 
responders need to receive training that will help crash victims and 
also keep them safe while they’re working on the accident site.”

During the event, first responders learned about the different 
materials and how to efficiently deal with them on the scene of an 
accident, and they received detailed information on where to cut 
vehicles in different scenarios. If you’re interested in hosting an 
event at your shop or in learning more about F.R.E.E., visit  
bit.ly/NABC-FREE.   TXA

Park Place BodyWerks SetS 
First Responders F.R.E.E. 

with Extrication Training

Photos courtesy of Jill Tuggle
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2501 William D. Tate Avenue, Grapevine, TX 76051

PARTS DIRECT:

(866) 410-6140
Give us a call. We appreciate your business and look forward to serving you!

• Your Trusted Authority for Chevrolet Performance Engines & GM Performance Parts

• Level 1 GM Powertrain Dealer

Brought to you by

At Classic Chevrolet, we aim to offer an easy buying experience 
on wholesale priced Chevrolet performance parts. 

We are one of the largest sellers of powertrain parts in the U.S. and 
have been recognized by General Motors as #1 in total parts sales for 

the 6th consecutive year. With competitive price matching and free 
shipping on orders $250+, we want our customers to come back for 

our quality parts and service.
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As a senior at Mesquite High School, ABAT’s newest Board 
member Brandon Gillespy (Park Place BodyWerks; Dallas) had no 
clue what the future held…until he walked into his first auto body 
class and found a passion for the collision repair industry. “That 
class sparked my interest and inspired me to learn more.”

And that’s exactly what he did. Gillespy relocated to Laramie, 
WY where he pursued a post-secondary education at Wyoming 
Technical Institute (WyoTech), graduating in 2003 with an 
associates degree in Collision Refinishing and Management.

Gillespy returned to the Lone Star State, going to work for a 
local Cadillac dealership, but his degree didn’t quench his thirst for 
knowledge.

“After working in several paint and body roles, I wanted to 
pursue further education,” he recalled. “I obtained an insurance 
adjuster’s license, but I never worked for an insurance company; 
instead, I used my acquired knowledge to become an estimator.”

In 2010, Park Place recruited Gillespy for his estimating skills, 
and by working diligently, he earned a promotion to body shop 
manager in June 2014. Yet, he’s “still learning every day! I’m almost 
20 years into my career, and I never pretend to know everything. 
The moment you believe that you know it all, the industry and/or 
technology changes. Collision repair professionals must constantly 
educate themselves…or get left behind.”

In addition to relying on industry publications, training classes 
and his team members to identify opportunities to expand his 
knowledge base, Gillespy has found a valuable resource in ABAT 
and its members. 

“I attended the very first ABAT meeting in the Dallas-Fort 
Worth area, and I’ve been at every one since. ABAT’s mission is to 
raise awareness about our industry’s challenges, provide a forum for 
members to communicate and supply an educational platform that 
helps ensure collision professionals are performing safe and proper 
repairs, and I knew that was something I wanted to be involved 
with. Unity in our industry was lacking and long overdue, but we 
are stronger together than we are apart!”

In addition to the multitude of training opportunities the 
association provides for its members, belonging to ABAT opens the 
doors to a whole new university of knowledge to tap into: 

“No single person or repair facility has the answer to everything 
we face; however, there are a lot of intelligent people in our 
industry, and having the ability to meet, get to know them and 
even ask them for advice creates a huge advantage,” Gillespy shared. 
“Through ABAT, I have met shop owners and managers from all 
over Texas who I would have never known otherwise. And I can 
give any of them a call to ask for their advice on a given situation.”

Now, it’s Gillespy’s turn to give back. 
“I am extremely grateful and humbled that the ABAT Board of 

Directors invited me to join the Board. It is a great honor that I will 
not take lightly.”

One of his goals will be to continue his focus on education by 
turning his attention to educating consumers and legislators about 
the issues the industry faces.

“Our legislative efforts are key 
to protecting the consumer, our 
customer. We need shops to step up 
and start supporting our legislative 
champions, like Representative 
Travis Clardy (District 11) and 
Representative Julie Johnson 
(District 115), who have backed our 
efforts.”

That’s why his most important 
efforts will be directed toward 
“Growth! We have a few people 
doing the work, but to accomplish our goals, it’s going to take 
thousands of us. 

“I understand that our businesses and home lives keep us 
extremely busy,” he continued. “But we also care about this 
industry and its future, right? By devoting just three or four days 
each year – attending an ABAT meeting, coming out for the Texas 
Auto Body Trade Show or calling your representatives – you are 
giving back to the industry that we have all benefited from. And by 
strengthening the auto body industry in Texas, we’re ensuring that 
we’ll continue to benefit from our chosen career paths for many 
years to come.”   TXA

ABAT News

Train or Get Left Behind: 
New ABAT Director Brandon Gillespy 

Never Stops Learning

Why Join WIN?
WIN offers education, mentoring and leadership 
development opportunities to build critical skills for 
success in the collision repair market.

•  Local/Regional  
Networking Events

•  Annual Education  
Conference

•  Educational Webinars

•  Mentoring  
Opportunities

womensindustrynetwork.com

•  Scholarship Program

•  School Outreach  
Program

•  Most Influential Women  
(MIW) Award
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Buying a paint booth is a huge investment, and there are many factors
to carefully consider before selecting one. Will the booth work well in a
region where there’s a ton of humidity and with drastic changes in the
weather? How long do you think the booth will last and will it require a lot
of maintenance? Will your painters be comfortable using it every day and
finally, will the company making the booth provide solid training and
reliable customer service? 

To answer these questions before acquiring two Chronotech spray
booths and a prep deck from USI ITALIA back in 2004, Collision Center
Manager Kevin McIllveen at Russell & Smith Body Shop in Houston, TX
spent six months studying the market. He was looking for the best booths
that matched his needs to use in a brand-new 36,000 sq. ft. facility that the
company built from the ground up.  

Mcllveen, age 56, entered the industry more than three decades ago as
an estimator and has worked for Russell & Smith Body Shop since 1993.
His goal with his new spray booths was to improve the efficiencies in his
paint department and to accommodate his production, he said, while
simultaneously saving time and energy if possible. 

The vetting process was arduous but worth it in the end. "We did our
research so that we could make an educated decision," he said. "I went to
NACE two years in a row and talked to literally everyone and asked a lot of
questions. We knew that this was going to be a very significant investment,
so we took the time to perform our due diligence to cover all our bases. We
invested in their prep stations as well, which was another good decision,
because my guys can work so much faster and effectively with five different
places where we can spray. We put a curtain up in the prep booth that
provides us two additional spaces that are heated
and properly ventilated. So, when we are really
jammed, we can handle the workload and
maintain our cycle time without interrupting or
slowing down our production."

After using them for a very short time,
Mcllveen could clearly see that his Chronotechs
were more than capable as they quickly became a
centerpiece in his new, high-end, modern shop. 

"We have four paint teams here, consisting
of a painter and a painter’s helper and we
consistently log approximately 600-700 paint
hours weekly,” he said. “We switched to
waterborne paint when we opened this facility
because we want to provide a healthier climate for our employees and the
community as a whole.” 

Why was Mcllveen able to improve his numbers by simply adding two
USI booths? “In the end, it all comes down to their airflow because we never
need blowers or additional air to cure these vehicles. The fans in these
Chronotechs are exceptional because they feature variable speeds, so we
can switch depending on the parameters of each job. Our painters are
producing an impressive product day after day, so these booths are saving
us both time and money. We paint an average of 400 cars every month, so

we push these booths and they never let us down.” 
Any issues that Russell & Smith Body Shop have encountered with

their USI ITALIA booths have been rare and far between. But Mcllveen feels
good knowing that if called upon, the company will respond and find
solutions promptly. “If you do your scheduled maintenance and keep
everything clean, these booths will last you 30 years and maybe even
longer. The issues that we have encountered with the Chronotechs have
been minor and quickly solved, which is impressive when you think that we
have been using these booths daily for the last 16 years. I tell people that
these booths will be here long after I’ve retired!” 

After training provided by USI ITALIA,
Mcllveen’s painters were able to start spraying
after one day, he said. "The Chronotechs are
designed to work with waterborne paint, which
makes it easier for our painters to do their work.
After a very short time, all of our guys were
comfortable and the results were consistently
exceptional.”  

Mcllveen is also impressed by the
Chronotech's sturdy construction and durability.
"Some booths are just a box, but these are well-
built," he said. “I know, because I've seen them
all and there isn't anything like a USI ITALIA
booth."

His career in collision repair industry has been a great experience and
products like his USI ITALIA spray booths and prep station are a part of that,
he said. “We haven’t had to furlough anybody here and that’s because we
value our people and, in the end, our Chronotechs are part of the team.” 

Russell & Smith Logging Big Paint Hours with USI Booths & Prep Station

USI of North America |  565 Commerce Street Franklin Lakes, NJ 07417 |  201-405-7761 |  s.moretto@usius.com |  www.usius.com

TXA0920_USI.qxp_Layout 1  8/28/20  9:21 AM  Page 1
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CRASH! A typical fender bender once required a fairly 
basic repair, but today’s vehicles aren’t that simple – advancing 
technology has created ADAS, the ultimate co-driver. These systems’ 
ability to process information faster than humans prevents accidents, 
but if they are not properly scanned, calibrated and repaired after a 
collision, the repercussions can be catastrophic!

“ADAS calibration isn’t rocket science; it’s much more 
complicated than that!” quipped George Lesniak (Autel), who 
emphasized that it’s also a vital component to ensuring a safe repair.

“ADAS systems save lives…but once they are repaired, they 
have to be repaired the right way in order to do their jobs properly,” 
Chuck Olsen (AirPro Diagnostics) stressed.

That begins with pre- and post-repair scans. According to 
the October 2021 “Who Pays for What?” survey on scanning and 
calibrations, 85.2 percent of shops pre-scan “all” or “most vehicles;” 
that number increases to 92.9 percent for post-repair scans.

But when it comes to calibrations, which I-CAR defines as 
“aiming, module setup, relearn, zero-point calibration, initiation 
or calibration is a required step following the removal, installation 
and/or repair of many safety and driver convenience system parts,” 
a different story is unfolding, and although the exact metrics vary 
from source to source, the overall message remains the same: auto 
body shops aren’t calibrating every vehicle that requires it. 

“Sixty to 65 percent of vehicles that should receive a calibration 
didn’t, so when we ask where the industry sits on this, the numbers 
speak for themselves…We’re behind!” claimed Frank Terlep (Auto 
Techcelerators).

“The industry is missing about 85 percent of ADAS 
calibrations. That is, only about five percent of jobs have an entry 
for a calibration, when the number should be much closer to 33 
percent,” shared Nick Dominato (Repairify). “If you’ve got a model 
year 2020 vehicle, there’s about a 50-50 chance that it requires at 
least one ADAS calibration.”

Unfortunately, less than a third of estimates for those vehicles 
included a line item for calibration, according to Repairify’s analysis. 
CCC Intelligent Solutions’ 2021 Crash Course Midyear Report 
indicated fewer than 17 percent of estimates on current year or 
newer vehicles included an appraisal line for “calibration/reprogram/
flash.” And although the majority of respondents to the 2021 New 
Jersey Automotive Industry Survey reported they perform an average 
of two calibrations on each vehicle, just 14 percent stated they run as 
many calibrations as is required by the OEM.

“If you’re not following OEM repair procedures when you 
work with ADAS, you’re not calibrating the vehicle – you’re  
mis-calibrating it!” Dominato insisted.

“A calibration technician cannot rely on memorization; they 
need to constantly be researching and keeping on top of this 
evolution because things change continuously,” Olsen agreed. 
“From a workflow perspective, this work requires a different 

skillset.”
And the demand for that skillset is only going to grow with 

the government’s mandates related to vehicle safety forcing OEMs 
to include ADAS systems in virtually every new vehicle being 
manufactured. The Insurance Institute of Highway Safety (IIHS) 
indicated that 60 percent of registered vehicles on US roadways were 
equipped with at least one ADAS feature in 2021.

Yet, only 30 percent of collision shops are capable of ADAS 
component replacement due to complexity, expense or perceived 
lack of demand, reported Chris Gardner (Automotive Aftermarket 
Suppliers Association), expressing concern about the number of 
shops “working on [ADAS-equipped] vehicles without staying 
up-to-date on what’s changing. And that can be dangerous.”

At Burl’s Collision Center (Henderson), there’s a “healthy mix 
of calibrations being performed,” according to General Manager 
Kevin Jordan. “Close to 50 percent of vehicles brought to the shop 
require calibrations…typically three or four per vehicle. Windshield 
calibrations and seat weight sensor calibrations are some of the most 
common ones we see.”

Although the shop is equipped to perform around 75 percent 
of those calibrations, they sublet the remainder. “Whether we sublet 
the calibrations or perform them in-house is based on the specific 
vehicle make and model,” Jordan explained. “For example, we’re 
Tesla-certified, so we’ve invested in all the equipment, tools and 
software to calibrate Tesla vehicles. Similarly, our ASE-certified 
mechanics are trained to calibrate many of the vehicles we see most 
frequently, and we’re really confident in their abilities to do that. 
But there are some makes and models that we simply can’t calibrate 
in-house, the majority of which get calibrated at the shop by a third-
party calibration company; about 10 percent get sent to the dealer to 
be calibrated.”

Adding calibrations to a shop’s service menu requires significant 
investments in tools, equipment and training, but the hurdles don’t 
stop there.

“Our biggest challenge is just keeping up with all the constant 
changes in technology and the manufacturers’ requirements on how 
to do the calibrations,” Jordan bemoaned. “Initially, calibrations 
required a lot of targets, a huge amount of space and who-knows-
how-many other items. But they’re changing a lot of calibrations 
from static to dynamic, meaning you put the vehicle in calibration 
mode during the test drive, and it learns as you go. It’s imperative 
that we also learn as we go by staying up-to-date on the best 
calibrations processes and procedures to ensure we’re doing the right 
thing for our customers.”

What’s the real story of calibrations? We don’t know…yet. We 
want to hear straight from the source – YOU! Please visit  
https://bit.ly/TGPADASpoll to share your thoughts in a brief 
reader poll. We can’t wait to hear from you!   TXA
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In 1836, Colonel William B. Davis used his sword to draw 
a line in the sand, inviting those who would defend the Alamo 
to the death to join him. Nearly 200 years later, a similar line 
was drawn in Texas over the inclusion of Right to Appraisal in 
automotive insurance policies – and while no one has been asked 
to lay down their life, there are lives at stake…the lives of Texas 
drivers and their families.

ABAT President Burl Richards (Burl’s Collision Center; 
Henderson) and ABAT Board member Robert McDorman (Auto 
Claim Specialists) joined consumer advocates, insurance industry 
representatives and the Texas Department of Insurance (TDI) 
on September 6 as witnesses during the Texas House Committee 
on Insurance’s public hearing to “review consumer rights and 
appraisal in automotive and homeowner policies.”

“This appraisal issue is 100 percent a safety issue,” 
McDorman stressed, explaining how insurers often use the 

concept of “prevailing practice” to deny payment on required 
procedures. “If 10 shops are doing it wrong and one shop does it 
right, that’s the ‘prevailing practice,’ so they won’t pay the shop 
doing the right thing for the cost of their efforts. That’s absolutely 
absurd.”

“The way we repair cars today, compared to five to 10 years 
ago…it’s a totally different industry,” Richards responded to 
Representative Celia Israel’s (District 50) question about safety 
trends. “My technicians go through hundreds of hours of training 
to learn how to repair modern vehicles, and they’re not just 
fixing cars; they’re researching OEM repair procedures, scanning 
cars and performing calibrations. Meanwhile, we have insurance 
companies dictating these repairs for which they have zero 
experience or understanding. They simply do not understand the 
collision industry.”

An earlier statement by attorney Jay Thompson, legal 
representation for the Association of Fire and Casualty 
Companies of Texas (AFACT), provided Richards the 
opportunity to prove his point.

“The duties of the insurance company, under the policy, is 

to indemnify the insured for the cost to repair the vehicle to the 
same condition it was prior to the accident,” Thompson asserted.

“I am personally not aware of any policy stating that or any 
law requiring policies to include that,” Richards rebutted. “That’s 
part of the problem: Policies don’t include language stating the 
vehicle must be repaired back to its pre-loss condition. So, when 
you have that void in a policy, you wind up with insurance 
companies that decide how to dictate these vehicles be repaired.”

“When insurance companies get repair decisions wrong, it 
can be deadly,” agreed Douglas Heller (Consumer Federation of 
America). “It can mean a car doesn’t crumple right in the next 
crash. It can mean a driver – perhaps the next vehicle owner – is 
in serious jeopardy because an insurance company either sought 
to cut corners or missed something and then refused to accept or 
even discuss another expert’s assessment.”

“I am skeptical of assertions that the insurance industry is 

simply prioritizing the absolute lowest common denominator 
bottom line to sacrifice safety, because I don’t think our member 
companies are doing that,” insisted Jon Schnautz (National 
Association of Mutual Insurance Companies).

Referencing Heller’s earlier prediction that eliminating 
Right to Appraisal will lead to the need for increased litigation, 
Schnautz suggested that’s how the process should work. “If those 
companies have made a bad decision, there’s absolutely no reason 
they can’t still be sued over that. They suffer and end up spending 
more.”

His suggestion blatantly ignored dissenting testimony given 
by every other witness, including written testimony submitted by 
Ware Wendell (Texas Watch).

“Motorists faced with an insurance carrier bent on 
underpaying property damage claims have few practical remedies 
at hand,” he wrote. “The size of the monetary damages in dispute 
may make court infeasible for these consumers. Fair appraisal, 
invoked by either party and as described above, can provide a 
relatively low-cost way to get an answer on the amount of loss. 
Carriers have a duty to indemnify fully, and a neutral appraiser 
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or umpire may be helpful in arriving at a sound valuation of the 
loss.”

“It’s very difficult for anybody to get a lawyer for very small 
claims and have their rights protected,” Heller offered. “Maybe 
that’s the goal of some companies: remove all accountability for 
mishandling claims and cutting corners. Appraisal creates checks 
and balances on the insurance companies’ process of determining 
how much to pay to repair a vehicle.”

“At its heart, it addresses a question: What is the cost to 
properly repair a vehicle?” Melissa Hamilton, public counsel for 
the Office of Public Insurance Counsel (OPIC), described the 
Right to Appraisal (and the “increasing conflict between insurers 
and body shops”). “If appraisal is removed as an option to resolve 
disputes about the cost to repair the vehicle, is there another 
viable option for that consumer? The short answer is ‘no.’ 

“When you’re looking at a dispute on cost to repair a 
vehicle, you’re looking at amounts like $5,000-$8,000, and 
as a consumer, that’s a large amount…but it’s probably not 

large enough to hire an attorney to take that case to court,” she 
continued. “Time is another obstacle. You need your vehicle; it’s 
how you get to work and take your kids to school, so you need 
to resolve any dispute quickly so you can get your car out of the 
shop. The court system becomes prohibitive because it takes a 
while to resolve disputes. Between costs and time, court is not a 
viable option for most consumers.”

Even Thompson expressed a less-than-optimistic view of 
the court as an effective means for dispute resolution in these 
scenarios.

“I’m a fan of appraisal in the sense that you can try to resolve 
these things more quickly. Our courts are pretty clogged up with 
lots of cases, so when you file one, it doesn’t mean you can get it 
decided very quickly.”

Committee members questioned witnesses about the cost 
of the appraisal, independent appraiser qualifications and how 
much of a difference the Right to Appraisal actually makes for 
consumers. 

“The appraisal process is a guardrail against corner cutting, 
lowballing and mistakes by insurers,” Heller indicated. “An 
independent expert, who sees something that the insurance 
adjuster didn’t see or refuses to pay for, should have a voice in the 

process on behalf of policyholders.”
Fortunately, such an expert was on hand to provide the 

committee with some information on dollars and sense to help 
put it all in perspective.

“On eight out of 10 claims brought to us on total loss 
claims, we’re able to increase the settlement by $4,200. These 
are not small numbers. These are big numbers,” McDorman 
explained, noting that in states where appraisal is mandatory, 
insurers tend to submit more accurate loss estimates. “Appraisal is 
about getting it right; it’s about finding the number. The Right to 
Appraisal should be mandatory. If there’s a loss dispute, it should 
be subject to appraisal.”

When asked how often he encounters consumers who 
want to invoke Right to Appraisal but cannot afford to do so, 
McDorman shared, “I’ve never had a situation where someone 
couldn’t afford it, but if there was a repair procedure dispute and 
someone couldn’t afford it, I can assure you that I would not 
charge them. I’d do it for free. If we can’t increase the settlement 

by $1,600, we don’t charge the customer. We give them 
information to help get the settlement increased.”

By the time testimony concluded, the division along industry 
lines was apparent.

On one side: 
“The easiest thing for insurers to do would be to say, 

‘Fine, require appraisal, and we’ll pass through the cost,’” 
Schnautz proposed. “And it’s just another cost driver that makes 
everybody’s auto rates go up.”

On the other:
“I couldn’t live with a car not being safely repaired, just 

over a small fee,” McDorman expressed his passion for consumer 
safety.

“The appraisal process creates a structure for airing out 
these differences and resolving them without having to tie up 
judicial resources,” Heller contributed. “If we don’t allow for 
appraisals, we’re either forcing people into court or denying them 
an opportunity to ensure a fair, complete and safe repair, thereby 
leaving our roads less safe as a result. The decisions and efforts 
by some insurers to limit access to the appraisal process could 
have a long term effect of reducing public safety and increasing 

THE NEW ALAMOTHE NEW ALAMO

continued on pg. 24

CoverCover  StoryStory by Chasidy Rae Siskby Chasidy Rae Sisk



NationalNational FeatureFeature

Training. Every profession changes and requires ongoing 
education to some degree, but these days, few industries are 
experiencing an incessant flux of advancing technology quite as 
dynamic as auto body shops have seen in recent years…which 
experts predict will continue for some time.

The best-known training option for collision repairers is 
I-CAR (the Inter-Industry Conference on Auto Collision Repair). 
As “an international not-for-profit organization dedicated to 
providing the information, knowledge and skills required to 
perform complete, safe and quality repairs,” I-CAR’s mission 
is to “deliver increasingly accessible, on-demand and relevant 
education, knowledge, services and solutions for the collision 
repair inter-industry.” 

According to their website, “Ongoing changes in OEM 

technology, materials, manufacturing capabilities and standards 
make I-CAR more relevant than ever to the collision repair Inter-
Industry.”

But is that true? 
After hearing several auto body professionals cast aspersions 

on I-CAR’s relevance, value and motivations, Texas Automotive 
reached out to I-CAR CEO and President John S. Van Alstyne, 
who agreed to discuss some of the concerns shops have been 
voicing.

Texas Automotive: I-CAR has been making a lot of waves 
lately. You recently opened the Chicago Technical Center, and 
at the Society of Collision Repair Specialists’ (SCRS) recent 
meeting, Bud Center (I-CAR) mentioned soliciting industry 

IsIs
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feedback as part of efforts to enhance your curriculum. How 
is I-CAR using their customers’ feedback to make training 
more specific, detailed and relevant?

John Van Alstyne: I-CAR develops its curriculum in close 
collaboration with the inter-industry, significantly including 
collision repair shops, through our Voice of the Customer (VOC) 
processes. We engage members of the collision inter-industry 
(repairers, OEMs, insurers, suppliers, services and educators) 
to create loops for input and feedback. Through our Industry 
Knowledge and Skills protocol, we determine whether a course 
is needed, consider credentialing impact and build or update 
the course. Industry professionals help us test and pilot the new 
course for quality and relevancy before its launch.

At the end of 2019, we launched a complete overhaul of our 
educational program, developed directly based on feedback and 
input from the industry to ensure current relevancy, eliminate 
course-to-course redundancies and increase efficiencies through 
course design and new delivery methods with the goal of 
improving the overall student experience. We engaged different 
stakeholders, including a wide cross-section of SCRS shops and 
others across the country, to review our intended program and 
course adjustments – and we made significant enhancements to 
our previous offering.

We’re requiring more online courses, less classroom time 
and more in-shop training focused on the increasing number 
of skills relevant to complete, safe and quality repairs today and 
tomorrow. For a typical shop of nine employees in the four 
key roles (Structural, Non-Structural, Estimator, Refinish), the 
former curriculum would have required 236 hours’ worth of non-
skills courses to reach ProLevel® 3, but by tightening efficiencies, 
we’ve reduced that time to 139 hours, allowing technicians 
to learn what they need to know with less impact to the shop 
workflow. Skills courses increase that time – and yes, we’ve added 
more, including MIG brazing and spot welding, at the industry’s 
demands. Our curriculum has been driven by advances in vehicle 
technology and repair methods, so we provide more training in 
the skills needed, while we cover the other knowledge areas in a 
much more efficient way to save time for busy shops.

It’s also important to recognize that a single course is not 
representative of an entire portfolio or complete credential. 
Our program is designed to progressively and logically build 
knowledge and skills, equipping people to develop and do the 
right things. Our 2019 redesign implemented the foundational 
principle of “recognizing existing knowledge” before jumping 
into training. Technicians accrue knowledge through experience 

and training, whether 
with I-CAR or our 
Alliance partners, so 
we maintain their 
historical records, 
and since 2019, 
we now get direct 
data feeds from our 
Alliance partners. 
This combined 
history gives us the 
starting point for 
the technician and 
shop journey to 
Platinum™ ProLevel 
3 and thus shops’ path to Gold Class. We also offer “In-Shop 
Knowledge Assessments” where an I-CAR assessor meets with 
students in-shop and extends credit for ProLevel 1 knowledge 
areas the student demonstrates competency in. This can shorten 
the timeline to Platinum and Gold Class, while ensuring we 
minimize the need for potentially redundant training. 

TXA: The biggest complaint we’ve heard from shops is that 
obtaining I-CAR Gold Class is too expensive and lacks value 
for the investment being made since I-CAR doesn’t publish a 
list, insurers don’t seek out Gold Class shops and consumers 
don’t know the difference. How do you respond to shops’ 
belief that I-CAR training is too expensive?

JVA: Over the past decade, the cost to repair has gone up for a 
number of reasons, largely related to advancing technology – and 
the industry’s interest in complete, safe and quality repairs for 
the ultimate benefit of the consumer. The cost of training has 
increased because of the same dynamics. Our actual pricing has 
not gone up…in fact, it has effectively gone down in most cases! 
We now offer an UNLIMITED training subscription option 
(excluding skills courses), allowing all shop employees to train as 
much as they wish and mitigating the risk of extra spending due 
to technician turnover – a cost savings for the shop while building 
broader shop-wide competencies. That said, there’s a different 
mix of courses with different pricing for online, classroom and 
skills courses, all of which relate directly to the associated costs 
for delivering that course. We require more skills courses that are 
taken in the shop to provide that hands-on training that techs 
need specific to their role.

by Chasidy Rae Siskby Chasidy Rae Sisk
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Another factor impacting cost is the level of training now 
required. Whereas we previously only required one person to be 
credentialed in each of the four key roles (and one person could 
hold all four), the inter-industry deemed this inadequate, and 
we now require credentialing at a higher level: 100 percent of 
structural technicians and 50 percent of estimators, non-structural 
and refinish techs; one person may hold no more than two roles. 
So, while our pricing has improved, the total cost is up; however, 
benchmarking against similar educational programs indicates that 
we’ve stayed very competitive, and we remain focused on making it 
as affordable as possible.

Our informational services through Repairability Technical 
Support (RTS) are free to those who train with I-CAR. Also, we 
absolutely do publish a list of Gold Class shops  
(bodyshopology.com), which is used by insurers and OEMs 
to research for potential network additions. Over the years, 
we’ve collaborated with multiple OEMs to help them identify, 
engage with and build their networks by virtue of our Gold Class 
population, which today numbers just under 9,000 shops in the 
US.

TXA: Shops are saying the opposite: They claim that the costs 
have increased, specifically for the welding program.

JVA: That’s true; the cost of the welding program has gone up, 
largely due to the level of training. Our 2019 updates included 
a revamp to our welding program, decreasing the period of 
reverification from five to three years since the five-year period was 
deemed too long given learning retention, age and health which 
can all impact welding quality. But after taking the base course, 
reverification is a simpler process, at a significantly lower price point 
(compared to taking the entire course again, as formerly required). 
Shops will also enjoy an associated savings from a production time 
standpoint since the reverification course is shorter, but shops likely 
aren’t fully seeing that yet. We did increase the base one-student 
price to cover our cost, but the upcharge for extra students dropped 
by 50 percent. As a result, for our average Gold Class shop with two 
structural techs, the cost to train both did not change.

Implementing “scaling of training levels” in 2019 also 
impacted welding competencies required. Before, only one 
structural technician in a shop needed to be certified; now, 100 
percent of a shop’s structural technicians must receive and maintain 
welding certifications for a shop to achieve or maintain Gold Class 
status. So, depending on the size of the shop, it may be more 
expensive, but VOC participants took that into consideration 
and determined that it was more important to elevate the level of 
training in collision shops. Repairers and OEMs advocated for 
scaling to ensure every Gold Class shop has an appropriate level of 

trained professionals. Our Sustaining Partners have helped offset the 
training costs, and through their support, we’ve been able to waive 
all shop fees for Alliance credits. And on a side note, our Sustaining 
Partners program has also allowed us to eliminate curriculum 
licensing fees for upwards of 250 Career Technical Schools that 
participate in our Fixed Training Site program for live classroom 
delivery, despite being shut out of these schools since March 2020. 

TXA: The Alliance and Sustaining Partners programs might 
be more beneficial to shops if a large number of OEMs 
participated. Shops feel they’re often duplicating efforts to take 
extensive training through an OEM…only to be required to 
take a less-focused version to maintain their I-CAR status. If 
OEMs are the experts, shouldn’t their courses be sufficient?

JVA: While we have a portfolio of resources available for shops, we 
are also focused on strong collaboration with OEMs. We rely on 
their expertise from an engineering and technical perspective and 
refer the industry to OEM repair procedures in all of our courses 
and technical messaging – we 100 percent advocate the use of 
current OEM procedures as the starting point for repairs. I-CAR 
collaborates with OEMs on many fronts, but not all OEs offer 
training, and even fewer offer a program as comprehensive as I-CAR 
offers, thus I-CAR performs a real value-added service for those 
that don’t by providing the core training that most have adopted 
as their baseline, or complete, training requirement for network 
participation. Other OEMs that do offer training often require 
Gold Class as a baseline which their courses build upon.

For the OEMs that offer their own training, we offer cross-
credit through the Alliance program, but unfortunately, we 
don’t have all the OEMs in there yet. We’ve had a challenging 
time gaining OEM participation in our Sustaining Partner 
program which has been our mechanism to also enable Alliance 
participation. Ford is a Sustaining Partner, and we have a total of 
49 Sustaining Partners. We understand their reticence; and I-CAR 
does believe it’s important to engage more vehicle manufacturers 
in our Alliance program as a first priority, thus we’re actually 
planning to make changes in the upcoming months to attract 
more Alliance partners, OEMs included. We’re exploring offering 
Training Alliance independently to those that have not yet 
adopted the Sustaining Partners program, as an initial step toward 
Sustaining Partner. We hope this will attract more OEMs to the 
Alliance program, providing the opportunity to transfer more 
credits that repairers have already acquired and allowing us to better 
recognize technicians’ existing knowledge, one of our educational 
programming goals. We’re looking at different approaches to make 
it more appealing for the OEMs and more beneficial for the shops. 
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TXA: While we’re on the topic of who best knows how to 
repair vehicles, some collision repair professionals also take 
issue with the emphasis on cycle time and being taught to 
work with “insurance partners.” If I-CAR is training collision 
repair shops to perform safe, proper repairs, why hire insurance 
representatives who emphasize following OEM procedures – 
only to deny those same processes on an estimate mere days 
later? 

JVA: I sense some of this is a flashback to prior years. Since most 
of our courses are now online, we only have a handful of insurers 
doing (instructor-led, web-based) I-CAR training. Most of our 
on-site skills courses require technical skills like MIG brazing and 
welding, thus teachers are typically former technicians and welding 
experts. 

As far as “cycle time,” we consider cycle time to be an 
important dimension of the business process, whether you’re 
operating a repair facility, a manufacturer or a restaurant. 
Customers only wish to wait so long, and cycle time impacts many 
operational and financial outcomes. I relate cycle time in our 
industry to my experience in the OEM world prior to my I-CAR 
days. We operated under lean principles that required us to gear 

all operations involved in meeting customer demand around the 
notion of TACT time (units of output/time), but while we had 
TACT time targets, these never superseded the prerequisites of 
technical accuracy, quality, etc., which were required to remain 
in business…you need to do it all in a balanced manner to have a 
viable business model. It’s about running an effective business and 
meeting customer needs.

In regard to the direction insurers may give shops, we’re not 
involved with insurers at that level. It’s kind of the great industry 
fallacy that I-CAR is in the back pocket of the insurers. It’s 
complete nonsense. We have three insurers, three OEMs and four 
repairers on our Board; our insurance reps are assuredly interested 
in having shops do good work, and they don’t unduly influence our 
programming to the detriment of repairers or OEMs. I-CAR stands 
for complete, safe and quality repairs, and our Board reads our 
vision statement at every meeting. 

TXA: So, how else does I-CAR create value for shops?

JVA: I-CAR does everything we can to help shops, and we remain 
committed to ensuring our program remains relevant, adjusting 
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Thank you for your great questions. Probably everyone in the 
hearing room knew or could guess which companies were being 
referred to during the hearing, but it wasn’t the venue for naming 
names. As for your first question, State Farm is the company that 
has received TDI approval for a policy form that excludes the 
Right to Appraisal for repair disputes. And GEICO has made 
several efforts to obtain similar TDI approval for policy forms that 
would also remove the Right to Appraisal for repair procedure loss 
disputes. 

Your third question is an excellent one, and I agree 100 
percent that one of the Committee members should have asked 
TDI what kind of questioning and due diligence they performed 
before approving the State Farm policy form. Who knows? Perhaps, 
it was simply a policy form change that somehow got completely 
overlooked. In my opinion, TDI should be required to disclose all 
questions, documents and research relating to potential long-term 
effects on the insured citizens of Texas of major policy form changes 

such as altering time-honored Appraisal Clause language. 
It was clear that with GEICO’s submission of a policy form 

altering appraisal rights, TDI definitely did not miss the language 
change. As we heard from the witnesses with TDI, they asked this 
insurer questions about the change, and when the questions were 
not answered, TDI canceled the policy form request. Were the same 
questions asked of State Farm before approval of their submitted 
policy form removing appraisal rights for repair disputes? If so, how 
did State Farm answer? Again, as an insured citizen of Texas, it is 
my position that TDI should be required to disclose this type of due 
diligence information. It is unjust to deprive insureds of their Right 
to Appraisal on one element of a covered loss and not all elements 
of a covered loss. Depriving or limiting the scope of appraisal rights 
for any covered loss is clearly an unspoken misrepresentation.

In response to your final question, witness Jay Thompson, legal 
representation for the Association of Fire and Casualty Companies 
of Texas (AFACT), did state to Committee members that the “duty 
of the insurance company under the policy is to indemnify the 
insured for the cost to repair the vehicle to the same condition it 
was prior to the accident.” 

When asked about this statement after his testimony by Mr. 
Richards, Thompson backstepped a bit, stating that he was “not 

Ask The Expert

Questions About the Texas House 
Committee’s September Hearing 

by Robert L. McDorman

Dear Mr. McDorman:

I own and operate several collision facilities in east Texas and am a strong advocate of the 
mandatory Right to Appraisal, which you have been championing for motor vehicle loss disputes in 
Texas. I watched the entire September 6 hearing that you participated in at the Capitol, and I have 
a few questions about what I witnessed. 

First of all, Committee members and witnesses kept referring to an unnamed insurance 
company that previously received approval from TDI for a policy form submission that removed the 
Right to Appraisal for repair disputes. Do you know which insurance company that was? Secondly, 
according to the Committee members and witnesses, another unnamed insurance company has 
also filed several policy form revision requests with TDI to remove the Right to Appraisal on repair 
procedure loss disputes. Do you know which insurer did that? Third, do you think the Committee 
members should have asked TDI what questions, if any, they asked the unnamed insurance carrier 
before approving their policy form request removing the Right to Appraisal for repair disputes? 
Finally, one of the witnesses said that insurance policies state the insurer must return vehicles to 
their pre-loss condition. I have never heard of this. Have you?

continued on pg. 24

Robert is a recognized Public Insurance 
Adjuster and Certified Vehicle Value Expert 
specializing in motor vehicle-related insurance 
claim resolution. Robert can be reached at 
(800) 736-6816, (817) 756-5482 or via email at 
AskTheExpert@autoclaimspecialists.com.
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Fair settlements through knowledge and negotiation!

We are experienced in negotiating claims with insurance companies. 
We have teamed up with Vehicle Value Experts for access to the best vehicle

valuing tool available. Together, with the best knowledge and the best negotiat-
ing skills, we can ensure a fair settlement on your auto claim. 

No One Else Comes Close to our Total Loss Value Assessment!

WE SUPPORT

MEMBER

Insurance Automobile Claim Mediator • Insurance Appraisal Clause Umpire

Founder
Robert McDorman

Vehicle Value Experts is a unique Consultant Firm 
that specializes in Insurance Total Loss Market Evaluation Reports;
Mechanical and Body Shop Estimates and Finalized Motor Vehicle

Repair Evaluations; Diminished Value Assessment and Claims 
as such and Motor Vehicle Fair Market Value Reports. 
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aware of any policy having that exact language; however, it is 
common law the insurer has to restore the vehicle back to its pre-
accident condition.” As a note, we concur with Mr. Thompson 
in that we do not have any Texas insurance policies in our library 
stating that the carrier has the duty to indemnify the insured for the 
cost to repair the vehicle to the same condition it was prior to the 
accident. 

There is a stark difference between Mr. Thompson’s testimony 
versus what Texas auto policies state under the limits of liability. 
These disputes over the loss and entailed safety issues are the 
foundation for our mandatory Right to Appraisal position. As 
a note, Thompson began his testimony with, “I think I’ve only 
seen one appraisal in an auto case in several decades of practicing 
law, and it was not a vehicle appraisal – it was on a horse trailer.” 
Surely Mr. Thompson should have handled at least one automobile 
appraisal case before holding himself out as an expert on automobile 
appraisal or a fact matter expert. 

It is my unwavering position that the removal of the Right 
to Appraisal on repair procedure disputes will be the enemy of a 
safe repair and become the stake in the coffin for safe roadways 
for us all.

In today’s world, regarding motor vehicle insurance policies, 
frequent changes in claim management and claim handling policies, 
and non-standardized GAP Addendums, we have found it is always 
in the best interest of the insured or claimant to have their proposed 
insurance settlement reviewed by an expert before accepting. There 
is never an upfront fee for Auto Claim Specialists to review a motor 
vehicle claim or proposed settlement and give their professional 
opinion as to the fairness of the offer.

Please call me should you have any questions relating to the 
policy or covered loss. We have most insurance policies in our 
library. Always keep in mind a safe repair is a quality repair and 
quality equates to value. I thank you for your questions and look 
forward to any follow-up questions that may arise.

Sincerely,
Robert L. McDorman
TXA

ICYMI: Check the recap of the September 6 hearing on page 16.

Ask The Expert
continued from pg. 22

litigation.
“The appraisal process doesn’t exactly level the playing field, 

but it at least gives consumers an expert who works for them, not 
the insurer, and will identify and help close the gap between what 
the insurer originally offered and what the contract is supposed to 
ensure,” he continued. “It gives consumers some peace of mind that 
they received both the repairs they paid for through their policy and 
the safety they need for their family.”

“The Appraisal Clause is very much needed,” Richards agreed, 
emphasizing, “It’s necessary because policy forms are being written 
that allow insurance companies to dictate the repairs with no 
consequences. And there’s nothing in that policy that says they 
have to restore that vehicle back to pre-accident condition. Right 
to Appraisal is a faster method that gets the consumer back on the 
road and hopefully gets them back in a safer vehicle.”

McDorman expressed the gravity of the situation in an email to 
Heller after the hearing, which he shared with Texas Automotive:

“My unwavering position is that removing the Right to 
Appraisal on repair procedure disputes will be the enemy of a safe 
repair and become the stake in the coffin for safe roadways for us 
all.”

Two additional witnesses, TDI’s Cindy Wright and Marianne 
Baker, were also on hand, but rather than offering testimony, they 
took the floor to answer questions from the committee. Which side 
of the line did they stand on? Stay tuned to next month’s Texas 
Automotive as we explore TDI’s responses. Until then, the entire 
hearing can be viewed at bit.ly/TXHouse9622.   TXA

Cover Story
continued from pg. 17

“Appraisal is about getting 
it right; it’s about finding 

the number. The RightThe Right
to Appraisal should be to Appraisal should be 

mandatory. If there’s a loss mandatory. If there’s a loss 
dispute, it should bedispute, it should be

subject to appraisal.”subject to appraisal.”
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initiatives based on industry feedback. Now, could we do it 
better? Of course we can, and we are committed to continuous 
improvement, a required component of our recently-earned 
IACET (International Accreditors of Continuing Education and 
Training Providers) accreditation, which requires us to follow strict 
process controls and undergo third-party audits to ensure we’re 
following best practices. As such, the industry can look forward 
to a few adjustments we will be announcing shortly, based on 
VOC garnered over the past year as the transition to our updated 
programming continues through the end of 2022 and then moves 
forward steady-state.

Our customer care team is our primary form of outreach 
to our customers, and they stay in contact with shops all year, 
though the second half of the year is usually focused on scheduling 
training to prepare for renewals. An obstacle we run into is a lack 
of responsiveness from shops; we leave messages, but call-backs 
often don’t occur…and we get that – shops are busy. But waiting 
until the last minute makes it difficult to react and support them 
effectively. Shops can also request to schedule face-to-face meetings 
with our field team, when necessary. 

We also support the collision industry through RTS, which 
is free. While our online shop portal, MyI-CAR, offers business 
support, “Ask I-CAR” (our RTS portal and technical call center 
service) provides real-time technical support for shops that are 
struggling with a repair and need guidance. Through “Ask I-CAR,” 
our team coaches the shop through the process – they’ll even 
coordinate directly with the OEM to find any missing information 
and be the conduit between shops and OEs in that manner.

I-CAR recently announced a new initiative we’ve undertaken 
with the Collision Repair Education Foundation (CREF): the 
Industry Talent Programming initiative. We want to help the 
industry attract entry-level-ready talent across various channels by 
creating consistency in the industry’s image. We’ll offer marketing 
assets for shops and schools to use in their areas, create job boards 
and recraft our school curriculum to help schools improve (targeting 
to launch updated school curriculum in the 2023-2024 school 
year). We’ll also make the school curriculum available to shops that 
wish to develop their own entry-level technicians internally, and 
related, we intend to create an industry apprenticeship program. 
Since shops need help with retention, we also plan to offer HR best 
practices/training and mentoring programming, which we have 
found to be a key success criteria for entry-level technician success. 
As an industry, we need to attract more talent, but importantly, 
we need to retain our talent. To help offset the cost, we plan to 
pursue large foundation and government grants, and although 
it’s likely that there will be a nominal fee structure for shops and 
schools, we’re doing everything possible to prevent it from being 
burdensome or onerous.

When I-CAR coined the phrase ‘Technical Tsunami’ a decade 
ago, we knew that advancing technology would require a step up 
in knowledge, skills proficiency and business sophistication. That 
tsunami is rolling over the collision industry right now. At the 
end of the day, the level of training has increased as defined by 
the industry in response to the technological changes in vehicles. 
Training is an important component of running any business, but 
in collision repair, technicians need to be educated to perform safe 
and proper repairs. Ensuring customers’ safety and avoiding liability 
depends on those competencies. Shops that embrace training will 
not only survive – they can also thrive because they’ll be performing 
safer repairs and becoming better businesses along the way.   TXA

National Feature
continued from pg. 21

And we’re also growing our industry in other ways. For the 
first time ever, this year’s show floor saw a ton of families walking 
around. Techs brought their partners and children, exposing 
their offspring to the great opportunities in collision repair, and 
hopefully, we’ll see more of them in future years.

Over time, ABAT has learned through experience that has 
allowed us to grow the show to where it is today, and every go-
around, we try to make it a little better. That’ll absolutely be our 
goal in 2023, and even though the 2022 Texas Auto Body Trade 
Show was the BEST ever, I’ve got a sneaking suspicion that we’ll 
manage to top it and get even better yet! 

You’re not going to want to miss the upcoming educational 
and networking events that ABAT has in store for Lone Star 
repairers, so make sure that you’re subscribed to Texas Automotive 
for updates (request your monthly copy at bit.ly/GetTGP)! 

President’s Message
continued from pg. 4

burl@burlscollision.com

TXA
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www.spanesi-americas.com

facebook.com/spanesiamericas

Spanesi Americas, Inc. 
123 Ambassador Dr. STE 107
Naperville, IL 60540 Learn More Now
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