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PANDEMIC PERSEVERANCE
Federal financial assistance programs are here to support you

T he Canadian federal government has launched a frenzy of financial aid programs for small 
businesses seeking supplement for layoffs, slowdowns and more.

With the vast amount of rapidly changing information out there, it can be difficult to 
keep track of the latest government relief schemes. To help you navigate the financial relief waters, 
Collision Repair has compiled a list of the federal financial programs available to collision repair 
businesses.

On March 27, Prime Minster Justin Trudeau announced the federal government would be increasing the federal wage subsidy from 
10 percent to 75 percent to help small businesses surviving the deepening economic downturn. 

The 75 percent subsidy is eligible to employers for up to 12 weeks, retroactive from March 15, 2020. 
In his announcement, Trudeau called small businesses the “backbone” of the economy and said the new measures will help them avoid 

ordering layoffs or closing down because of the climate of uncertainty caused by the pandemic.

BUSINESS CREDIT AVAILABILITY PROGRAM (BCAP)
BCAP includes:
The Canada Emergency Business Account (CEBA)

CEBA provides much needed credit for small businesses to pay for immediate operating costs like payroll, rent, utilities, insurance, 
property tax, or debt service. It is 100 percent funded by the Government of Canada.

CEBA is available to Canadian employers with $20,000 to $1.5 million in total payroll in 2019, and operating as of March 1, 2020. This 
includes smaller (i.e., micro) businesses and other eligible employers such as not-for-profits.

Under CEBA, financial institutions will be able to provide interest-free credit facilities of up to $40,000 to eligible businesses.
If the loan is repaid by December 31, 2022, 25 per cent (up to $10,000) will be forgiven.
If the loan is not repaid by December 31, 2022, the remaining balance will be converted to a three-year term loan at 5 per cent interest.

LOAN GUARANTEE FOR SMALL AND MEDIUM ENTERPRISES

There are two varieties of loan guarantees for small and medium enterprises:

The EDC Loan Guarantee for Small and Medium-Sized Enterprises provides credit and cash flow term 
loans to small and medium-sized enterprises. Canadian businesses in all sectors that were otherwise financially 
viable and revenue generating prior to the COVID-19 outbreak are eligible to apply.

It allows financial institutions to issue operating credit and cash flow term loans of up to $6.25 million to 
existing clients, with 80 percent guaranteed by EDC. 

This money is to be used for operational expenses, not for dividend payouts, shareholder loans, bonuses, stock buyback, option issuance, 
increases to executive compensation or repayment/refinancing of other debt.

The BDC Co-Lending Program for Small and Medium Enterprises provides term loans for operational 
and liquidity needs of businesses, which could include interest payments on existing debt. Similar to the EDC 
program, this program is available to businesses that were financially viable and revenue-generating prior 
to the COVID-19 outbreak.
The program is designed in three segments to target support to different business sizes:
• Loans of up to $312,500 to businesses with revenues of less than $1 million.
• Up to $3.125 million for businesses with revenues between $1 million and $50 million.
• Up to $6.25 million for businesses with revenues in excess of $50 million.
• Loans would be interest-only for the first 12 months, with a 10-year repayment period.

75 PERCENT OFF WAGE SUBSIDY
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INCOME TAX DEFERRAL

With tax season sandwiched within the pandemic, the federal government is extending 
income tax payments for small businesses.

All business can defer until after August 31, 2020 the payment of any income tax amounts 
that become owing on or after March 18, and before September 2020.

This relief would apply to tax balances due, as well as installments. Further, no interest of 
penalties will accumulate on these amounts during this period. 

EMERGENCY SUPPORT BENEFIT

Lost your job? The federal government has a $5 billion benefit meant for workers 
who lose their jobs and do not qualify for EI.

The benefit is also available to those who are self-employed and have stopped working 
due to measures taken to counter the virus’s spread. The Minister of Finance said this 
will allow for 14 weeks of support at “a comparable level to EI.”

WORK SHARING

The Government of Canada is reminding manufacturers of its Work-Sharing (WS) temporary special measures for employers affected 
by the downturn in business for the steel and aluminum sectors.

These measures extend the duration of Work-Sharing agreements by an additional 38 weeks, for a total of 76 weeks. The mandatory 
waiting period has also been waived so that employers with a recently expired agreement may immediately apply for a new agreement, 
without waiting between applications and ease Recovery Plan requirements for the duration of the WS agreement.

You are eligible to apply if your business has been directly or indirectly affected by the downturn in the steel and aluminum sector and 
if you:

• had a WS agreement that ended between November 25, 2017 and August 18, 2018
•  have a WS agreement that will be signed between August 19, 2018 and March 27, 2021 (with an agreement start date no later than 

March 28, 2021), or
• have a WS agreement that will begin or end between August 19, 2018 and March 27, 2021

RETOOLING RELIEF

Next Generation Manufacturing Canada (NGEN), the organization leading Canada’s Advanced Manufacturing Supercluster, is invest-
ing $50 million to support companies as they prepare to produce critically needed technologies and medical products to aid in the fight 
against COVID-19.

NGen’s program will fund projects that involve accelerated production of products in short supply, including virus screening test kits, 
gloves, gowns, masks, and other personal protective equipment, hospital equipment such as ventilators and peripherals, as well as cleaning 
and sterilization chemicals and equipment. 

Projects will be selected for funding according to critical needs identified by the Government of Canada and the ability of manufacturers 
to produce products that are safe for both patients and health care workers. 

The planned projects are expected to have “an immediate impact in the next four to 12 weeks,” said the company. 
Companies looking for support in launching the production of critical products to fight COVID-19 can indicate  

their interest at www.ngen.ca/covid-19-response. 
Further, NGen is seeking any experts who are able to assist are also encouraged to share their capabilities  

with at ngen.ca/covid-19-response. 
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HIT THE 
BOOKS
COVID-19 slowdowns could 
be a blessing in disguise

A s COVID-19 slowdowns continue to grip businesses 
worldwide, the collision repair industry is using 
this time to regroup and brush up on the latest 

training information. With online webinars on refinishing 
procedures, improving cycle times and build effective 
vendor and insurer relations, there’s sure to be a session 
for professionals from all corners of the sector. Take a look 
through some of the companies offering online training 
opportunities amid the pandemic!

Axalta has expanded its live online courses for their refinish customers around the globe after the company noted 
a 38 percent rise in usage of its online training materials in March. “With many customers eager to continue learning 
while sheltering in place, we have modified the format of our live virtual training and expanded our course offerings 
to accommodate as many customers as possible,” said Troy Weaver, vice president of Global Refinish. Each virtual 
class provides live, interactive instruction from Axalta’s expert training team via webcast. Axalta has several courses 
available to clients, including sessions titled: surface prep/undercoats, basecoat and blending, clear coat application, 

and plastic refinishing.  Additional courses are being added to meet the growing customer demand. For more information visit axalta.com.

Throughout the pandemic SATA Canada has been conducting webinars with its customers, including; 
distributors, bodyshops and paint manufacturers. Hosted from the SATA training center classroom in 
Vaughan, Ontario, customers can connect with SATA Canada Business Development specialists across the 
country. Webinar topics include breathing safety, NIOSH/CSA compliance, filtration and spray gun setup 
and maintenance. Contact SATA Canada toll free at 1-844-554-SATA (7282), or by e-mail at contact@sata.
ca to arrange a custom webinar for your company.  

Recognizing the need for industry support early on in the COVID-19 pandemic, Sherwin-Williams 
launched a series of free-to-watch webinars via its Ecolean University program. The online portal 
features 16 sessions (more than 32 hours) that focus on operational processes and best practices for 
collision repair facilities. Topics include damage analysis, estimating, the digital takeover and global 
industry perspectives. Visit ecoleanuniversity.com to learn more.

AXALTA

SATA

ONLINE FORUM

READ UP ON RECYCLING

SHERWIN-WILLIAMS

The Canadian Collision Industry Forum (CCIF) has launched a two-part webinar series on its website. The 
first webinar, Managing Your Supply Chain and Credit During COVID-19 can help you answer questions 
like why there have been so many changes to credit accounts amid the pandemic, what’s next and managing 
changes from a supplier’s perspective.  The second webinar, How to Build a Business Continuity Plan for Your 
Collision Repair Centre, includes discussion around best practices in leading your facility through the pan-
demic, as well as how to build your BCP to ensure stability in the future. For more information, visit ccif.ca.

Car-Part.com has been hosting frequent webinar sessions amid the pandemic. Topics include selling 
used parts in an online world, tips on inventorying with Partmate and what’s new with the Car-Part 
Interchange Plus program.  Check out Car-Part.com’s Facebook page for more information. 
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I-CAR ELITE EDUCATION

Not only has I-CAR made its Repairer Technical Support portal 
free-for-use through May 31, but the training organization has 
also released five free courses to keep repairers busy in the event 
of pandemic slowdowns. 

From now until the end of June, the following courses will be 
available at no cost:

PM215E01: Improving Your Shop’s Cycle Time
PM220E01 Gaining Efficiencies through Blueprinting
PM235E01 Understanding Your Part in Profit and Loss
PM240E01: Building Effective Vendor and Insurer Relationships
VT245E01: Using Vehicle Maker Repair Procedures
To learn more about these courses, visit the I-CAR Course Catalog 

on I-CAR.ca. Please note the courses are only available in English.
The Repairability Technical Support portal teaches repairers how 

to use OEM procedure websites. It also includes the “Ask I-CAR” 
feature about the content within, which involves I-CAR acting as 
a “middleman” by taking up shop questions regarding missing or 
confusing instructions with the automakers themselves.

You can also obtain other technical guidance from I-CAR—like 
the March 18 discussion on Kia spot and plug weld nuggets, as 
well as access to I-CAR’s 360 tours of various vehicles. To learn 
more, visit I-CAR.ca.

Dave Luehr’s Elite Body Shop Solutions has been producing 
content all COVID long. With webinars with industry professionals 
like Ryan Taylor, CEO of Bodyshop Booster and Dave Flockhart, 
chief operating officer of BETAG North America, as well as a 
recording of April’s Positivity Summit to look back on, there’s 
something for every business owner. Visit CRMCovidHelp.com 
for more information.

Dave Luehr’s Elite Body Shop Solutions has been hosting sessions all COVID long.
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EVERYDAY 
HEROES

The collision community 
shows its true colours

W hen Canada was in its darkest hour, the automotive 
industry was there to help. As coronavirus rampaged 
the country and access to critical supplies began to 

dwindle, collision repair facilities across the country stepped up 
for their communities, offering support to the same people that 
have helped them thrive for years.
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PRIDE OF THE NORTH
The collision community takes action

Colonial Auto Parts and APM Limited 
donated its combined inventory of 3M res-
pirator masks to local health care authorities 
in mid-April.

With the help of Gerry Stead, 3M Safety 
Specialist in the Personal Safety Division for 
Newfoundland and Labrador, the company 
reached out to provincial Health Canada 
authorities to see how it could aid Atlantic 
workers on the front lines of the pandemic.

“Upon learning that each province is in 
desperate need of half-face and full-face 
respiratory masks we were humbled to be 
able to donate our entire inventory to protect 
those in the communities we serve,” said 
Douglas Squires, president of Colonial Auto 
Parts and APM Limited.

The company’s 20 locations in New-
foundland, Nova Scotia and New Brunswick 
mustered up 111 3M half-face and full-face 
reusable respirator masks and 1580 N95 
disposable masks to health care workers in 
all three provinces.

“These respirators are much more comfort-
able for breathing in for prolonged periods of 
time and have specifically been requested by 
ER doctors,” said Jean Kent, senior director of 

supply chain operations for the Nova Scotia 
Health Authority. “This generous offer will 
go to good use helping staff who are wearing 
this PPE all day along. We are having a hard 
time getting the equipment and I am beyond 
grateful for this generous offer of support.” 

“Supplies of PPE are dangerously low, and 
we encourage all aftermarket suppliers, as 

well as other industries—-mining, welding 
and automotive repairers—to check for items 
they might not initially think, are useful in 
medical settings,” noted Squires. “Most N95 
masks, cartridge replacement filters, cleaners, 
and other PPE related materials are suitable, 
and much needed in the battle to slow the 
spread of COVID-19.”

ATLANTIC AID

Colonial Auto Parts and APM Limited donated its combined inventory of 3M respirator 
masks—a total of 1,700 units—to healthcare workers on Canada’s East Coast.

NAPA Auto Parts in Vancouver donated 
its stock of N95 disposable masks to health 
care professionals in B.C. The donation 
was inspired by NAPA Vancouver general 
operations manager Greg Phoenix’s father, 
who recently moved into an assisted living 

facility. The company donated 2,100 of the 
medical-grade masks to B.C. health care 
professionals through a new initiative called 
Operation Protect, which will help distrib-
ute the equipment to provincial health care 
facilities.

“This donation is very close to my heart, as 
are all the care facilities in Canada, especially 
those with senior living. Anything we can do 
to help is great,” said Phoenix.

DISTRIBUTION DONATION
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“This community has supported our business for all those years. We have a lot 
of partnerships with charities, local sports teams and all those great things—

but this is different. None of the staff here are the type of leaders that can 
stand idly by, so it was less of a question of ‘should we do something?’ 

and more ‘what can we do to help?’” 
– Max DiFelice, president of Waterdown Collision

An Ontario emergency room doctor has sought help from 
a Toronto auto shop in developing a new tool for healthcare 
workers combatting COVID on the front lines.

Dr. Kaveh Kavoosi is an emergency room physician in Alliston, 
north of Toronto. Recognizing the risk of contamination for 
healthcare workers during patient intubation, Kavoosi took to 
social media to seek help in developing what he calls a protective 
intubation and resuscitation cube (PIRC). 

The PIRC design was Inspired by a box prototype in Taiwan 
that goes over the patient’s head to contain the spray and limit 
contamination.

Within hours of posting his idea online, One Concept Auto in 
Toronto reached out to Kavoosi. The facility offered its experience 
in crafting speaker boxes and he took them up on their offer. 

Right now, the box costs about $500 to make and is put 
together by cutting pieces of acrylic and using a 3D printer.

“It feels great to be part of something that could help in the 
time of need,” said One Concept Auto owner Alex Labao. “It’s 
definitely a good feeling.”

THE DOCTOR IS IN

One Concept Auto in Toronto has partnered with an ER 
doctor to develop a new tool for healthcare workers.

Raven Grewal, a nurse in Richmond,  
B.C. was driving to visit a client in a care 
facility when she lost control of her vehicle, 
leaving some nasty damage on its front end. 
As an essential worker in these tumultuous 
times, Grewal was left incredibly stressed 
and in need of speedy repair.

That’s when she called Speedier Auto 
Body in Surrey and explained her situation.

“Not only did they fix my car within 24 
hours,” said Grewal, “but they also didn’t 
charge me anything as their way of showing 
support for healthcare workers.

“I believe he deserves recognition for what 
he’s done, and everyone should hear about 
his kindness. Something positive to hear 

within all the chaos.”
Arun Dewett and Sandeep Sidhu, owners 

of Speedier Auto Body, said Grewal had 
 been working flat out for three days and  
was exhausted. The owners said they  

just wanted to help her out to thank her  
for her hard work on the front lines.

“They are doing so much for us. We should 
help them,” said Dewett. “Whoever can do 
it, should step up do it.”

HELPING HEALTHCARE HEROES

THANK YOU HEROES
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Waterdown Collision is going above and 
beyond in its local community to provide 
support amid the COVID-19 pandemic.

In early April, Waterdown Collision 
launched the first of its pandemic relief 
efforts by picking up food donations from 
local residents’ homes and delivering the 
hauls to local food banks.

According to Max DiFelice, president of 
Waterdown Collision, the company plans to 
launch a new outreach initiative each month 
to continue supporting the local community. 
Following the food bank initiative, the facility 
began offering local seniors grocery delivery.

“We’ve seen great success with that pro-
gram,” DiFelice told Collision Repair. “A 
woman from Milton—which is about 35 km 
away—saw the post and asked if we could 
supply some groceries for her parents in 
Waterdown.”

Waterdown Collision has been in oper-
ation for the last 46 years and, in turn, the 
community has helped the business thrive. 
Now, DiFelice feels it’s time to give back to 

those who have done so much for his business.
“This community has supported our 

business for all those years. We have a lot 
of partnerships with charities, local sports 
teams and all those great things—but this is 
different. None of the staff here are the type 
of leaders that can stand idly by, so it was less 
of a question of ‘should we do something?’ 
and more ‘what can we do to help?’”

DiFelice is encouraging other facilities to 
stand up and give back to their communities 
in this time of need.

“Look into your communities and see 
where they need help—whether it be food 
banks, women’s’ shelters, youth programs or 
hospitals,” he said. “If you’re in this business, 
you’re certainly innovative enough—you can 
figure out exactly how your business can help.”

WATERDOWN WARRIORS

Ray Lavoie, manager at GM Forbes Colli-
sion in Waterloo, Ont., says his 18-year-old 
son has been hard at work crafting much-
need medical equipment for Canada’s front 
line workers.

Nathan Lavoie, an 18-year-old Royal  
Canadian Air Cadet, should be enjoying his 
last few weeks of high school. Instead, the 
teen is sat in front of his 3D printer crafting 
ear guards for Canada’s front line medical 
workers.

By securing mask straps to the ear guards, 
which wrap around the back of the head, 
medical workers are able to alleviate ear 
strain caused by wearing masks for upwards 
of 12 hours daily.

“We’ve sent them to Montreal, Winnipeg, 
Calgary, Kitchener-Waterloo, Toronto, Ham-
ilton, North York,” Ray told Collision Repair. 
“He’s really quite humble about it.”

According to Ray, Nathan has crafted more 
than 2,000 guards, which have been shipped 

to workers across Canada, and used more  
than 3.2 kilometres (2 miles) of plastic  
material.   

Nathan, who had purchased a 3D printer 
before the outbreak, wanted to serve as an 
example for his fellow Air Cadets.

“He just wanted to show them that you 
can be doing more than just sitting inside 
playing video games,” said Ray. “You can do 
something to help—there are lots of options 
out there.”

TEEN TITAN

Nathan Lavoie should be in the 
final weeks of high school, but 
instead he’s been crafting ear 

guards for Canadian 
medical workers.

By securing mask straps to 
the ear guards, which wrap 
around the back of the head, 
medical workers are able to 
alleviate ear strain.

Waterdown Collision in Ontario has launched a community support initiative—which will continue post-
pandemic—to support those that have supported it for 45 years.  
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Tom Bissonnette, director of the Saskatch-
ewan Association of Automotive Repairers 
has been a valuable resource for industry 
information amid the pandemic.

According to Brett McNeil of 3M, Bisson-
nette has been “a leader in teaching shops 
how to maximize their efforts during this 
unprecedented crisis.” 

In his weekly e-mail address on April 14, 
Bissonnette released data collected from Sas-
katchewan collision repair facilities. Alongside 
the data, he provided extensive suggestions 
for the province’s business owners, suggesting 
shops use downtime to better their facili-
ties and pursue training and providing his 
predictions for the post-pandemic normal.

Mike and Cathy Nichol, the owners of 
Speedy Collision Airdrie in Airdrie, Alberta, 

have gone above and beyond to offer help to 
their customers during COVID-19.

When a single mother of three young 
boys living in a rural community outside 
of Airdrie was notified that her vehicle was 
ready for pickup, she informed Mike that 
she had self-isolated herself with her three 
boys and was unable to pick up the vehicle.

Mike then offered to drop the vehicle off but 
also asked if the customer needed any essential 
supplies delivered to her door. Grateful, the 
customer said the family could “really use” 
some necessities. Mike left both the supplies, 
her keys and vehicle in her driveway, notified 
the customer and left.

Speedy Collision nominated the facility as 
an Everyday Hero after hearing about how it 
went above-and-beyond to improve the cus-
tomer experience in these tumultuous times.

“Great job Mike and Cathy,” said the com-
pany. “Hats off to you—we’re proud to have 
you as part of Speedy Collision.”

As part of its ongoing effort to 
support local youth in its commu-
nity, CSN Reliable Auto Body in 
Courtenay, British Columbia had 
donated $500 to a local school’s 
healthy lunch program for the 
month of April. 

However, after COVID reached 
Canada, the business contacted the 
school to ensure the funds were 
redirected to families that need 
a little extra help during these 
difficult times.

BISSONNETTE GIVES BACK

SPEEDY COLLISION’S CUSTOMER CARE

RELIABILITY IN THE REGION 

Tom Bissonnette, director of the Saskatchewan Association of Automotive Repairers, has 
been a valuable resource for Prairie province shops navigating this unprecedented crisis.

The business has also stepped up to support 
its fellow local businesses. Each week, CSN 
Reliable purchases and raffles gift certificates 
from local restaurants.

Mike and Cathy Nichol, owners of Speedy Collision Airdrie in Alberta have gone above 
and beyond to help customers secure much-needed supplies amid the pandemic.
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CORPORATE CONTRIBUTIONS
How collision repair companies have shown their support

O n  Apr i l  1 3 ,  
Axalta announced it 
would be shifting its 
production at cer-
tain plants in the 
United States, Mexi-

co, South America and Germany to produce 
thousands of gallons of hand sanitizer. The coat-
ings company is also donating PPE—including  

its  N95 inventory,  coveral ls ,  closed  
hoods and protective sleeves to hospitals 
worldwide. 

The coatings company is also donating 
5,000 seat covers, typically used in body shops, 
to local hospitals low on protective supplies. 
Medical professionals use the covers in their 
own vehicles to avoid spreading the virus 
when they come in contact with confirmed 

cases of COVID-19.
Axalta has been on the front lines of coro-

navirus efforts since February. To rapidly 
fulfill a critical need order at the request 
of a major customer, Axalta’s Changchun, 
China, plant was granted a special permit 
to resume work to manufacture paint for a 
fleet of ambulances in high demand at the 
peak of the outbreak in China.

BMW Group Canada called on its certified 
collision repair centres to assess their ability 
to support the nation’s emergency response 
by donating any overstocked supplies to local 
relief efforts. 

On April 6, BMW issued a letter asking 
its certified collision repair centres to assess 
their PPE inventories “with a view of, at some 
point, donating any discretionary quantities 

to support the COVID-19 national response 
at your individual local level.”

The OEM suggested taking action sooner 
rather than later by offering up unused masks, 
respirators, gloves, painting suits, safety 
glasses, masking tape, digital thermometers, 
disposable wipes and protective foot covers to 
efforts supporting health care and frontline 
workers in your local community.

Porsche offered roadside assistance services 
to approximately 235,000 frontline workers 
from mid-April through May 31, 2020. 

To qualify, healthcare workers only need 
to present their Ontario hospital-issued 
identification when calling 1-800-PORSCHE 
for roadside assistance. The services include 
towing, battery jump-start, flat tire assistance, 
and emergency fuel delivery. They don’t have 
to be driving a Porsche to receive the service, 
either—the roadside assistance will offer help 
in any roadside emergency, regardless of what 
car they’re driving.

“The world is experiencing one of the 
worst public health crises in its history and 
we are happy to offer a gesture to keep the 
valuable frontline workers moving as safely 
as possible,” said Marc Ouayoun, president & 
CEO, Porsche Cars Canada. “We recognize 
their tremendous contributions and feel that 

assisting in transportation issues during this 
time while they work towards the safety and 
wellbeing of Ontarians is our way to contribute 
to the greater good.”

Porsche is not the first automaker to offer 

drivers services amid the coronavirus pan-
demic regardless of the car they’re driving. 
Mazda North America offered free cleaning 
and basic vehicle services such as oil changes 
to frontline workers until May 4, 2020.

COATINGS CONTRIBUTION

PPE PURSUIT

KEEPING THINGS MOVING

Porsche Canada offered free roadside service to frontline medical workers during April and May.

R epairers and recyclers aren’t the only ones offering up relief services amid the  
pandemic—the industry’s big names have stepped up with massive donations of 
PPE, life-saving product development and financial aid.
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CARSTAR’s corporate team is donating $10,000 to a Hamilton, Ontario 
healthcare foundation, a move it describes as “inspired by the organic gen-
erosity sprouting within the organization.” In a press release, the CARSTAR 
communications team announced it would be making a $10,000 to the 
St. Joseph’s Healthcare Foundation in Hamilton—the city that is home to 
its Canadian offices. It will also make a $10,000 donation to the Atrium 
Health Foundation in Charlotte, North Carolina, the city where its U.S. 
offices are located.

“This is about celebrating all of the compassion coming out of a time 
that has created unprecedented challenges for our world,” said Michael 
Macaluso, Driven Brands’ group president and executive vice president 
for its collision and glass division.

“It is important in times like these to recognize all of the singular individuals, 
raising the collective disposition in communities across North America.”

Since the beginning of the coronavirus outbreak, CARSTAR has also 
donated more than 1,000 pieces of medical supplies donated to hospitals, 
more than 400 kg (1,000 lbs) of food to local shelters.

Aurora, Ontario based Magna International developed a 
Puro ozone sanitizing device in the waking hours of the pan-
demic, and it said it could be capable of killing coronavirus 
and sanitizing medical equipment.

Puro operates on proprietary software developed by Magna 
and converts oxygen into super-cleaning ozone molecules that 
quickly kill bacteria and odors. Once the item is sanitized, 
the device converts the ozone back into oxygen to be safely 
released. Since there’s no water involved, the device is ideal for 
sterilizing surfaces that can’t be boiled or otherwise sanitized. 

It’s also said to be capable of holding large, oddly sized elements 
while being safe to use on everyday items, like eating utensils.

The device had already been proven to kill MRSA—Methicil-
lin-resistant Staphylococcus aureus, a difficult-to-treat infection 
in humans—and other viruses, like H1N1 Influenza. An ozone 
sanitizing device at the University of British Columbia proved 
killed MRSA bacteria in 2012.

LOCAL INSPIRATION

SUPPLIER SANITIZER RETOOLED REFINISHING

Since the pandemic reached Canada, CARSTAR has donated more than 1,000 
pieces of PPE and more than 400 kg (1,000 lbs) of food to local shelters.

Magna International was quick to react to the pandemic, seeking a testing 
laboratory for its Puro sanitization device, as well as launching partnerships 
with manufacturers for ventilator production.

To do its part for pandemic relief, Garmat USA revamped a paint 
booth design to develop a walk-up testing booth for COVID-19—and 
all in less than a week, according to the company.

Garmat says the booth’s protective screen and built-in chemical 
and puncture-resistant gloves save on PPE use, as there is no need 
to remove any PPE between patients. The overhead Hepa filtration 
introduces clean air to the chamber, while positive pressure keeps 
contaminants out—thereby keeping the virus from entering the box, 
says Garmat. It can be used indoor or outdoor.

Garmat used a paint booth 
design to develop a walk-up 
COVID-19 testing booth 
prepped for the front lines.

Garmat said “all 
hands were on deck 
working to get the 
model completed” and 
out on the front lines 
as quickly as possible.
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BASFCONSOLIDATED DEALER SERVICES

BASF has buckled down on its COVID-19 relief efforts 
in Canada. 

The company’s Windsor, Ontario site—which normally 
produces OEM coatings and refinishes—has shifted its lines 
to produce around 170,000 litres of hand sanitizer destined 
for front line workers and essential services across Canada. It 
is also providing other personal protective equipment (PPE), 
such as disinfectant, gloves, protective suits and masks.

BASF has also contributed $64,000 to Food Banks Canada 
to support food purchasing, distribution and resourcing 
within food banks across the country amid the pandemic.

As part of its Count on Us campaign, Consolidated Dealers 
Co-Operative is donating more than 250,000 safety gloves to 
COVID-19 efforts.

The first donation took place on April 23 in conjunction with the 
Trillium Association of Automobile Dealers, where 50,000 gloves 
were picked up for distribution among front line workers and first 
responders across Canada.

Consolidated Dealers will be donating more than 
250,000 gloves to COVID-19 relief efforts.

SEVEN PALLETS FROM SASK POLYTECH

Saskatchewan Polytechnic is doing its part to keep healthcare 
workers safe in their frontline response to the COVID-19 pandem-
ic—the trades college recently collected several pallets of PPE for 
distribution among health workers in regions across the province.

The pallets—seven in total—were obtained from the Moose Jaw, 
Prince Albert, Regina and Saskatoon campuses contained 780 iso-
lation gowns, 741 boxes of gloves, 212 boxes of procedural masks, 
219 boxes of N95 masks and 420 additional masks, 41 containers 
of hand sanitizer, 40 boxes of masks with face shields, 20 tubs of 
disinfection wipes, four boxes of surgical masks.

Staff first conducted an inventory of supplies and material at each 
campus. Employees then returned to their campuses and, following 
proper safety guidelines, gathered the materials from storage and 
worked with facilities to bring the supplies to staging areas, where 
boxes were shrink-wrapped and loaded for shipment.

Saskatchewan Polytechnic recently collected several pallets of PPE for 
distribution among health workers in regions across the province.

The pallets—seven in total—contained PPE like gloves, N95, surgical 
and procedural masks, hand sanitizer and disinfection wipes.
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STAYING SAFE AT SYMACH

PDR CANADA

Safety management has always been a priority for Symach—both 
in the equipment it produces and sell, and for Symach working 
environment. 

Headquartered in Italy, Symach reopened its production facility 
providing the full implementation of the ‘Protocol for the regulation 
of measures to combat and contain the spread of the Covid-19 
virus in the workplace’, signed on March 14, 2020. 

With its company headquarters and production site boasting a 
combined size of 15,000 sq. m. (161,500 sq. f.), Symach says social 
distancing among employees is easily ensured. Masks, gloves and 
hand sanitizers have been distributed to the employees and made 
available when entering the different departments. Daily cleaning 
and sanitizing of any single work desk and computers are assured 
by specialized personnel. 

Symach’s signs display the details of the new safety measures for employees to follow.

When PDR Canada embarked on production of its new light 
tunnel in early January, it never anticipated how useful the product 
would be in the coming months.

When COVID reached Canada, Domenic Serra, owner and 
operator of PDR Canada said he believed the pandemic would 
put a halt on the new product.

“And then it dawned on me,” Serra told Collision Repair. “We 
could use the tunnel to create an entirely touchless estimation 
process.”

Now, PDR Canada is using the tool to perform touchless esti-
mates that comply with the current social distancing protocols. 
By setting the tunnel up inside a repair bay, customers can easily 
drive into the tunnel to expose any hail damage.

“We talk to them from a safe distance—through their vehicle 
glass—and either make an appointment for a repair at that present 
time, or we call them to set up a repair at a later date,” said Serra. 
“They never even need to leave their vehicle.”

PDR Canada’s light tunnel has allowed the company to develop a 
touchless estimation process for hail damage.

The customer can then drive into the light tunnel without leaving 
their vehicle, allowing the estimator to do their job.
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RECYCLER RELIEF
Canadian recyclers have revved up for coronavirus relief

Dom’s Auto Parts is offering up to $200 in free parts for front line workers.

Valley Automotive donated a supply of its N95 stock to a Pembroke, Ontario retirement residence.

DOM’S DEDICATION

HEROES OF THE VALLEY

Dom Vetere, owner of Dom’s Auto 
Parts in Oshawa, Ontario, is offering 
free auto parts to the province’s first 
responders amid the crisis.

First responders—hospital staff as 
well as paramedics, police and fire-
fighters—can receive up to $200 in free 
auto parts by providing staff at Dom’s 
their employee ID. 

“We want you to know how much 
we appreciate everything you do,” said 
Vetere. “We are here to help in any 
way we can.” 

Riverview Heights Retirement Residence has issued a public 
thank-you to the Valley Automotive team after staff members deliv-
ered much-needed N95 masks to the Pembroke, Ontario retirement 
residence.

In a social media post, Riverview Heights staff thanked Mary and 
Brandon Poirier, owners of Valley Automotive.

“A HUGE Shoutout!! To Brandon and Mary from Valley Automotive 

for the extraordinary donation of N95 masks. We are so thankful!”
Shortages in N95 masks have been a problem for many medical 

service providers.
After the coronavirus arrived at a Bobcaygeon, Ontario nursing 

home, medical experts have also expressed fear that retirement and 
nursing homes will likely suffer significant losses due to a lack of 
basic medical gear.



JUNE 2020   COLLISION REPAIR 49JUNE 2020   COLLISION REPAIR 49JUNE 2020   COLLISION REPAIR 49STANDING STRONG DURING A GLOBAL PANDEMIC!

C
O

V
ID

-1
9 

C
O

V
E

R
A

G
E RECYCLING

When Bill Wyatt heard several cars were damaged at a Sarnia, 
Ontario retirement home already reeling from COVID-19, he wanted 
to help out. So, Corey Auto Wreckers offered to have the smashed 
glass of the cars parked at Landmark Village repaired free of charge.

“Just the whole circumstances of this virus going around and so 
on – how could you not?” said Wyatt. “I was glad to do it.”

The long-term care home has been hit particularly hard by the 
virus—six people have died at the facility and more than 20 have been 
diagnosed with the virus. On April 7, vehicles parked on Landmark’s 
grounds were damaged and rifled. Three belonged to residents under 
quarantine and a fourth to a personal support worker working a 
12-hour overnight shift.

John Scotland, CEO of Steeves and Rozema, the company that owns 
and operates Landmark, said the company received a call from “a 
good samaritan out of the London area” who offered the free service.

“It’s nice to see small silver linings and acts of kindness in these 
times,” he said.

Wyatt had the replacement for the passenger-side rear window 
of a Ford Fusion delivered from London to Windsor, where it was 
installed by a friend of the woman who owned the car.

Wyatt said he’s still waiting to hear back from the owners of the 
other damaged cars, but he plans to give them the glass they need 
for free. If needed, he’ll help them out in the future.

“If anything happens there in a similar situation – and gosh, I hope 
it doesn’t—I’d be happy to step up again, no problem.

Jeff and Roger Schroder, CEO and vice president of sales for CarPart.com.

 When Bill Wyatt heard news of the damaged vehicles parked at long-term care facility 
Landmark Village—which has suffered six coronavirus deaths thus far—he offered to 
provide the necessary glass. 

CAR-PART’S CONTRIBUTION

SMASHED WINDSHIELD SAVIOUR

Car-Part.com offered up several relief initiatives to recyclers amid 
the COVID-19 pandemic, including 10 percent off service fees for 
parts suppliers and free upgrades to certain Car-Part.com products 
and services.

During the months of April, May and June 2020, Car-Part.com—an 
online marketplace for used automotive parts—is offering suppliers 
a 10 percent discount on service fees. The company will also allow 
suppliers to place their accounts on hold and remove listings from 
the Car-Part.com marketplace for up to 90 days. Any accounts may 
be reinstated at any point during those 90 days.

“We realize the COVID-19 pandemic has resulted in hardship for 
many of our customers,” said Jeff and Roger Schroder, founder and 
vice president of Car-Part.com, respectively. 

Further, Car-Part.com began providing its current auto recycling 
customers with free upgrades to certain products and services for a 
limited time— “to assist in maximizing your parts sales opportunities 
and operational efficiency using existing vehicles, parts and people.” 

The company wants to remind recyclers that it is still offering 
access to its online training webinars.

“The current situation may provide an opportunity for you to 
catch up on training opportunities that you haven’t had time for 
yet,” said the company. “Our online training resources are available 
at products.car-part.com/webinars. If you are interested in training 
on tools or services that are not currently listed there, please contact 
your Car-Part sales or support rep.”

The company has “decided not to reduce [its] workforce at this 
time” and its staff continues to work remotely. Instead, it has made 
“significant investments in equipment and technology” so it may 
continue to provide support to facilities while its teams work remotely.

“Our goal is to continue providing the industry-leading tools, 
training, and support that you need to maximize sales and efficiency 
during this difficult period.”

The company has the backs of its Canadian counterparts in this 
difficult time and has donated $10,000 to an Automotive Recyclers 
of Canada relief fund, representing a $5,000 initial donation and up 
to an additional $5,000 matching donations from others. 
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THE CUSTOMER AND COVID-19

BY ALLISON ROGERS

CARSTAR Brampton is committed to keeping its customers safe and comfortable

T he current global circumstances have left 
much of the general public in a cloud of 
uncertainty, begging the question, what 

will post-COVID customer service look like?
Frank Sottile and Francesco ‘Frisk’ Venezia-

no, owner and general manager of CARSTAR 
Brampton, respectively, are on the hunt for 
an answer. Since the start of the outbreak, 
the facility’s primary pandemic goal has been 
to ensure its customers are confident in the 
safety of its service.

Like all businesses, CARSTAR Brampton 
experienced a slowdown in mid-March as 
COVID-19 was classified a pandemic and 
began wreaking havoc in Canada.

“As soon as COVID-19 was labelled as a 
pandemic, we immediately saw a decline,” 
Sottile told Collision Repair. “It was like the 
bottom fell out.” 

The pair wasted no time—when the work-
flow started to dwindle, Sottile and Veneziano 
began implementing strategies. They imme-
diately began offering a contactless drop off 
and pick up process for customers using the 
ProgiPhoto estimation program, which is 
currently free for shops amid the pandemic.

“It’s all integrated with our Progi calen-
dar, too, which we use for our bookings,”  
said Sottile. 

“We were Progi-familiar before, so  
implementing the new tool just made sense.”

The facility also released a video to ensure 
the public is aware of its essential status, as well 
as the precautionary procedures it has imple-
mented to meet social distancing protocols.

Veneziano said the response from  
the business’s industry partners have also 
been positive. 

“We’ve received some great feedback from 
our insurance partners,” he said. “The most 
common question I’ve heard in talking to 
insurers is, ‘what measures facilities are taking 
to keep their customers safe?’”

While CARSTAR Brampton has experi-
enced some slowdowns, Sottile and Veneziano 
have gotten creative to help their techs fill 
the time.

“It’s all done now, but a lot of the prelimi-
nary time was filled with odd jobs—going to 
a customer’s house to install a missing piece 

Francesco ‘Frisk’ 
Veneziano and Frank 
Sottile, general manager 
and owner of CARSTAR 
Brampton, respectively.
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and going that extra mile to serve them. We’ve 
cleared up all those projects now, so we’ve 
been focused on keeping things tidy around 
the shop. We’re not dead—we still have a few 
cars come through every week—and we will 
survive, but we’re taking money from our left 
pocket and putting into our right.”

Veneziano says staff have also been tak-
ing advantage of the CARSTAR University 
training program and I-CAR courses during 
the downtime. 

“If there is downtime, staff have access to 
all of CARSTAR University’s training courses, 
as well as the courses I-CAR is currently 
offering free-of-charge,” he said. “They can 
always hop on the computer and get those 
completed.” 

For many business owners, pandemic 
protocols have spurred fresh ideas when it 
comes to easily serving their customers. Given 
the success CARSTAR Brampton has seen in 
implementing its drop off and pick up area, 
Sottile says the facility may consider making 
the service permanent to accommodate 24-
hour vehicle drop off.

“When this is all over, we could implement 
that service. The customer could drop off 
their car, snap some photos with the Progi 
system and drop off their car without anyone 
being at the shop. That’s a hope and a dream 
away, but it may be something we continue 
to use in the future.” 

“With the Progi system, the process is very 
quick and easy. I think that is only going to 
benefit us when this is all over—we’ll be able 
to get our customers in and out as quickly 
as possible.” 

Right now, CARSTAR Brampton is focused 
on the here and now. The shop is putting the 
customer first and wants to continue serving 
its community in the safest way possible as 
pandemic paranoia looms. 

“Uncertainty is the best word to describe 
what people are feeling,” said Sottille. “We’re 
doing everything in our power to keep our 
staff and customers safe. We’re working  
to build our trust with the driving public 
and show them that we want to keep them 
safe just as much as they want to stay safe 
themselves.” 

CARSTAR BRAMPTON 
HAS IMPLEMENTED THE 
FOLLOWING PANDEMIC 
PROTOCOLS:

•  Vehicle disinfection using indus-
trial-strength wipes before and after 
repair
•  Limited number of customers in 
front offices
•  New protocols for reduced contact 
among technicians on shop floor
•  Equipment and offices cleaned night-
ly to “the strictest of hygiene standards”
•  Contactless estimation processes 
using ProgiPhoto
•  Remote payment options

WHEN CUSTOMERS ARRIVE, 
THEY WILL:

•  Drive into the employee-free garage
•  Speak to remote agent behind glass 
window, who provides instructions on 
drop-off and key deposit
•  Sign paperwork in disinfected sign-
ing area using clean pen in sealed bag
•  Pick-up any materials (rental car 
keys, etc.)
•  Leave garage through remote-ac-
tivated door

The facility has installed COVID-19 signage on site to notify customers that they are 
open and are taking added precautions to keep customers and staff safe.

At CARSTAR Brampton, 
customer drop-offs are done in 
an empty vehicle bay.



Here are 4 contact-free options for getting an estimate 
or repair without having to walk into one of our shops:  

For more information visit us online:
boydautobody.com  •  assuredauto.ca

 Scheduled Appointments

• Make appointment

• Repairs are completed

• Vehicle is cleaned 
 and delivered

1

Boyd Autobody & Glass and Assured Automotive’s top priority is the health and safety of our customers 
and team members. That’s why we are providing Drop & Go Services that allow you flexible solutions that 
meet a variety of contact-free and social distancing needs. 

We realize that this is a very challenging time for everyone and we’re here to help.

 Contact-Free Curbside Estimates

• Visit repair center

• Estimator provides 
estimate while you 
stay in vehicle

• Estimate delivered 
electronically

2

 Online Estimates
• Submit photos using 

online form

• Appointment is made

• Repairs are completed 
and vehicle delivered

3  Home Pick-Up & Delivery
 (if available)

• Schedule pick-up of vehicle

• Pick-up and repairs are made

• Vehicle is cleaned and delivered 

4

DROP & GO



Assured Auto AD

ADVERTORIAL

Assured Automotive is pandemic prepared to serve our community

REST ASSURED

S ince March, our environment and community at large 
has been in a state of flux. Each day seems to present 
new challenges and situations for all of us to manage. 

Given this is the environment we are expected to live in for the 
foreseeable future, adapting to new elements is mandatory to 
keep everyone safe and to minimize the spread of COVID-19.

Even though a lot of things have changed, some of us 
are still driving to work, and may have been involved in 
an accident – or maybe there is some work on your vehicle 
which you now have time to address. Assured Automotive 
and Boyd Autobody &amp; Glass have introduced processes 
and safeguards to manage your automotive needs. All of 
our facilities across Canada are open and able to provide 
customers with various contact-free experiences that ensure 
health safeguards for our customers and employees. More 
importantly, we have consistent processes and verified the 
disinfection cleansers we use meet the guidelines set out by 
our provincial governments.

As an essential service, we have created the following 
contact-free solutions to safely service our community…

• Scheduled Appointments
• Contact-Free Curbside Estimates
• Online Estimates
• Home Pick-Up &amp; Delivery

We have now implemented several additional steps within 
our repair process to ensure application of disinfectant to 
your vehicle happens at various stages to ensure the safety of 
everyone. If you have specific questions or challenges which 
need to be addressed, we invite you to speak with one of our 
locations. We would like to take this opportunity to thank all 
of the first responders and essential workers who continue 
to keep our communities running during this difficult time. 
With over 135 locations throughout five Canadian provinces, 
we are proud to do our part to keep you driving by providing 
safe, quality collision repairs.

Here are 4 contact-free options for getting an estimate 
or repair without having to walk into one of our shops:  

For more information visit us online:
boydautobody.com  •  assuredauto.ca

 Scheduled Appointments

• Make appointment

• Repairs are completed

• Vehicle is cleaned 
 and delivered

1

Boyd Autobody & Glass and Assured Automotive’s top priority is the health and safety of our customers 
and team members. That’s why we are providing Drop & Go Services that allow you flexible solutions that 
meet a variety of contact-free and social distancing needs. 

We realize that this is a very challenging time for everyone and we’re here to help.

 Contact-Free Curbside Estimates

• Visit repair center

• Estimator provides 
estimate while you 
stay in vehicle

• Estimate delivered 
electronically

2

 Online Estimates
• Submit photos using 

online form

• Appointment is made

• Repairs are completed 
and vehicle delivered

3  Home Pick-Up & Delivery
 (if available)

• Schedule pick-up of vehicle

• Pick-up and repairs are made

• Vehicle is cleaned and delivered 

4

DROP & GO
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Boyd Autobody & Glass and Assured Automotive’s top priority is the health and safety of our customers 
and team members. That’s why we are providing Drop & Go Services that allow you flexible solutions that 
meet a variety of contact-free and social distancing needs. 

We realize that this is a very challenging time for everyone and we’re here to help.

 Contact-Free Curbside Estimates

• Visit repair center

• Estimator provides 
estimate while you 
stay in vehicle

• Estimate delivered 
electronically

2

 Online Estimates
• Submit photos using 

online form

• Appointment is made

• Repairs are completed 
and vehicle delivered

3  Home Pick-Up & Delivery
 (if available)

• Schedule pick-up of vehicle

• Pick-up and repairs are made

• Vehicle is cleaned and delivered 

4

DROP & GO
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W hen it comes to fixing cars, automotive apprentice 
Jeffrey Furtado has never lacked motivation.

“When I was in elementary school I would 
go to my cousin’s body shop to help take apart 

cars,” said Furtado. “People used to be shocked by the speed 
I would work at—I would attack anything in my sight. For 
me it wasn’t work, I was just out there having fun!”

After graduating high school, Furtado’s first experience in 
a facility was as a detailer, before enrolling in a three-year 
auto body program at Mohawk College. With both practical 
shop experience and an automotive education behind him, 
Furtado was ready to take on the next chapter in his young 
automotive career.

This chapter would lead Furtado to Assured Automotive 
in Meadowvale, a shop he is more than proud to be a part of.

“It’s been a great pleasure to work with such an amazing team,” 
said Furtado. “I’ve learned so much 
from the staff here, as they’ve giv-
en me the opportunity to work 
through problems and figure things 
out on my own. When they see that 
I’m struggling, that’s when my col-
leagues step-in and show me a bet-
ter way of approaching a problem.”

 Not only has Assured provid-
ed Furtado with the opportunity 
to learn in a staff-friendly envi-
ronment, but also the chance to 
diversify his skills.

“To be a good body technician 
you need to be well-rounded,” said 
Furtado. “No collision is the same 
and you must be able to adapt to 
the needs of each specific vehicle. 
Assured has given me the opportu-
nity to learn the different facets of 
this industry in order to properly understand all the elements 
involved in a repair.” 

Jeffery is posed to write this final exam, once he does; 
he has aspirations to expand his knowledge and skill base.  
His eyes are currently set on attaining Jaguar/Land Rover 
Certification, (JLR).  He currently works on mainstream ve-
hicles and is exposed to various high end vehicles.   With 
guidance from one of his mentors Walter Rostkowski, he is 

able to navigate through challenges he has not seen before 
and learn tricks of the trade which are not taught in class.  
Furtado understands that to reach the skill level of his peers, 
on-going training and effort is required on his part, and As-
sured is supporting him in his skills development–as Derek 
Florczyk and Adrian Szalai work with him, as his skills de-
velopment coaches.

 Personally, Furtado is the proud owner of a 1991 BMW 
318is–which both he and his girlfriend enjoy.  When he first 
got it, his girlfriend asked if it would be “ready for the road” 
for her graduation, she did not think it was going to happen, 
but Jeffery worked on it and surprised her, when he went 
to pick her up in the car.  This car is one of the many ways 
which they incorporate their personal passions and career 
into their lives together, and Jeffery is grateful he has some-
one who appreciates his work, passion and pushes him to 

pursue his goals.
With so much still to learn, Furtado knows that the jour-

ney to becoming a certified Body Technician will not be an 
easy one, but one he is more than happy to be a part of. “The 
feeling I get seeing a customer happy with the final product 
is what motivates me to get better every day,” said Furtado. 
“I’m grateful for Assured and how they helped me turn my 
hobby into a career.”

Assured Automotive Mississauga North’s General Manger, 
Bruno Silvestri with star Apprentice Jeffery Furtado.

ASSURING MOTIVATION
HOW ASSURED AUTOMOTIVE GIVES STAFF LEVERAGE TO SUCCEED

Assured Automotive
2360 Southfield Road, Mississauga, ON L5N 2W8 Canada 
905-363-0125

assuredauto.ca
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WHAT ARE THE REPERCUSSIONS TO LAYING OFF AN EMPLOYEE?

What every business 
owner needs to know 
during the pandemic

LABOUR, 
LAYOFFS 
AND THE

BY RONALD M. SNYDER

LAW

T he COVID-19 pandemic has impacted businesses across the industry spectrum in a manner not previously seen in a generation. Its collateral 
effect upon employees is nothing short of devastating. In response, both the Canadian federal and provincial governments have issued an 
array of support measures and guidelines that are continually being revised to address ever-evolving considerations.  

Based on client inquiries I have received in recent weeks, I have outlined some of the more frequently-asked employee-related questions being 
raised by employers. 

A layoff that is not managed properly can 
expose an employer to unanticipated financial 
consequences.

In a unionized environment, the parties’ 
relevant collective agreement will typically 
address how and in what manner lay-offs are 
to occur and the monetary and non-monetary 
ramifications that will arise.  

In a non-unionized environment, the sub-
ject matter of lay-offs is typically addressed 
in a province’s employment standards legis-
lation, some of which set out the conditions 
when lay-offs will be viewed as permanent 
dismissals, to which financial consequences 
will then attract.

For example, in Ontario and British Co-
lumbia, the respective Employment Standards 
Acts provide that an employer is deemed to 
have terminated an employee if the employee 
is laid-off for a period longer than a “tempo-
rary lay-off”, which is a defined phrase under 
these Acts.  In Ontario, it means:

•  A lay-off of not more than 13 weeks in 
a period of 20 consecutive weeks; or 

•  A lay-off of more than 13 weeks in a pe-
riod of 20 consecutive weeks where the layoff 
is less than 35 weeks in 52 consecutive week 
period, and, other certain listed conditions 
in the Act must exist. 

An Ontario employee who has been laid 
off without having been provided a recall 

date will be deemed to have been dismissed 
if the laid-off period exceeds the period of 
the ‘temporary lay-off.’

Should a lay-off become an unintended 
dismissal, the employer will then be required 
to pay the affected employee compensation 
equivalent to, at minimum, the appropriate 
working notice and severance pay to which 
that employee would be entitled under the 
Employment Standards Act.  In the case where 
the dismissed employee has an employment 
contract or is otherwise entitled to common 
law damages, the compensation to be paid 
out could be even more substantial.  

To the extent that many employers are cur-
rently experiencing severe cash flow shortages, 
the financial consequences of mismanaging 
a lay-off could be particularly burdensome.  

Employers should consult with a labour and 
employment law professional to ensure that 
all of the necessary steps and precautions are 
being taken to manage layoffs in a manner 
that minimizes their financial exposure.
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LAW The Government of Canada has introduced 
the Canada Emergency Response Benefit 
(CERB) to address those individuals who 
find themselves unemployed as a direct 
result of COVID-19. This program provides 
a taxable benefit of up to $500 per week for 
up to 16 weeks. 

The qualifying criteria to secure this benefit 
are as follows:

•  Must be a resident of Canada and at 
least 15 years old; 

•  Unemployment must be a direct result 
of COVID-19, and the individual did not 
voluntarily quit their job or are eligible for 
unemployment insurance or sickness benefits; 

•  Had a minimum income of $5,000 in 
2019 or in the 12 months prior to the date 
of their application; and 

•  Will not have employment or self-em-
ployment income for at least 14 consecutive 
days in the initial 4-week period, and for 
subsequent benefit periods, the individual 
expects to have no employment or self-em-
ployment income; 

On April 15, this criterion was expanded 
to permit applications where an individual 
earns up to $1000 per month while collecting 

the benefit. Further, the CERB is available to 
individuals who have exhausted their Em-
ployment Insurance (EI) regular benefits and 
are unable to secure work due to COVID-19.

It is to be noted that EI benefits and CERB 
cannot be paid for the same period of un-
employment. 

Some provinces have elected to provide 
assistance in addition to the CERB.  British 
Columbia, for example, has provided an Emer-
gency Benefit for Workers that will provide 
a one-time $1,000 payment to individuals 
who lost employment income because of 
COVID-19.  Eligibility for this payment exists 
even if EI or CERB has or is being received. 
Individuals are thus encouraged to investigate 
whether such similar additional support is 
available in their province.

WHAT TYPE OF UNEMPLOYMENT SUBSIDIES ARE AVAILABLE FOR MY EMPLOYEES?

WHAT TYPE OF WAGE SUBSIDY IS AVAILABLE FOR MY COMPANY?

The Government of Canada has also made 
available the Canada Emergency Wage 
Subsidy (CEWS), which pays temporary 
wage subsidies of up to 75% of an eligible 
employee’s remuneration (for salaries that 
do not exceed $58,700 and to a maximum 
benefit of $847 per week per employee) for 
12 weeks during the period 15 March to 6 
June, 2020.  

On May 8, however, the government 
announced that it will extend the CEWS to 
August 29, 2020. 

Entitlement to this subsidy is predicated 
on an employer being able to demonstrate a 

drop in gross revenues of at least 15 percent in 
March and 30 percent in the following months 
in comparison to its 2019 revenues. For newer 
companies, the comparative months will be 
January and February 2020.  This subsidy is 
available to employers of all sizes and across 
all sectors of the economy.

Additionally, eligible employers can receive 
a 100 percent refund for certain withholding 
contributions to the Canada Pension Plan, 
EI, the Quebec Pension Plan and the Quebec 
Parental Insurance Plan.

There is also a Temporary Wage Subsidy 
(TWS) program; a three-month, 10 percent 
wage subsidy available to employers to reduce 
the amount of payroll deductions required to 
be remitted to the Canada Revenue Agency 
(CRA). The subsidy is equal to 10 percent of 
the remunerations paid from March 18, 2020 
to June 19, 2020 (up to $1,375 per employee 
to a maximum of $25,000 per employer). 

Eligible employers include individuals, 
partnerships, non-profits and registered 
charities, as well as Canadian-controlled 
private corporations (including cooperatives) 
that have an existing business number and 

payroll program account with the CRA as 
of March 18.

Although an employer can apply for both 
the CEWS and TWS, any benefit received 
pursuant to the CEWS will likely be reduced 
by an amount equivalent to a TWS received 
for the same period. 

Finally, a word of caution to employers 
applying for the CEWS: to ensure that the 
subsidy is not inappropriately obtained and 
that employees are paid the amounts, the 
government is considering the introduction 
of new offences that will apply to individuals, 
employers or business administrators who 
provide false or misleading information to 
obtain access to this benefit or who misuse 
any funds obtained under the program. The 
penalties may include fines or imprisonment. 

Thus, vigilance should be exercised in the 
filing of a claim and in the administration of 
the wage subsidy received. Where an employer 
determines, subsequent to its receipt of CEWS, 
that it is not legitimately entitled to the CEWS 
or any portion thereof, appropriate due 
diligence should be exercised that includes 
notifying the appropriate authorities. 

“Unemployment must be a direct result of COVID-19, and the individual 
did not voluntarily quit their job or are eligible for unemployment insurance 

or sickness benefits.”
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WHAT TYPE OF LEAVE PROTECTIONS ARE ACCORDED 
TO EMPLOYEES WHO ARE ABSENT DUE TO COVID-19?

Virtually all provincial governments and 
the Government of Canada have passed 
or shortly will pass legislation to protect 
employees who are absent from work due 
to COVID-19.   

For example, on March 19, the Govern-
ment of Ontario passed the Employment 
Standards Amendment Act (Infectious Disease 
Emergencies), 2020 that prohibits employers 
from threatening, firing or penalizing an 
employee because the employee took or plans 
to take emergency ‘infectious disease leave.’ 
At this time, COVID-19 is the only disease 
for which infectious disease emergency leave 
may be taken.

This protection is retroactive to January 
25, 2020. Thus, if an employee was fired on 
or after this date because of an absence due 
to COVID-19, the employer will be obliged 
to reinstate the employee to the position the 
employee most recently held, if it still exists, 
or to a comparable position if it does not, as 
of March 19, 2020.

The legislation sets out a list of circum-
stances in which the job-protected leave will 

apply and includes protections for employees 
who are in quarantine, isolation (voluntary 
or involuntary) or are providing care or 
support for family members due to a matter 
related to COVID-19. The latter may include, 
for example, employees having to care for a 
child whose school or day care was closed 
because of COVID-19 and those who are 
directly affected by travel restrictions such 
that they cannot reasonably be expected to 
travel back to Ontario.

An Ontario employer may ask an employee 
to provide “evidence reasonable in the cir-
cumstances at a time that is reasonable in 
the circumstances” to justify the employee’s 
absence from work due to a COVID-19 
concern, but it cannot request the production 
of a certificate from a physician or nurse as 
evidence. However, medical notes can be 
demanded in the context of issues such as 
return-to-work situations or for accommo-
dation purposes.

There is no specified limit to the number 
of days an Ontario employee can be absent 
from work under this legislation.  The em-

ployee may remain absent for as long as  
the event lasts that triggered the entitlement 
to the leave. Further, COVID-19 leave ab-
sences do not have to be taken consecutively,  
but rather may be taken in part days, full 
days or periods of more than one day. If the 
employee must absent themselves from a shift 
for a brief period to address a COVID-19 
related concern, such as delivering urgently 
needed COVID-19 medication to a family 
member, the employer must permit the  
employee to return to work for the  
remainder of the employee’s shift and to 
pay the employee for that portion of the 
shift worked.

Similar legislation passed or to be passed 
by other provinces to protect employees’ jobs 
due to COVID-19 related absences gener-
ally mirror the protections provided by the  
Government of Ontario. Those employers  
who operate in more than one province 
should therefore familiarize themselves with  
the applicable scope of protections ac-
corded their employees in those respective  
jurisdictions. 

Labour and Employment Counsel on Behalf of Employers:

UNDER WHAT SCENARIO CAN MY EMPLOYEE CLAIM SICK BENEFITS DUE TO ILLNESS?

Where an individual is incapable of work-
ing due to quarantine, injury or illness, EI 
sick benefits can provide up to 15 weeks of 
income replacement.

The benefit is limited to 55 percent of one’s 

earnings, to a maximum of $573 per week.  
An individual claiming the benefit due to 
quarantine will not have to provide a medical 
certificate and the standard 1-week waiting 
period will be waived. 
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HOW SHOULD EMPLOYERS PREPARE THEIR STAFF 
FOR THE RESUMPTION OF BUSINESS?

Provincial occupational health and safety 
legislation across Canada require that employ-
ers take the necessary precautions to protect 
the safety and health of their employees. With 
the COVID-19 virus not yet eliminated and 
the unlikelihood of a vaccine being approved 
for at least another year, employers must take 
appropriate steps and implement controls 
that are reasonably necessary to address 
the potential hazard of COVID-19 at their 
workplace.

The failure to do so could result in the 
levying of provincial penalties in the form 
of fines, potential criminal prosecutions and 
even orders to shut down a business until 
the identified health and safety issues are 
properly rectified.

The health and safety measures to be taken 
will vary according the nature of the operation 
in question. This will require employers to 
conduct a hazard assessment for COVID-19 
transmission at their facility.  Some provincial 
governments have posted guidelines on-line 
that are sector-specific in how to prevent the 
introduction and spread of COVID-19 at 
the workplace.

It is equally important that employers 
communicate to the employees being called 
back to work of the safety measures being 
implemented. It can be anticipated that some 

workers will be reluctant to return to work 
if they do not feel assured that the employer 
is implementing all reasonable measures to 
protect their safety and health. Notably, many 
provinces give employees the right to refuse 
work where the employees reasonably view it 
to be dangerous. In anticipating higher than 
normal rates of absenteeism and work refusals, 
employers should develop a communications 
strategy that provides their employees with 
the necessary comfort to return to work. 

In those circumstances where employees 
ignore the direction to return, employers 
should be aware of their legal rights and 
responsibilities to resolve the matter. 

Some of the more common considerations 
for the protection of employees’ safety and 
health may include the following:  

•  Daily requirement for employees to 
complete a confidential ‘fit for work’ health 
questionnaire and/or be subject to a tempera-
ture reading before being permitted access 
to the workplace; 

•  Protocols to address employees at work 
who become COVID-19 symptomatic;

•  New protocols or guidelines for the 
performance of work at the workplace; 

•  Make changes to workplaces, floor plans, 
work schedules and breaks to minimize 
employee interaction; 

•  Establish and encourage physical dis-
tancing, not only as between employees, but 
also with suppliers, visitors and members of 
the public; 

•  Provide personal protective equipment 
(e.g. masks, gloves); 

•  Install physical barriers
•  Increase the sanitization of regu-

larly used/high contact areas including  
computer stations, door handles and shared 
equipment;  

•  Ensure access to hand-washing facilities 
and the prominent placement of hand san-
itizer dispensers;  

•  Implement additional precautions for 
those who may have compromised immune 
systems or are 60 years of age or over; 

•  Provide COVID-19 precautionary mea-
sures training to employees;

•  Monitor employees for distress and anx-
iety arising from COVID-19 related changes 
made in the workplace; and

•  Permit, where appropriate, telework (i.e. 
remote working or working from home) and 
establish a policy that regulates it.

•  While this is a uniquely challenging time 
for both employers and employees, cooper-
ation, accommodation and proper planning 
will facilitate an employer’s resumption of its 
enterprise. 

A labour and employment lawyer for Folger & Rubinoff, Ronald M. Snyder is also certified as a ‘specialist in labour law’ by the Law Society of Upper Canada. 
He can be reached at rsnyder@foglers.com. For more information visit http://www.foglers.com/lawyers/ronald-m-snyder or http://www.foglers.com

“Provincial occupational health and safety legislation across Canada require 
that employers take the necessary precautions to protect the safety and 

health of their employees. With the COVID-19 virus not yet eliminated and the 
unlikelihood of a vaccine being approved for at least another year, employers 

must take appropriate steps and implement controls that are reasonably 
necessary to address the potential hazard of COVID-19 at their workplace.”

Certified Specialist
by the Law Society

of Ontario
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CONNECTING IN CRISIS
Being a leader amid a global pandemic

I want to talk to you about leading in 
crisis—what it means to me, and what I 
am struggling with. 
I am not seeking sympathy. I want to have 

real conversation, because I think many 
leaders—in all industries—are struggling 
right now.  

It can feel daunting that we’re supposed to 
know exactly what to do. In fact, I’m often 
sat here thinking, “who put me in charge of 
this?” or “am I capable of this?” There are 
immeasurable feelings of doubt to work out 
how to squash.

If you know me, or if read anything I’ve 
written recently, you’ll know that I’m a touchy-
feely person. I’m a hugger. Human connection 
drives me. I am a leader that practices heart-
centred leadership—but what does that mean 
in a global crisis?  

To me—today and for the foreseeable 
future—it means vulnerability, character and 
authenticity. It means not being afraid—but 
also being afraid and saying that out loud. It 
means sitting down and just listening, being 
open to hearing others—this is when I need 
to ensure that my door is off its hinges on that 
open-door policy. Now more than ever, your 
team needs you to listen to them talk about 
their fears and the unknown. They need to 
know you’re hustling to find the answers and 
strategize for their futures. 

It means setting aside the material goals 
of your business and stepping into the true 
opportunity that we have—to really walk the 
walk. This is when your vision really shines.

When ‘making a difference’ is our vision 
in my business and in life  it means making 
tough decisions, having crucial and difficult 
conversations, issuing lay-offs, sharing ideas 
and figuring out how—in a vast world of 
unknowns right now—to lead, survive and, 
hopefully, thrive in this unprecedented time. 

At our shop we have 68 years under our belts, 
and I need to ensure that we have at least that 
many more to look forward to.  

If we’re in the same industry and you’re 
getting many of the same messages, you’ll 
understand what I mean when I say the 
information coming at us is overwhelming. 
Each morning I open my email to at least 
five messages about how someone can help 
me—and I’m sure they can. But it’s a lot. 
I’m learning to pick and choose how much 
information I can take in per day.  

Do you have a crisis vision statement? I 
heard that the other day. At our business, we 
do. From the start of this mess, our mantra 
has been to ‘do the next right thing.’ We have 
to react quickly as what’s being thrown at us 
in this moment—it changes almost as quickly 
as a teenage girl changes her outfit. But that 
still means checking ourselves—listening to 
our gut and understanding that we better 
decide, because no decision is truly a decision 
as well. And do you want to have someone 
else decide for you?

Not only are we responsible for our 
business—we have families counting on us, 
and a community that we support by living 
and working in it.  Now is not the time to stop 
giving or stop doing for your community.  

If you’re still operating, if you’re allowed to 
still operate—are you taking every precaution 
you can think of and more? What are the 
repercussions if you’re not heeding the 
directives from our governments?

What is driving you right now?  I hope it 
has nothing to do with profit. Yes, earning 
dollars is still important—to be sustainable 
for ourselves, our team and our community. 
For this industry, the driver is the people. 
Without people, without a team, without 
stakeholders, our business will cease to exist.

For me, that’s heart-centred leadership. 

BY CHELSEA STEBNER

Now more than 
ever, your team 

needs you to listen 
to them talk about 
their fears and the 

unknown. They 
need to know 

you’re hustling to 
find the answers 
and strategize for 

their futures.

Chelsea Stebner is the co-owner and operator of Parr Auto Body, a facility in 
Saskatoon, Saskatchewan, and a member of the CCIF Steering Committee. 
She can be reached at chelsea@parrautobody.com.
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WEATHERING THE STORM

A s the government implemented social 
distancing measures, Canadians were 
left clueless on how to adjust to the 

current circumstances. Like all Canadian 
businesses, CARSTAR and its franchisees 
were forced to make some rapid adjustments 
when coronavirus reached the north. 

Collision Repair spoke to Jeff Labanovich, 
general manager of CARSTAR Canada to 
hear about the adjustments the company had 
to make when Canada began battening the 
hatches, and what it has done to support its 
franchisees in this turbulent time.

Collision Repair: When did CARSTAR 
begin addressing the pandemic?

Jeff Labanovich: We began addressing 
the situation in mid-March, when we saw 
governments taking action with practices like 
social distancing. Similar protocols were being 
issues in the United States and were beginning 
to realize there were going to be some serious 
constraints to how people moved around. We 
knew paying attention was crucial—we knew 
we needed to be looking closely to see how 
this was going to affect business.

CR: What were some of the first steps 
taken by CARSTAR Canada?

JL: We don’t exactly have a playbook for 
this kind of thing. We have strategies for 
other catastrophes—for natural disasters 
and whatnot—but a global pandemic is 
unchartered territory. 

One of the first actions we knew we needed 
to take was connecting with authorities like 
the Public Health Agency of Canada and 

the U.S. Center for Disease Control. We 
wanted to get our facts straight and 
hear, from the source, what kind of 
safety protocols we should be taking 
to keep our staff and customers safe. 

As we connected with authorities, we began 
making a repository of all the information 
we were collecting.

After we’d taken the necessary and recom-
mended steps, that’s when we started consid-
ering what social distancing on a day-to-day 
basis meant for our claims experience. We 
needed to craft a claims process that can be 
contactless and virtual.

As we fed our franchisees the disinfectant 
protocols, we quickly adopted a photo-based 
estimating service for our shops, insurers 
and customers that would still allow them 
to complete the claim, but remotely.

We then implemented curbside drop-off 
where customers could simultaneously grab 
a rental. We also have a valet service, where 
cars are picked up from the customer’s home 
via tow truck to support social distancing 
practices. 

All of these protocols came into play rela-
tively quickly and we were able to turn them 
around it a matter of days.

CR: How has CARSTAR supported local 
communities amid the pandemic?

 
JL: Everyone has stepped up in their own 

way to offer some help. We’ve seen facilities 
buy lunch for front line workers from near-
by restaurants to help out local businesses, 
launch food drives, donate extra 3M N95 
masks—I’ve seen it all.

Giving back to the community is one 
of our main values at CARSTAR—there’s 
not a week that goes by where we don’t see 
franchisees supporting their communities 
in one way or another. 

At a corporate level, we’ve been working 
closely with 3M to seek alternative equipment 
for our facilities. We actually had a national 
call with 3M and our franchisees, where 
the company advised and answered their 
questions on alternative equipment.

BY ALLISON ROGERS

“We don’t 
exactly have a 
playbook for 
this kind of 

situation. We 
have strategies 

for other 
catastrophes—

for natural 
disasters and 

whatnot—but a 
global pandemic 
is unchartered 

territory.”

Jeff Labanovich

How CARSTAR is helping franchisees navigate uncharted waters
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CR: One of the mantras throughout the 
pandemic has been ‘emerging stronger 
than before.’ What steps are you suggesting 
collision repair facilities take to survive 
the pandemic and come out stronger than 
before?

JL: What we need to remember is, al-
though some locations have had to issue 
some short-term layoffs, those layoffs can 
provide opportunity for some cross-training. 
Maybe this situation could give you the time 
to work on an efficiency strategy. If you’ve 
been meaning to go paperless, now’s the 
perfect time—a little bit of extra time can 

inspire some great practices that stick with 
us after the pandemic.

We predict many of the services introduced 
to comply with social will continue to be 
offered post-pandemic. We’ve had to adapt 
in some drastic ways during the pandemic 
and there’s a very real chance many of these 
services—like curbside pick-up and vehicle 
delivery—could become permanent. 

When that happens, we want to be ready 
to perfect our practices. We’re somewhat new 
to this virtual model and our photo-based 
estimation, so we’re learning as a network and 
sharing best practices as we try to leverage 
all the new technology.

I’m proud of what we’ve done so far—we 
aim to be on the forefront in the modern 
industry and we’ve pivoted in this crisis to 
come up with alternate solutions. Hopefully 
that will be recognized post-pandemic. 

I’m proud of what we’ve done so far—
we aim to be on the forefront in the modern industry 

and we’ve pivoted in this crisis to come up with alternate solutions. 
Hopefully that will be recognized post-pandemic

We’ve been
through a lot
together in more
than 225 years.

We’ll get through this too.Together.
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Steve Knox, general manager at CARSTAR Fredericton and CARSTAR Fredericton North, 
is an I-CAR instructor and a former member of the CCIF Steering Committee.

CHECKING IN
How are you doing?

BY STEVE KNOX

Using this time to refocus on my 
initial plan of self-checks for both 

myself and my facility has uncovered 
opportunities in every aspect of our 

business. I am analyzing every repair 
process component.

I have started asking myself that question 
from time to time: ‘how are you doing?’ 
This has forced me to perform self-checks. 

It could be something that everyone needs to 
do during this time, because we are all dealing 
with an unprecedented level of uncertainty, 
unlike ever before. 

In my usual environment, I have some 
control over what happens with the businesses. 
I understand my role, my commitment to 
the store owner, commitment to my team 
members and commitment to my family. 
All of these responsibilities have made 
these desperate times all the more difficult 
to navigate. 

However, these are the commitments I 
have made, so navigate I must. 

Last fall I assembled a plan for this year. 
It included checkpoints where I would stop 
and look at our performance, analyze our 
numbers and build a plan to move forward. 
This sequential plan would create a gradual 

climb in success; however, the emergence of 
this global pandemic quickly halted our rise. 

So where do we go from here? 
I think the first point to realize is that we 

are not in this alone. There is no industry out 
there that has not felt the impact of the virus 
in one way or another. The second point to 
consider is that this situation is temporary—
soon we will be rebuilding and starting fresh, 
and we just need to hang in there. 

The third and most important point, which 
I will highlight, is that this is actually a huge 
opportunity for improvement. 

With fewer vehicles on the road, creating 
fewer collisions and in turn, less business, we 
gain the benefit of time. Using this time to 
refocus on my initial plan of self-checks for 
both myself and my facility has uncovered 
opportunities in every aspect of our business. I 
am analyzing every repair process component. 
I have studied costs like never before. I have 
looked for areas to trim. It is also oddly 
exciting to know that for everything we trim, 
it will, in turn, create the opportunity for 
enhancements in things like the technologies 
we use, estimating processes, supply usage 
and customer experience.

Technologies we have never really taken 
advantage of before are now becoming key 
tools for our business. For the first time, I 
can truly say I am excited about photo-based 
estimating. It is such a great tool; I have to 
wonder why our industry has never embraced 
it so strongly before. It is efficiencies like this, 
that has to come to the forefront. 

Estimating has been another great subject 
around the shop. For example, do we perform 
a good estimate on a drivable vehicle without 
having the customer leave the safety of their 
car? This question has led to the invention. 
Insurers understand that photo-based 

estimating will likely drive supplemental 
damage up. However, hidden damage not 
captured in the estimate also affects workflow 
in the shop. We have therefore updated 
our standard operating procedures with an 
emphasis on initial teardowns, as a response to 
the effects of these new estimating procedures.

I have also had the opportunity to study 
our supply usage. Perhaps we are using too 
much of some supplies, and we are giving away 
others. We have room for improvement when 
it comes to small hardware and products such 
as specialized adhesives. I have gone back to 
the guidelines that insurers have provided us 
in order to help stop our leakage, uncovering 
several areas where we were not properly 
highlighting the supplies we used.

Finally, and perhaps most importantly, an 
area of our businesses that we should have 
in mind right now is how our customers 
are feeling about what we do. Our traffic 
has slowed, so every customer we deal with 
is going to have a much larger effect on our 
customer service scores. They have been 
very important to us in the past, but never as 
important as today. Whether it is highlighting 
the disinfectants you have applied, providing 
delivery, implementing contact-less in-store 
services—these all make a difference in the 
customer experience. Now when an adjuster 
speaks to a customer on the phone, they can 
recommend a facility that they are proud to 
mention, yours. 

In closing, how are you doing? Are you 
performing self-checks? Are you looking 
after your family, your employees and your 
obligations to owners? Are you looking after 
yourself? Remember, any challenge in life is 
an opportunity to be better. Let’s take this 
one and make ourselves the best we have 
ever been. 



AUTOMOTIVE  HAIL  DAMAGE  REPAIR

The Virtual Automotive Appraisal Company 
Providing appraisal support to you and your customers. It’s as easy as click and send! 
Quality, professional auto appraisals at your fingertips.

Email info@esheets.ca today to find out how to save time and money!

THE CALM AFTER THE STORM.

SERVICING CANADA FROM 
COAST TO COAST

1 (866) 679.3368   info@hailrepair.ca
WWW.HAILREPAIR.CA

IS YOUR SHOP 
SHORT-STAFFED 

OR OVER 
CAPACITY?
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THE NOW
Leadership will get you through

Y ou know what’s happening. Any news 
channel can update you on present 
conditions. Likewise, there are lots of 

prognostications—running from dystopian 
and bleak to downright dire. 

This column isn’t about that.
It is about the fuzzy big picture of how 

leadership will get us out of the current 
situation and moving toward the ‘new normal.’ 
We may not know exactly how the picture will 
end up, but one thing is very clear to me: it’s 
time to start working hard as a leader on the 
positioning of your business to prominence 
in your market.

I am privileged to work with clients with 
characteristics that prove effective in dealing 
with ‘the now.’ Don’t forget they are working 
through the same uncertain condition as 
we all are. One of the things they possess is 
a drive to excel and why they see much of 
the disruption as an opportunity to review, 
reassess and reboot so they are looking hard at 
things like processes, staffing needs, systems, 
organization and efficiencies.

One of our clients went from monthly 
sales of more than $300K to $0 within a week 
because of their position in the entertainment 
industry. They have reassessed completely 
every aspect of the business from sales to 
shipping and reimagined what they can offer 
as both core services and ancillary offerings. 
They have designed a coaching program to 
strengthen their staff ’s ability to perform 
both under pressure. 

They have also sourced new suppliers, 
forming new partnerships all allowing them 
to actually broaden their offering.

Another client utilized technology to 
overhaul the in-house training they provide 
staff. This has allowed them to pick up more 
efficiencies and share the vast experience 
across their entire network of professionals.

Another reimagined the marketing outreach 
and proportionately grown their business 
with innovative video, intake procedures and 
service offerings.

Another has examined each of their staff for 
fit within the organization to ensure a tighter 
alignment with the overall growth goals of 
the company. This includes evaluations and 
assessments of both skills and attitudes.

That is just four out of dozens of clients that 
have seen the potential upside of the problem. 

There is another trait these clients all hold 
in common—optimism. They realize, as I do, 
that the human spirit is indomitable and will 
not be held down for long. They have been 
creatives, disruptors and innovators in their 
historic rises in their respective industries and 
have tremendous confidence in the abilities of 
their staff and the ones they hold personally.

One last thing—at the risk of sounding self-
serving—they, along with our other clients 
have each committed to the enrichment 
of themselves and their people through 
investment in coaching. 

So, whether you would like to explore the 
possibility of talking to an optimist like me 
about coaching yourself and your people to 
a more productive and attractive business 
position, please reach out for assistance. 
The day we realize that none of us can do it 
alone it is the birth of knowing you are the 
one who’s driving. 

BY JAY PERRYI am privileged 
to work with 
clients with 

characteristics that 
prove effective in 
dealing with ‘the 

now.’ Don’t forget 
they are working 

through the 
same uncertain 

condition as 
we all are. 

Jay Perry is the founder of leadership development firm Ally Business 
Coaching. He is also the co-author of Success Manifesto with Brian Tracy 
and serves as an education partner to California Coast University. He can 
be reached at jayperryally@gmail.com.
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COLLISION MICROCOSM
An up-close look at Saskatchewan’s repair owners in 2020

T his month, the Saskatchewan Association of Automotive Repairers issued a survey to collision business owners from its home province. 
The 99 repair business owners who participated provided SAAR with an unparallelled breakdown of the collision industry in 2020, 
from the age breakdown of its Saskatchewan owners, to the business strategies they have pursued in during the coronavirus pandemic.

Business owner age breakdown Length-of-ownership breakdown

-
-

-

-

Responses

Responses

Responses

Responses

Under 25 
years
1.01%

25-30 years
2.02%

30-35 years
6.06%

35-40 years
7.07%

40-45 
years

14.14%

45-50 
years

15.15%

50-55 years
20.20%

60 or older
18.18%

55-60 
years

27.27%

There are almost as many collision facility 
owners older than 60 as younger than 60.

Four-in-ten repair business owners have owned 
their facility for more than a quarter-of-a-century.

More 
than 25 
years

39.80%

15 to 20 years
5.10%

Five to 
10 years
17.35%

Less than five 
years

15.31%

10 to 15 years
12.24%

20 to 25 years
10.20%

Have you had to lay off employees 
during the coronavirus pandemic?

Yes, a great deal 
of them 
2.02%

Yes, a lot of 
them
5.05%

Yes, a 
moderate 
number of 

them
22.22%Only a few

34.35%

None 
at all

36.36%

Have you applied for any government 
assistance for your business?

Have your business put off equipment 
purchases due to the slowdown?

Yes 38.14%

Yes 66.67%

No 61.86%

No 33.33%

Have you used the slowdown to catch 
up on online I-CAR training?

Yes, the team has been knocking off courses every day.
32.97%

We haven’t needed to. We are already up-to-date.
27.47%

We can’t afford the time or the money to pursue 
training right now.

39.66%

Have you had your techs through the 
online I-CAR Welding Certification yet?

All done
20%

Mostly 
done
20%

Some done
30%

None at all
30%



C SN has never been more prepared for the future. The current 
economic situation has left many businesses searching for 
answers, but CSN has treated the pandemic like any other 

challenge—an opportunity to succeed. 
In early March, CSN moved all its corporate office staff to remote 

work and began the process of evaluating what the next few months 
would look like from an operations perspective. Reacting quickly and 
setting guidelines for how the business would continue to function 
was integral to providing support for their licensees. 

“We knew that we had to establish a plan quickly so that our service 
level from the corporate team to the network remained high,” said 
Flavio Battilana, Chief Operating Officer. “We made sure to stay 
engaged with our licensees and partners. Once the strategy was in 
place the transition to remote work was seamless.” 

When it comes to supporting their collision centres, CSN remains 
steadfast in its commitment to keeping its doors open. After the 
initial reaction to the nationwide closures due to health concerns, 
CSN locations began adapting very quickly with only two locations 
closed for business due to health concerns. 

“Since the beginning of May we have been fully operational with no 
store closures and we are thrilled with the professionalism displayed 
by our CSN operators,” said CSN Vice President of Operations, Jay 
Hayward. 

CSN sees an advantage in how resilient its independent owners 
are; their longevity and experience in collision repair along with 
their reputations as long-standing staples in their communities have 

armed them well. CSN says its licensees have been able to adapt their 
business operations without affecting their productivity.

“Our CSN locations are so process-oriented that when it came 
time to establish a new way of intaking vehicles or taking customer 
information, it wasn’t nearly as dramatic as it would be at a location 
without such developed protocols already,” said Hayward.

By remaining flexible and understanding of consumer demand, 
CSN has been able to continue to provide their trademark customer 
service in addition to value-added services that have become standards 
within the industry. Cleaning and sanitizing, photo estimation and 
vehicle pick up and drop off services are standard across the entire 
network and were activated without interruption of current facility 
operations.

Now that preparing and delivering on these services has become 
part of the CSN standard, it is certainly possible that this becomes 
the new normal going forward. 

“If we can prove that we can do these things that make customers 
lives easier, why wouldn’t we continue to do so after this whole thing 
is over?” remarked CSN Morinville Owner and General Manager 
Steve Hammond. 

Serving their communities are among the duties CSN Collision 
Centres cherish most. From repurposing their facility shuttle service 
to assist the local Meals on Wheels like CSN Dana’s in Fredericton, 
New Brunswick, to providing free grocery delivery to at-risk residents 
in the community like CSN Dundas Valley in Dundas, Ontario 
—the work doesn’t end when the customer takes their keys.

CSN has proven its resilience by navigating the 
COVID-19 pandemic with poise and purpose

CSN MEETS THE COVID 
CHALLENGE HEAD-ON

csncollision.com
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“The ability to manage my 
business with the full support of 
CSN’s Marketing, Operations 
and Sales Teams continues to 
pay huge dividends to my 
bottom line. Joining CSN 
was the best decision I 
made 18 years ago and it 
remains so today.”

- Randy Weber
CSN Walkerton

TM

If you own a 

shop like Randy’s 

and want to become 

a part of a leading 

repair network, we 

want to hear from 

you!

csncollision.com/join or email join@csncollision.com
FOR MORE INFORMATION PLEASE VISIT
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COVID-19 accelerates the industry’s adoption of online infrastructure

INTO THE INTERNET

WHAT SERVICES HAS YOUR BUSINESS 
IMPLEMENTED SINCE THE START OF 

THE CORONAVIRUS OUTBREAK? 

WHAT SERVICES WILL YOUR 
BUSINESS PHASE OUT FOLLOWING 

THE PANDEMIC?

C OVID-19 has accelerated the industry’s adoption of improved 
online repair and digital payment infrastructure, according to 
the results of a recent Collision Repair survey.

Nearly half the respondents said their business has implemented 
improved online repair updates and improved digital payment infrastructure 
since the outset of the coronavirus outbreak, while zero percent said they 
would consider phasing out the new services following the pandemic. 

Services implemented include improved online estimation systems 
and digital payment options—from integrated systems to PayPal and 

E-Transfer—as facilities face the challenge of catering to the customer 
amid social distancing protocols from the federal government.

Since virus protocols were introduced in mid-March, questions have 
been raised on exactly which accommodated services could stick around. 

While no respondents plan to abandon their improved online 
infrastructure, 57.8 percent of businesses have implemented vehicle 
home pick-up and drop-off procedures to accommodate customers. 
After the pandemic passes, 20 percent said they would phase out the 
service after the pandemic.
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1. Vehicle home pick-up/delivery (57.8 percent) 
2. Improved vehicle disinfection (57.8 percent)
3.  Improved online repair updates/digital repair infrastructure 

(47.3 percent)
4. Decreased lobby seating (36.8 percent)
5 Seniors-only business hours (6.6 percent)

1. Vehicle home pickup/delivery (20 percent)
2.  Improved online repair updates/digital payment 

infrastructure (0 percent)
3. Decreased lobby seating (73.3 percent)
4. Seniors-only business hours (6.6 percent)
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THE COLLISION REPAIR INDUSTRY HAS TRULY  
WEATHERED THIS STORM WITH GRACE.
Since the pandemic reached Canadian shores in March, the industry has been  
met with—and conquered—a sea of challenges. The industry has adapted to  
the current conditions and is positioned for a road to recovery. 

While there are more hurdles to be met in the coming months, this magazine  
has no fears that the industry will continue to adapt to face the necessary 
challenges and emerge stronger than ever.

The support initiatives brought forward by the industry have been a shining light in 
these dark times. Seeing the collision community come together to support their 
communities and our industry at large has been nothing short of inspirational.

We commend you for your perseverance. Thank you for all that you do.

Sincerely,
The Collision Repair magazine team

Thank you!
From
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None, 
and I 
would not 
like to. 

More than one, and 
I didn’t enjoy them.

Are online industry conferences here to stay?

WORLDWIDE WEB

A s coronavirus continues to wreak havoc on this year’s industry events, many 
have taken to the web to connect with collision repairers across the continent. 
With events like the International Bodyshop Industry Symposium USA 

and the Elite Body Shop Solutions running online to some acclaim, one question 
remains—could coronavirus kill the industry conference?

Since the outbreak reached Canada in late February, 42.1 percent of respondents 
had attended an online industry conference. However, only 15.2 percent say they 
would be more likely to attend an industry event if it were to be held online, while 
21 percent said they would be ‘much less likely’ to attend.

Dave Luehr, founder of Elite Body Shop Solutions, is a frequent 
user of the webinar format. Luehr’s hosted several informative 
webinars for shop owners throughout the pandemic. 
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94.7%

57.8%

42.1%

5.2%
15.7%

WHAT EVENTS HAVE YOU ATTENDED 
IN THE PAST?

HAVE YOU ATTENDED ANY VIRTUAL 
EVENTS DURING THE PANDEMIC?

WOULD YOU BE MORE OR LESS LIKELY 
TO ATTEND INDUSTRY CONFERENCES 
IF THEY WERE AVAILABLE ONLINE?

42.1%

21.0%

36.8%23.6%

21.0%
10.0%

21.0%

10.5% 5.2
%

5.2
%

More than one, 
and I enjoyed them. 

None, but 
I would 
like to.

About as likely

Much more likely

Much less likely

Somewhat 
more likely

Somewhat 
less likely 

One, and I enjoyed it. 

The survey showed that most respondents believed that thought-provoking speeches 
and the opportunity to take a break from the daily grind were the most important 
aspects when considering attending industry events.
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THANK YOU!
CARSTAR is a North American 
network, made up of 
independent auto body 
repair owners. Owners who 
have been in business for 
generations, owners who want 
to continue running their 
business and owners who 
joined CARSTAR looking for 
support to compete locally. 
 
CARSTAR wanted to take a 
moment to thank each and 
every one our owners as your 
strength and abilities continue 
to amaze us all.

For more information on becoming an 
independent franchisee owner within the 
CARSTAR family,  call 888-638-5062 or visit 
CARSTARfranchise.ca
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