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August
Supplement Reduction

November
Refinish of Repaired Panels
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Agenda 

Customer ExpectationsCustomer Expectations
Insurance IssuesInsurance Issues
Repair Facility IssuesRepair Facility Issues
Panel DiscussionPanel Discussion
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Customer  

ExpectationsExpectations
When will it be doneWhen will it be done
Repair CorrectlyRepair Correctly
Cost of RepairsCost of Repairs
No Additional costsNo Additional costs
No ExcusesNo Excuses
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Insurance

Find the damageFind the damage
Proper & consistent sequenceProper & consistent sequence
Repair vs. ReplaceRepair vs. Replace

•• Estimated repair timeEstimated repair time
•• Recycled / Aftermarket / New Recycled / Aftermarket / New 
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Cycle begins
Customer – or 

“Interruption’ of 
our day walks in

Estimator is “busy”
putting out fires
associated with
hastily prepared

estimates

Interruption is 
given a hastily

prepared estimate
and possibly a

repair time
promise and leaves

Customer calls 
and schedules 

repair appt.
expectations 

are set based 
on estimate

During repair,
variables are 

un-covered and
T.D.D. is now
unattainable.

Contact customer

Another Interruption
walks in door

Start cycle over.
It’s all we know

and it works? Right?

Customer, insurer
and vendor informed.

Our credibility
is going down,
down, down, 
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Cycle TimeCycle Time

Production EfficiencyProduction Efficiency

Parts Efficiency/AccuracyParts Efficiency/Accuracy

Closing of Jobs Closing of Jobs 

Receivables/CollectionReceivables/Collection

If there were no 
supplements to process…
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Repair Facility  

Lack of process / Lazy EstimatorLack of process / Lazy Estimator
Scheduling RepairsScheduling Repairs
Parts orderingParts ordering
Inconsistent practices of securing agreed Inconsistent practices of securing agreed 
pricesprices
Improper damage assessment Improper damage assessment 
Cost shiftingCost shifting
Multiple claim processing practicesMultiple claim processing practices
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Panel Discussion  

Roger Wright Roger Wright –– AIGAIG
George Avery George Avery –– State Farm State Farm 
Craig Griffin Craig Griffin –– LaneyLaney’’s Collisions Collision
Aaron Aaron Schulenburg –– Bill DennyBill Denny’’ss

CARSTARCARSTAR
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Contact Information

Chad Sulkala
(617) 522 6040

chadsulkala@acmebody.com

George Avery
(309) 766 8627

george.avery.aa0j@statefarm.com
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