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Go ahead. Expect more 
from Federated Insurance. 
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and you can trust them to leap into action when you need them most.

Find your local superhero today at www.federated.ca.
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By the time this article makes it to your desk, you 
should be in the midst of the busiest time of year 
for our industry: winter tire season. It’s when our 

biggest, longest days of the year fly by in the blink of an eye.  
It’s when we get home late at night, tired and exhausted and 
think to ourselves: “Man, I can’t wait to do it all over again 
tomorrow!”

(Well I do anyway… …most days.)  

Either way, isn’t it a blast?  

It reminds me of another time of year that’s near and dear 
to my heart; harvest. Growing up on a farm (and still actively 
farming), I learned the importance of seizing the season of 
opportunity at a young age. When that time of year came 
around everyone had to go the extra mile to get it done. It’s 
what we had worked for all year. 

My parents led by example. They showed our family what 
it means to work together as a team. A successful harvest 
was not up to just one person, it was up to the entire group.  
Ensuring we got our own job done, and assisting others 
when needed, helped the busy few weeks run smoothly.  
Weeks of preparation that led up to the fall rush included 
many skinned knuckles—but also the beautiful harmony of 
teamwork.

Those who fail to plan, plan to fail. 

If you plan on surviving your busy season you’ll need 
to be well prepared. In our company, we take the time to 
inspect all of our equipment and tools well in advance. This 
gives us the time required to make the necessary fixes or 
replacements before some vital tool piece of equipment fails 
when we need it the most. It also allows us some leeway 
should there be a back-order on parts or a complete unit. 

We clearly communicate with each other (and our staff) 
our intentions before the fall rush, so that everyone knows 
and understands exactly what is expected of them. This 
creates the opportunity for everyone to take ownership of 
the situation—and, perhaps, even surpass expectations.  

Many hands make light work.

Teamwork is another essential component to the success 
of your busy season. We all have our specific roles. That’s 
vital.  If someone doesn’t understand the importance of that, 
it could create a bottleneck for the whole operation. We rely 
on each individual to get their job done. It goes without 
saying that if someone doesn’t do their job or generally 
pull their weight other people have to compensate for that 
individual creating more work—and possibly resulting 
chaos—for everyone. 

After the rush, then what?

Meanwhile, back on the farm, I forgot to mention that we 
completed our harvest just ahead of the Thanksgiving long 
weekend and the two days of rain that came with it. We 
don’t always have the luxury of finishing with such timing.  
But when we do, we celebrate it the only way we know 
how—with a big, homemade meal you can’t buy in any 
restaurant.  Not even in the States! 

So if there’s a lesson to learn here that transfers easily 
from the farm to the shop it’s this: once you get past the 
rush, be sure to take time to breathe. Look around to truly 
appreciate what you have. And, above all, never fail to pat 
your entire team on the back, collectively and individually, 
for a job well done—and for another season successfully 
wrapped.

PRESIDENT’S MESSAGEPRESIDENT’S MESSA

Time to Make HayTime to Make Hay
 with Winter Tires
By Clem Collett, WCTD President
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ANDY’S CORNERANDY S CO

As I write this, I’m packing my bags for the SEMA Show 
in Las Vegas. I’m looking forward to attending what 
is generally considered to be the premier automotive 

specialty products trade event in the world. It really does attract the 
movers and shakers in the tire and auto industry from around the 
world, including across Canada with more than 100,000 industry 
leaders expected. Last year’s attendance broke all records. 

It’s also just one of the many ways that we apply ourselves on 
your behalf, to tracking down what’s new and important in our 
ever-changing industry. Often as not it allows us to bring home a 
‘heads-up’ on what to expect next. We’ll let you know next time 
around.

Well, we have come full circle. Fall brings about changes in all 
aspects of life—and winter tire change-over is in full swing. It’s a 
great time to reconnect with your customers and run a quick check 
on the condition of their tires and vehicles in general.

I still wonder how people drive their car or truck without looking 
at their tires to see if they are flat. I was at a parking lot and a 
gentleman had about an inch of side wall left got into his car and 
drove off. It should have been noticeable once you make a turn or 
try stopping. The car did have a bit of a lean!  

The ones I feel sorry for are the “busy moms” — who are always 
going someplace with the kids. The other day I noticed a mother 
with her son, racing to make a soccer practice and driving on the 
rim. Too bad no one is informing them that their tire is dangerously 
low and in need of replacement. 

Flat tires have been discussed here many times, from the proper 
ways of checking the tire to using the correct tools and industry 
approved patching techniques. I recently witnessed a tire repair 
where there was a plug used before. It did not seal, caused another 
leak—and could have been serious.

Most people aren’t aware of the comprehensive training that 
tire techs go through to do things right the first time.  Maybe there 
should be a penalty shot for poor workmanship! My guess is that 
we’re going to see many more cases of sloppy flat repairs in the 
next few months, as non-tire shops use the promise of a flat repair 
to attract more customers in for other work. 

The OTR course booked for November looks set for success. In 
short, it’s a sell out—and testament to the fact that more people 
are realizing just how critical proper training is—especially when it 

comes to dealing with heavy equipment and OTR. If you missed the 
boat on this one, don’t worry. We  are looking at holding another 
session soon, in 2014. The hands-on portion is the best I’ve heard 
of. I know Matt White doesn’t mince words when it comes to safety 
and doing things right. 

Following discussions by our WCTD Safety Committee, we are 
going to ask the Western provincial highway ministries to designate 
tire service trucks as essential service vehicles, in the same way as 
they do tow trucks. We think it’s long past time to push for this, as 
our truck technicians are often required to work in dangerous high 
traffic locations. I hear of near misses happening on a daily basis. 
I don’t want to hear about a fatality that is entirely preventable. 

Late this summer, the Association lost a true friend with the 
passing of Moe Tresoor on August 29th. During most of his working 
life, and even in retirement, Moe was one of the Association’s most 
devoted and hard-working supporters, who never failed to send us 
ideas or keep us informed. We extend our heartfelt condolences to 
his family.

This is our last issue for 2013; I hope your year has been a safe 
and successful one—and on behalf of the WCTD board of directors 
wish you the very best in 2014. 

Making the most Making the most 
of Changeof Change
Here and Abroad
By Andy Nagy, WCTD Executive Director
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LIVES LIVED - A TRIBUTE

Maurice (Moe) Tresoor 
January 27, 1933 - August 29, 2013

In Memoriam
WCTD
MOURNS 
MAURICE ((MOEMOE)) TRESOOR TRESOOR

I
t is with deep regret that we inform you of the passing of 
Moe Tresoor.

After graduating in Winnipeg in 1949, Moe went to 
work for Dominion Rubber. Over the next 25 plus years he worked 
for Quaker State, Kelly Springfi eld, York Tire & Penner Tire.

In 1976, along with partner Al Tousignant he started Expertire, 
a Bandag Retread Shop in Steinbach Manitoba.

In 1982, the day before Good Friday, a horrendous fi re 
completely destroyed the offi ces, part of the warehouse and 
inventory. The overall loss exceeded $600,000.

For those of you who knew Moe, it will come as no surprise to 
learn that he was soon back in business. In fact, the doors were 
open the following Monday.

In 1990 Moe sold his shares to Curtis Tire but he never did 
really retire. He continued to buy and sell military surplus tires, 
auction lots and anything that looked like a deal.

Moe had always been a loyal and har-working supporter 
of Western Canada Tire Dealers. He served on the Board of 
Directors for 16 years, including two years as President. 

He was the fi rst Canadian on the board of the Tire Retread 
Information Bureau. In 1986-87, he also served on the board of 
the National Tire Dealers & Retreaders Association (now the Tire 
Industry Association).

Moe Tresoor was inducted into the Western Canada Tire 
Dealers Hall of Fame in 2010.

Left to cherish his many fond memories are his beloved wife 
of 40 years, Vivian, fi ve children, nine grandchildren and three 
great-grandchildren.

Moe’s drive and passion kept him active in the tire business 
for over 60 years. At the time of his passing, he represented the 
WCTD on the Board of Directors of Tire Stewardship Manitoba.

Glenn Maidment, President of the Rubber Association of 
Canada, said of Moe: “He lived a good life and honoured his 
family and his chosen profession.”

Well put, Glenn. The tire industry will sadly miss Moe Tresoor. 
—Don Blythe

(From Winnipeg Free Press, Aug. 31, 2013)

Moe was born January 27, 1933 in Winnipeg and grew up 
in Elmwood. Moe proudly wore a shirt that read “On the 7th 
day God created Elmwood”. Moe was a strong-willed man, with 
a remarkable work ethic, commitment and determination. He 
was driven to provide the very best for his family. His primary 
concern was always for his family and grandchildren. He was a 
loving grandfather and took so much pride in his grandchildren’s 
endeavours and accomplishments. Throughout his life Moe 
enjoyed hockey, golf, curling, hunting and fi shing. These 
activities were enjoyed in later years with his grandchildren at 
the “shootin’ shack”, on the golf course, or watching them in any 
of their sporting activities.
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MATT’S MATTERSMATT’S MATTE

The Fine Art The Fine Art 
Of Lifting VehiclesOf Lifting Vehicles
Properly
By Matt White, TIA Director of Tire Service

Far too many technicians take for granted that lifting 
a vehicle is just another routine day at the offi ce. 
However, in reality, it is one of the more 

dangerous jobs we do! I have spoken with many tire shop 
owners and insurance sales people and, in a lot of cases, 
improper lifting, lift failure (or prior damage to the vehicle not 
noticed or recorded in a pre-check) is the leading expense or 
claim in most tire shops. 

Here are just a few steps to ensure vehicles are lifted 
correctly and safely. 

1 One thing I truly believe is that lifting equipment 
is always taken for granted. Yet it is one of 

the most important—if not the most important—piece of 
equipment used in the tire shop. Always make sure that 
proper inspections are done on a regular basis. To fi nd out 
how often it should be inspected, refer to the owner’s manual. 
You may also refer to the ANSI (American National Standard 
Institute), which is a product put out by ALI—also know as 
the Automotive Lift Institute. Be sure to check if there are any 
local or provincial standards that apply. A safe lift is a happy 
lift!

2 A pre-check is a must! As a technician you should 
check for prior damage, whether it be a large dent or 

a small crack in the windshield. If any prior damage is found 
make sure it is brought to the attention of the supervisor and 
also recorded on the invoice.

3 Refer to the placard for the proper year of the 
vehicle. If the placard is missing, you can also refer 

to the vehicle identifi cation number found on the driver’s side 
dash, up by the windshield. It will be comprised of 10 digits 
and a letter. In May 2010, the system started using letters: 
2010 was ‘A,’ and so on. So in 2013 the letter will be a ‘D’.

4 Once the year is identifi ed, use a proper manual

to reference the vehicle lifting points. One of 
the most widely used manuals in the passenger and light 
truck industry is put out by the above mentioned Automotive 
Lift Institute (ALI). This manual displays all the proper lifting 
points and will also identify if there are any special procedures 
needed prior to lifting. An example would be shutting off the 
air bags on a Mercury Grand Marquis just to name one. If all 
else fails and you’re still not sure, refer to the vehicle owner’s 
manual. Above all, never lift a vehicle without knowing the 
proper manufacturerers lifting procedures.

5 Remember: always use an approved safety jack. 
Whether it is the mechanical lock on a 4-post lift; a 

single jack stand on a commercial truck or approved cribbing 
on a large OTR application, a lift is made to lift. And a safety 
jack is used to support the vehicle.

6 As this is just a basic outline of proper lifting 
techniques you can refer to any of the TIA safety 

programs for comprehensive step by step procedures.

7 Safety is up to you! Always use best practices and 
think before you act! Be safe out there! Remember to 

always use an approved remote air device—and stay out of 
the trajectory when blowing up any tire.
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tirecountry.ca
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ometimes it’s the little things that happen that can 
transform a day. File this one under random acts of 
kindness. I had just returned from a week’s trip to 

the Okanagan and was returning a sleek new Honda Accord 
V6 Coupe to the Honda regional offi ce in Richmond. 

Before I dropped the keys at reception, I checked on 
my trusty old Camry to fi nd a very fl at back tire. Flat as a 
pancake, the car was absolutely undrivable if I was to have 
any hope of saving the tire. And, of course, when I checked 
my long neglected spare, it too had barely a breath of air – 
being many years since it had been checked. No point then, 
at least, in even thinking about changing the tire – or having 
it changed for me.

I went back to the reception area and recounted my story 
of woe. 

“Let me see what I can do,” said the receptionist, ever 
helpful but not hopeful, as she paged “the maintenance man”.

When he arrived I explained my predicament. 

“Follow me,” he said, and led me through a nondescript 
door. It opened onto a capacious, brightly lit and immaculate 
workshop, fi lled with gleaming new cars and equipment. I 
had arrived at Honda’s practical Training Centre. Without 
much fuss, the lead instructor had found a canister and aired 
it up. Within minutes I had transferred its free but precious 
cargo to my defl ated tire—and was on my way!

Even though the tire was holding up apparently quite well, 
I knew it was important to have it checked out as soon as 
possible. I headed to my friendly local OK Tire dealer. 

After a few minutes I arrived at the dealer. As I pulled in, I 
lowered my window and told the technicians working in front 
what was up. Without pause, they said to drive the car right 
onto the hoist and leave it with them. When I went inside 
to chat with the owner, through the glass windows in the 
shop behind the offi ce, I could see my tire being checked out 
thoroughly: defl ated, rim checked and refl ated. 

In barely a matter of minutes came the message “Okay, 
you’re good to go!” Just like that. It was that simple. The 
problem? A faulty valve and stem, easily replaced and 
properly checked. Another good deed performed with smiles 
all round—at no charge and with a friendly wave—and an 
aired up spare to boot.

As I drove home, I pondered that, in the grand scheme of 
things, perhaps such small deeds may not at fi rst appear that 
important. But they truly are. 

All too often it‘s small acts of kindness such as these which 
speak volumes about the companies (large or small) and the 
calibre of people who work for them. And, more compelling, 
their lingering memory easily turn us into committed friends 
and loyal customers in the long run.

TIM’S TRAVELS

The True Value of The True Value of 
Unexpected Customer ServiceUnexpected Customer Service
GOING THE EXTRA MILE AND THE THINGS THAT MONEY CAN’T BUY

By: Tim Pawsey, Editor, The Tracker





15The Tracker   |   November - December 2013   |   www.wctd.ca

INDUSTRY NEWSINDUSTRY N

In the last issue of the Tracker we ran a Tire Review article 
that stated the following: “It’s permissible by Michelin to 
allow the rating of winter tires to be less, by two levels, 

than the speed rating on the vehicle placard, to ensure optimum 
winter performance.”

Former executive director Don Blythe queried: “I have no 
connections to Michelin but installing winter tires, or for that 
matter any tires, two speed rating below the place card on a 
vehicle is not acceptable. Please contact Michelin and advise 
me if I am right or wrong.”

WCTD president Clem Collet contacted Michelin, who advised: 
“Regarding the speed index question... It’s been a few years 
since Michelin has taken this position. Ideally it is recommended 

to keep the same speed index, but as many summer tires or 
A/S UHP tires do not have equivalents in winter tires for the 
same speed index, consumers often purchase winter tires with 
a lower speed rating than OE . The logic behind this is that in 
general, (the consumer) in winter, is not looking for performance 
like during summer. Also, normally people drive slower in 
winter. If the consumer insists, then he must be informed of 
the new speed restriction. Some retailers do not hesitate to 
refuse to sell an index lower than the OE tire. Many others 

accept, but it is important to notify / inform the 

consumer of the new speed restriction. To install 

a lower speed is not ideal, but it is acceptable as 

long as the consumer is well-informed.”

Michelin ClarifiesMichelin Clarifies
SNOW TIRE SIZING QUESTION

Starting January 2014, OnCall 2.0 will now offer 
mechanical service and towing in addition to its tire 
services, the tiremaker said. Additionally, OnCall 2.0 will 

include a real-time breakdown monitoring and ‘FixPix’ tire event 
pictures.

“Michelin’s emergency road service is now more than tires. 
Michelin OnCall 2.0 brings fl eets peace of mind by providing 
consistent service, event transparency, and accountability for all 
breakdowns,” said Vic Koelsch, COO of Michelin Americas’ truck 
tires division. “Every maintenance manager would like to be 
onsite at every breakdown event to manage it properly. OnCall 
2.0’s innovative tracking and reporting features allow the service 

manager to be there virtually and optimize their vehicle uptime.” 

With its new mechanical breakdown services, customers can 
receive roadside coverage to include: lights, brakes, suspension 
work, jump starts, fuel delivery and more. With OnCall’s Livetrack, 
fl eet managers will be able to monitor all breakdown events as if 
they were in the dispatchers seat with live views and estimate 
roll times. 

Additionally, with OnCall 2.0 when towing services are needed 
for Class 5-8, transportation to the customer’s location of choice 
will be arranged. If the truck is abandoned, Michelin’s OnCall 2.0 
will also provide secured storage and cleaning options. 

Michelin North America has expanded Michelin North America has expanded 
its emergency road serviceits emergency road service
Launching OnCall 2.0 

Courtesy of Courtesy of Tire ReviewTire Review
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We are all creatures of habit. We go to work week 
by week, year to year, meeting life’s challenges 
and championing successes. But all too rarely 

do we take the time as business owners to plan for the day 
when we’ll hand over the reins to somebody else. And walk 
out the door—when it suits us.

That fact, say the folks at Eksit Strategies, 
is the very reason they exist.

Why have an exit strategy? 

“The fact is that most business owners 
wisely take control of every aspect of their 
business,” says Eksit Strategies director 
of client services Colin Szemenvei.

“Properly taken care of, from a strategic 
perspective, planning for your exit is 
really just another part of how you conduct your business. 
It should be a vital part of the overall strategic plan you 
have in place.”

However, Szemenvei argues that it might even be the most 
important part of the strategic plan, because it speaks to 
what may well be the very reason for being in business in 
the fi rst place: the value of what you’ll have left over when 
you’ve fi nished.

For instance, while many employees or government 
workers might be walking away with a signifi cant pension 
or retirement fund, Szemenvei suggests that’s not the case 
with many business owners, who have worked over the 

years to build equity in their company.

“Being able to unlock the value they have created through 
years of hard work is crucial,” he says, “Especially in terms 
of making sure they can experience the kind of retirement  

they had hoped for.”

Even if retirement isn’t the immediate 
plan, there might be some other life 
goal or plan the owner wants to pursue. 
Whatever that might be, it’s important to 
plan. It’s absolutely vital to be proactive, 
he insists.

“Business owners have their head in 
the sand for so many classic reasons,” 
Szemenvei advises. 

It’s not always an easy discussion...

“Sometimes the process is too easily aligned with 
mortality—which for some people can be diffi cult to 
discuss. But we prefer a more positive slant: we like to 
look at what’s next in your future...”

Szemenvei says it’s all about taking control of the process; 
and ideally positioning yourself to accomplish whatever’s 
next in your plans.  But, he also stresses, it’s not his 
responsibility to tell you what your exit should look like. 
However, it is his job to tell you how to make it happen, 
once you’ve identifi ed it.

Maybe you are one of those owners who says “I’m not 

How toHow to REALLYREALLY 
SUCCEEDSUCCEED in Businessin Business
Plan for the Right Exit Strategy

By: Tim Pawsey, Editor, The Tracker
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leaving here until they carry me out feet fi rst!”

Even if you want to stay in your business for the rest of your 
life, he says, it’s still important to think about your estate, 
and what impact your sudden ‘departure’ 
might have on your family, your customers 
and their employees. 

Such “legacy issues” also need to be 
considered, says Eksit.

“The fi rst step is designed specifi cally 
to reverse engineer the process,” says 
Szemenvei. 

“We examine what is your ideal end-stage 
and determine what the end-game should 
look like,” he says.

“What kind of timing are you talking 
about? Maybe it’s not planned for ten 
years that doesn’t mean you can’t start planning for it 
now,” Szemenvei advises.

“Even if the period is much shorter—say six or eight 
months—there’s still a roadmap to follow. For that reason 
we start at the end, discuss the desired timing and then put 
the pieces in place.”

“Sometimes signifi cant changes are needed to meet a given 
target. Regardless, the business owner always remains in 
control. Our approach is to quarterback. We make sure the 
left-hand (maybe the lawyer) is talking to the right hand 

How toHow to REALLYREALLY 
SUCCEEDSUCCEED in Businessin Business
Plan for the Right Exit Strategy

By: Tim Pawsey, Editor, The Tracker

(maybe the accountant) and make sure that there is a 
realistic strategy laid out.”

However, Eksit is adamant that it doesn’t want to step on 
the toes of any existing advisers that the 
business owner might have. 

“Our role is more about augmenting those 
rules and steering the process in the right 
direction. Our involvement is to make 
sure the strategy is being developed from 
the perspective of the real goals of the 
business or the person that we’re dealing 
with. And make sure that strategy is used 
intelligently,” says the consultant.

One of the biggest changes over the last 
couple of years?  A lot of family transitions 
are not necessarily going the way that was 
anticipated—compared to the expectation 

of a generation ago, when it was just a given that you 
would take over the business from mom and dad.

How does Eksit charge for building a successful exit?

“We charge a fl at fee-for-service basis, as opposed to the 
nebulous hourly billing system,” says Szemenvei, who says 
the entire process is fully analyzed, explained and costed 
out from start to fi nish. Ultimately though, it’s up to the 
client to make that determination as whether they want to 
move forward.



  Confident handling and enhanced traction in wet 
conditions thanks to circumferential grooves 
and high angle slots in the tread design 

  Optimized cavity shape improves wear 
performance 

 Designed to deliver a quiet, comfortable ride 

For your nearest Bridgestone Authorized Retailer, visit our website

or call 1-866-9 GO TIRE
bridgestonetire.ca

INTRODUCING DUELER™ H/P SPORT AS™  

Premium all-around performance for CUVs and SUVs

EVERY DRIVE CAN NOW BE A JOYRIDE. 
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Hire-Pro Solutions (www.prohiresolutions.com) CEO 
Michael Patterson says the company has been in the 
professional recruitment business since 2007. In 2011 

Hire-Pro affi liate Hire-Pro Drivers started to recruit truck and trailer 
drivers from Jamaica and has since been successfully supplying 
drivers to Canada’s leading businesses, says Patterson.

Based on considerable demand from those companies, Hire-Pro 
has decided to turn its attention to commercial tire technicians. 
Patterson is organizing a tire technicians winter recruitment fair in 
Jamaica, January 18th-23rd. It will appeal to both independent and 
group member dealers, he says. And adds, “Besides, January is a 
good time to get away.”

“We wanted to do this at a higher standard. Rather than just 
bring in any tire technicians, we wanted them to be TIA certifi ed,” 
he says.

“To that end, we became members of TIA and acquired our own 
certifi ed TIA instructor. We’ve now put together a pool of about 150 
or so professionally trained technicians in Jamaica aged 25 to 45.

They’re all properly trained and experienced individuals. What 
they may have lacked before were the safety aspects of the 
profession—which TIA provided”, says Patterson.

WCTD board of directors met with Michael Patterson to hear his 
proposal for bringing qualifi ed Jamaican tire technicians to Canada, 
to help ease the shortage of skilled personnel reported in some 
areas.

“They know how to do the work and they have been doing it with 
a lot of depth and innovation because they don’t have some of the 
advanced tools that we use here. However what they lack in tools 
they make up in ingenuity and innovation,” says Patterson. 

One of the most important parts of the service, he stresses, is 
pre-screening by the prospective employer.

“We don’t select for our clients: we want the clients to select the 
people, so the fi rst interview takes place via Skype. At the second 
interview (during the actual hiring fair) they meet the technician 
face-to-face. Plus the candidates demonstrate their skills in front of 
you. We do this so if you are willing to hire them you are satisfi ed 
that they actually have what it takes to do the work once they’re in 

Canada,”  advises Patterson.

He also says it’s not only about the individual applicant.

“At the end you will also meet their families—because we’re not 
looking to bring people here who have no relationship with their 
recruits. They must have a relationship with the people who they’re 
coming to work for.”

Patterson says his company is a full-service agency that handles 
all of the immigration work, medical applications and completes 
all necessary documentation to make the immigration process go 
smoothly. Once the foreign worker arrives, the company assists 
with fi nding housing, establishing bank accounts, Social Insurance 
Numbers, getting transport, whatever tools are needed and even 
cell phones.

He says the service is useful to dealers large or small, regardless 
of location.

“We are willing to work with a small independent shop which 
might need one technician. If it’s in a rural area, that’s not a problem: 
our candidates will go there. We support the large corporate groups 
as well as small independent shops.”

Patterson advises: “As long as you’re recruiting two or more 
technicians, we can assist with the cost of the hotel while you’re 
interviewing.”

The cost for the service?  

“Our fees are quite economical: we charge $2,250 for each 
recruit. This will be the fi rst tire technician fair and this is the reason 
why we are willing to incentivize it to make it work.”

For more info contact: 
Michael Patterson, 

mpatterson@prohiresolutions.ca

WCTD offers this material as a service to its members for 
their information and convenience. The association recommends 
members conduct the usual due diligence before entering into any 
agreement with companies offering their services in The Tracker.

By: Tim Pawsey, Editor, The Tracker

Recruitment Specialist Plans 
Tire Technician Hiring Fair
January Jamaican Employment Event is First for Industry
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How great is your customer service? How is your customer 
satisfaction? These are fairly common questions when 
it comes to marketing folks, and I’m going to be honest. 

I really don’t like them. “Customer Service” reduces the customer 
to a task list, and “Customer Satisfaction” doesn’t go far enough. 
I don’t want customers to be merely “satisfi ed”, and in the auto 
industry, you shouldn’t either! 

No woman in history has ever gone out of their way to tell their 
friends and family about a “satisfactory” experience they had at 
an automotive retailer. 

In my world at AskPatty.com, our nation of automotive 
professionals go beyond customer satisfaction when it comes to 
their women customers: we WOW women. We settle for nothing 
less. We make sure they’re showered with kindness, praise, and 
helpfulness that they get simply blown away by the experience.  

If you want to stop short-changing your customers on 
their “wow” experience, read on and let me teach you how 
AskPatty.com Certifi ed Female Friendly locations wow 
women customers.

The First Impression

This is your one, singular chance to win a loyal woman 
customer! The fi rst experience any woman has when walking 
into your shop is the one image that will stick with her, and it will 
forever colour her opinion. This means that not only should your 
customer care be stellar when it comes to greeting and consulting 
new customers, but also that your facility should be clean, warm, 
welcoming, and inviting. Take down those old outdated car ads 
and put up some nice art. Get rid of the Hot Rod magazines from 
the 80’s and put out copies of Good Housekeeping. To keep things 
topical, consider using Vehicle MD. It’s a publication just for auto 
professionals and contains article content that is well written 
and appealing to the everyday customer, including lots of content 
aimed at women.

Always Stop to Listen

When it comes to wowing women, the fi rst thing you should 
do is stop talking altogether, after greeting her, and listen. 
Women often come into an auto shop with a story to tell. Listen 
patiently and identify the problem she has that needs correcting. 
Learn her name as early as you can, tell her yours and use it in 
conversation. Once she’s fi nished her story, recount the problem 
back to her. “Okay, so you had a blowout and now you need a new 
tire but you’re not sure of the size? All right, I can help you with 
that right now.”

Stop Saying “No” and Start Saying “No, but...”

It’s inevitable that your customers will have requests that you 
can’t fi ll, or questions you can’t answer. Never answer a question 
with a simple “No”. Instead, always offer solutions. If you 
must say no, follow it with “but...” and a possible solution. To 
continue the tire shop example, if the woman asks if you have 
an exact match of a tire brand you don’t carry, you would say 
“No, but I can show you some very good comparable brands, and 
review the specifi cations with you, or if you’re sold on the brand 
you have, I will check on ordering one for you.” Anytime you have 
to tell your women customers “no”, follow it immediately with 
some additional options so she knows you’re doing all you can 
to help her.

Keep in Touch

The key to retaining women customers is making the experience 
more personal to her.  After she’s made her purchase or picked 
up her vehicle, give her a follow-up call a few days later to make 
sure she’s still satisfi ed with the product or work. Ask if she has 
any further questions and make sure you tell her she’s always 
welcome to contact you personally if she needs anything else.  

Follow these easy steps and the result won’t just be a satisfi ed 
customer – she’ll be WOWed!

By Jody Devere from By Jody Devere from Tire ReviewTire Review

Spinning the Wheels of Spinning the Wheels of 
Customer Service-Customer Service-
Start Wowing Women!
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COOKINGCOOKING
FOR A CAUSEFOR A CAUSE

R
onald McDonald House Charities is a global 

organization that temporarily houses families while 

their child is in the hospital. RMH tries to make 

families feel at home and provide them with carefree living so 

they focus on caring for their sick child. The fi rst house opened in 

1974 in Philadelphia and today there are chapters in 59 countries 

around the world!

Employees of Trail Tire Distributors spent an evening at the 

Ronald McDonald House Northern Alberta chapter in Edmonton, 

Alberta doing a “Home for Dinner” event. “Home for Dinner” 

gives companies and organizations a chance to cook dinner for 

all the residents and employees of the house. TTD’s staff took 

advantage of the house’s two spectacular kitchens and the 

enormous BBQ area to cook steak, chicken, corn on the cob, 

baked potatoes, Caesar salad, and strawberry shortcake. After 

preparing the feast, the participants got to enjoy the meal with 

the families and hear about the tragic events that lead them to 

Ronald McDonald House. Most of the families staying in the 

house were from Edmonton’s surrounding area but some were 

from as far away as Manitoba. All of the families were more 

than grateful to be provided with a home-cooked meal and to 

have one less daily chore to worry about.

The staff was also given a tour of the 42,000 square foot 

facility. They were shown one of the 32 private family suites, 

the workout facility, the school room, the children’s play room, 

and the Magic Room, a room that resembles a toy store where a 

child celebrating a special occasion can choose a toy. The house 

is decorated throughout with beautiful furniture donated by 

La-Z-Boy and gorgeous hand-painted murals. It is a breathtaking 

facility that is sure to make any family feel at home.

All the participants agreed that their experience at the house 

made them feel appreciative of their health and well-being, and 

they will be more than happy to volunteer for another “Home 

for Dinner” next year. RMHNA currently holds over 200 of these 

events per year, but their goal is to have one 365 days of the year. 

If you would like to participate in a “Home for Dinner” event or 

to fi nd out more about Ronald McDonald House Northern Alberta  

you can visit http://rmhnorthernalberta.org/. 

By Kaylee YawneyBy Kaylee Yawney

INDUSTRY NEW



do you 
feel like this 

guy some 
days?

PRINTING   •   DESIGN   •   DOCUMENT MANAGEMENT

If we guess right, you provide 
many products and services for your 

clients including some you never thought 
you would, or even could. Customers 

surprise you and keep you hopping.

Well, it’s the same here at Keystone 
Graphics. Maybe we can help you too with 
a wealth of skill and experience providing 

print solutions that have travelled the 
world. Or just call to pick our brains on 

that crazy project that’s on your mind 
today. ADVICE IS FREE. 

ONLY OUR PRINTING WILL MAKE YOU MONEY.

6323 - 35 Street SE Calgary AB  T2C 1N1
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Western Canada Tire DealersAnnounce 2013 Scholarship WinnersAnnounce 2013 Scholarship Winners

E
very year the Association awards fi ve  academic 
scholarships, each of $2,000. Eligible to apply is any 
immediate family member (son, daughter, spouse, or 

legal ward) of anyone who is a full time permanent employee (for 
at least one year) of a current member of the WCTD (and member 
in good standing for fi ve years).

The board of directors cannot over-emphasize the value of this 
scholarship program, which truly gives back to the Association 

Paxton Johnson 
(Integra Tire, Minnedosa, MB)

I would like to thank the two wonderful 
ladies who wrote the amazing reference 
letters for me. They have made such a 
huge impact on my life. As well as I’d 
also like to thank the Western Canada 
Tire Dealers, who have awarded me 
this scholarship. I greatly appreciate 
their kind gesture.

Michael Huber 
(Fountain Tire, Calgary, AB)

I would like to thank WCTD for the 
support. This is a huge help as now I 
have more time to focus on my studies.

membership in a tangible manner. 

We urge you to be sure to make your employees aware of it (full 
details and application form are on the website) and of next year’s 
deadline: July 31, 2014.

The true measure of gratitude is also apparent in the thanks and 
comments received from the successful applicants.

WCTD congratulates this year’s winners!

Source: kentool.comSource: kentool.com

KEN TOOL KEN TOOL 
INTROSINTROS
SUPER WIDE CAGE

Ken Tool has expanded its line 
of tire restraining devices with 
the new 36010 5-bar Super 

Magnum cage. The Super Magnum 
cage reduces the side-force energy 
resulting from a catastrophic sidewall 
zipper rupture of a super wide tire by 
93%, according to the manufacturer. 
Additional features include fi ve 
mandrel-bent, high-strength 12 gauge, 2-1/4 inch diameter 
structural steel tubes, welded to a 3/16 inch thick steel plate 
base with a two-inch wide, 1/4 inch thick reinforcing strap 
welded to the tubes.  

BLOWOUTBLOWOUT
SENDS CAR CAREENING
INTO TIRE STORE

In a strange bit of irony, 
a car suffered a blowout, 
causing the driver to lose 

control and crash into a tire 
dealership.

The accident happened in 
Northeast Austin, Texas, last week, according to KVUE-TV. The 
driver suffered minor injuries in the accident at Leal Tire Service.

 Kayla Carusi Daniel Hildebrandt Tyler Kettle
 (Fountain Tire, Kamloops, BC) (Fountain Tire, Virden, MB) (Fountain Tire, Chilliwack, BC)
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One Year Later -One Year Later -
Are Tire Labels Having Intended Effect in EU?

A year on from the introduction of European tire labelling 
legislation; the longest term data available assessing its 
impact suggests it is increasingly infl uencing consumer 

purchasing choices.

According to research carried out by Ipsos MarketQuest across 
six European markets on behalf of Goodyear Dunlop, 54% of 
consumers are aware of tire labelling. However, what is perhaps 
more signifi cant is that about three quarters (71%) say that it 
has infl uenced their purchasing decision saying they, “utilized 
its gradings on three performance criteria before making their 
purchase”. 

The research was conducted by MarketQuest in June and July 
2013 among 4,200 consumers from U.K., Germany, France, Italy, 
Spain and Poland, who had bought tires over the past six months.

The details were released at a roundtable debate hosted by 
Goodyear Dunlop and bringing together stakeholders and industry 
experts to discuss the progress of the label. Speaking at the 
event, Goodyear EMEA president Arthur de Bok presented the 
fi rst signifi cant statistical insights on the label’s infl uence and 
highlighted the limits of the tire label.

He said: “It is encouraging to see so many consumers and 
professional tire purchasers using the EU tire label as a reference 
point when purchasing tires. The EU tire label, with its information 
on three criteria, raises awareness of the important role tires play 
in the vehicle’s performance.”

However, he also warned, once again, that people need to 
remember the limitations of the labels three test criteria. “…
whilst the label is a good starting point, there are also many 
other important factors that tire purchasers should take into 
consideration. For example, even the best performing winter tires 
score relatively low on the tire label, since they have been optimized 
to operate effectively at cold temperatures and on snow and ice. 
By comparison, we as a premium tire manufacturer develop tires 
analyzing over 50 criteria – not only the three on the tire label.”

Michael Staude, general manager of tires and wheels, for 
TÜV SÜD Automotive, emphasized the need for effective local 
enforcement systems across the European Member states, saying: 
“Long-term, the legislation can only be successful and credible in the 
eyes of consumers and dealers if all tires sold within, and imported 
into, the European Union fully comply with the legislation.”

Malcolm Harbour, member of the European Parliament and 
chairman of the Internal Market and Consumer Protection 

Committee, who played an integral role in the adoption of the 
EU tire label legislation, reinforced the importance of the label in 
helping to improve both the safety of drivers and the protection of 
the environment.

“The EU tire label was introduced as a big package of safety and 
environmental measures for passenger and commercial vehicles 
across Europe. Tires are probably one of the more diffi cult things 
for consumers to buy, so they need much clearer and impartial 
information. You can only give consumers a certain amount of 
information, you do not want to overload them. Therefore, we 
focused on clear criteria that enabled consumers to make an 
informed choice.”

The Goodyear Dunlop research shows that for passenger car 
drivers wet grip is the most important rating, with 52% putting that 
in their top three items for consideration when purchasing new 
tires. The fuel effi ciency that comes with a better rolling resistance 
fi gured in 47% of consumer needs, whilst exterior noise was 
present in 41%.

However, this position was challenged from the fl oor with 
Hyundai Automotive’s Stephen Stacey pointing out that “Price is 
the most important label”. He questioned whether consumers were 
really being honest when they said that wet braking is the most 
important criteria. The suggestion was that they may just be saying 
what they think they should. In the end, that point was summarized 
as centering on the understanding that you get what you pay for 
and that as long as tires meet minimum standards they are all legal.
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Tire and Air Brake Leak Detection Systems

P 403.330.6347    leekseeker.com

Tire Leak Detection Evolved.

“There’s got to be a better way.”  Every tire technician has 
uttered these words when trying to fi nd a leak using an 
old dunk tank.  And for over 50 years there hasn’t been…
until now.

Introducing The LEEK-SEEKER.  The next generation of 
air leak detection systems for both your shop and service 
truck.

Adding The LEEK-SEEKER in 
your service area will;

• Allow technicians to fi nd leaks faster, safer and more 
accurately every time.

• Bring an end to strong odours and bacteria fi lled dunk 
tanks.

• End needless lifting of heavy tire / wheel assemblies.

• Eliminate air lines or mechanical rams.

• Have less impact on our environment from constantly 
replenishing dunk tanks.

• Save up to 80% fl oor space compared to dunk tanks 
today.

• Virtually handle any tire / wheel assembly with a single 
technician and manoeuver safely.

Adding The LEEK-SEEKER in 
your service truck;

• Will end the need for countless squirt bottles rolling 
around compartments .

• Is easily operated, compact in design and easily 
accessible when needed. 

• Will end rolling tire / wheel assemblies on the ground.

• Allow service technicians to fi nd leaks faster, safer and 
more accurately, every time, on any tire / wheel or tube 
encountered in the fi eld.

• Is made with quality and is rust resistant – calcium 
chloride will not be an issue.

Made in Alberta, Canada.

“Think Outside 
the Dunk Tank”

For more information, visit us at www.leekseeker.com or call 403.330.6347
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WCTD SAFETY UPDATEWCTD SAFETY UPDATE
ROADSIDE SERVICE AND EMPLOYEE FINES 
HIGHLIGHT AGENDA

During the regular monthly meeting of the WCTD 
Safety Committee, discussions revealed that 
emergency roadside service work continues to be 

an area of great concern.

One situation was reported in Manitoba where, while 
working on the side of a two lane highway, the driver was 
warned by the DOT (Department of Transportation) that they 
were not allowed to continue to work on the side of the road 

and have traffi c diverted 
around the vehicle. The 
Association is pursuing this 
issue in writing, with letters 
to DOT, OHS (Occupational 
Health and Safety), WCB 
(Workers’ Compensation 
Board).

Distracted driving incidents are a growing concern: Federated Insurance has defensive driving materials which will be made available to 
the Safety Committee for distribution to the membership.

In related safety news, at the recent WCTD board meeting, an issue was brought up regarding broken wheel studs causing wheel-offs from Ford 
F150’s. Ford has changed from a fi ne thread to coarse thread, that may be part of the problem. The Safety Committee will follow the situation.

OTR training being offered by WCTD in November with Matt White.  
There are a few spots left. Contact Andy ASAP.

MORE UPDATES…MORE UPDATES…

The Safety Committee also continues to study issues 
surrounding working with tire bars.

Safety alerts will be forwarded to the association 
membership in due course.

Workplace safety fi nes in Alberta now encompass a new 
system that includes employees as well as their employers. 
Occupational Health and Safety offi cers may issue on-site 
tickets of up to $500 to employers and or workers who break 
safety rules on the job site. The move by Alberta mirrors 
changes in policies in jurisdictions across western Canada.

According to the Calgary Herald, other adjustments 
to the system include penalties of up to $10,000 on what 
Occupational Health and Safety spokesman Brookes Merritt 
called “repeat non-compliers. Basically, employers or workers 
who have a repeated chronic history of not complying with 
the legislation and putting the health and safety of others or 
themselves at risk.”
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