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2024 Mercedes-Benz Certified Collision Program 
Meeting- Las Vegas

Welcome
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Meeting Code of Conduct

Participants must conform to rules of order and follow Anti-Trust 
Guidelines. This includes zero tolerance for verbal abuse or 
harassment in any form. 

Participants are not allowed to discuss any subject relating to 
prices charged, discounts offered of any nature, hourly rate, 
employee benefits, or agreements made with third party entities.  
Participants found to be in violation of the foregoing will be asked 
to leave.

All participants are herewith notified that the materials presented 
herein are not to be construed as information or direction to take 
concerted actions. Information can be utilized by individuals acting 
within their own judgment, making sound business decisions, 
without agreements with other participants of this meeting.

Certified Collision Center Meeting 2024 | MBUSA
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• Welcome  

• Team Introductions

• Society of Collision Repair Specialists 

• Program Updates 

• Collision Trainer Presentation 

• Paint Partner Presentations 

• Sherwin Williams

• PPG

• BASF

• Xentry Parts Upgrades 

• Mike Anderson 

• Final Thoughts/Q&A 

Agenda

Certified Collision Center Meeting 2024 | MBUSA
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Sebastian 
Wolf

Paul Dent

Benito Cid

Meet The Team
Atlanta-HQ Robbinsville Grapevine

Robert 
Laurino

Clint Allen Kevin King

Robert Weingart Scott Cripps

Jacksonville

Shaira 
Santiago
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Society of Collision Repair Specialists
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Aaron Schulenburg
Executive Director
aaron@scrs.com 
(302) 423-3537

www.scrs.com





www.scrs.com



aaron@scrs.com 
info@scrs.com

www.scrs.com
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• Mercedes-Benz Certified Collision Program

398 Certified Collision Centres

• 182 Base

• 216 Elite

• 48 MB Electic

• 68 Vans

• 299 Participating Dealer >85% UIO coverage**

Authorized to perform all 

collision repair to all 

Mercedes-Benz vehicles 

with the exception of 

aluminum structural 
repairs.

Authorized to perform all 
collision repair to all 
Mercedes-Benz vehicles 
including aluminum 
structural repairs. Must have 
at least 1 Aluminum certified 
technician

Authorized to perform 
structural and cosmetic 
repair on the Sprinter and 
Metris vehicles. Must be 
in the conjunction with a 
Base or Elite program.

BASE ELITE VansMBE

Authorized to perform 
collision repair work on all 
Mercedes-EQ vehicles. 
Facility must be Elite 
certified and have 
minimum of 1 Battery 
Specialist to become an EQ 
facility.Note: * Includes 17 new dealer with shops in process of certification.

          **UIO coverage based on totals for markets that are participating vs. ones that are not for segments 1 to 3A.

 

Certified Collision Network 
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Connected Car Leads
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Current

• Launched July 3rd

• Light to moderate damage- below E Call

• Parking Damages, (PDD), added in August

• Leads to CCP participating dealers 

Over 5K Leads Sent

Future

• Improving vehicle trigger to capture more

• Access to additional Xentry tools to 

simplify the lead handling process

Certified Collision Center Meeting 2024 | MBUSA
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Repair Order Data

Onboarding CCI for RO data to show 
the value of our program.

Data will provide Insights into our 
network
• Throughput
• Cycle times
• CSI/NPS
• Parts usage
• Backorder details
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Waterborne Paint

The shift to Waterborne will 
begin in 2025.

Certified Collision Center Meeting 2024 | MBUSA
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Vans Only Program

Launch of the stand-alone Vans 

Program coming in 2025.

Program requirements will match 

Base Certification minus the 

aluminum body repair tools and 

work area. 

Program materials will be 

available Q1

Certified Collision Center Meeting 2024 | MBUSA
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I-CAR Training Alliance

Website:  https://www.i-car.com/industry-training-alliance-partner?partner=Mercedes

Mercedes-Benz joined the I-
Car Training Alliance. Our 
training will now get you I-
CAR course credits helping 
to cut costs and time away 
from production.

Certified Collision Center Meeting 2024 | MBUSA
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Position Statements

Updates and All New Position 
Statements being developed.
• Stronger wording
• More comprehensive
• More topics
• Updates to match current vehicle 

requirements 

 Any Suggestions please email us at:  
mbcollision@mbusa.com -with subject line
“Position Statement Request”

Certified Collision Center Meeting 2024 | MBUSA
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Program Fee Change

BASE

ELITE

Vans

MB Electric

DEALER-OWNED

Initial Certification:

       Recertification:

DEALER SPONSORED

$7,000

$6,000

Add on $3,000

Add on $3,000

Included in Elite 
Certification

Initial Certification:

       Recertification:

Initial Certification:

       Recertification:

Initial Certification:

       Recertification:

No Cost

No Cost

$14,000

$12,000

No Cost

No Cost

Included in Elite 
Certification

$18,000

$15,000

Vans Only $7,000

Vans Only $6,000

Certified Collision Center Meeting 2024 | MBUSA 18
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MB Academy- Collision Technical Training
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Technical Collision 
Training

Training provided online via the Learning Link

eLearnings3

Live training delivered virtually through an online 
platform by MB Collision Facilitators

Virtual Instructor Lead Training2

Hands on in person on site training at one of 
the MB Learning and Performance Centers.  

Instructor Lead Training1
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Instructor Lead Training Collision Training Centers

• DFW Learning and Performance Center
 Grapevine, TX
• New Jersey LPC
 Robbinsville, NJ

Technical Training Centers

• Long Beach, CA

• Carol Stream, IL

• Jacksonville, FL

 2 In person classes per year  
(can be multiple students)
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Joining Techniques
X0028F-US.TT2

Objectives

• Perform destructive spot weld testing

• Demonstrate the proper application 

of MB adhesive

• Use approved Rivet systems with 

Positive joining techniques

• Perform Mixed method techniques

• Utilize thread repair solutions

• Test a structural AL component for 

cracks with a dye test kit
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MRA Platform
X0042F-US.TT2
Mercedes Rear Wheel Architecture

Objectives

• Identify MRA vehicles by their sales designations 

and chassis codes. 

• Name and define the four phases of the Integral 

Safety Concept.

• Name two new features of the PRE-SAFE® system. 

• Increase awareness of Driver Assistance Package 

5.0 and NTG 7.0 

• Perform required collision related calibrations and 

radar attenuation tests. 

• Understand the limitations of plastic bumper repair 

and aluminum component repairs.
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MHA Platform
X0030F-US.TT2
Mercedes High Body Architecture

Objectives

• Identify MHA vehicles by their sales 

designations and chassis codes. 

• Perform disassembly and reassembly of 

interior and exterior components.

• Name two new features of the GLE and GLS. 

• Name two new features of the new G-Class. 

• Perform disassembly and reassembly of 

interior and exterior components of the new 

G-Class.

• Perform a radar calibration on the new G-Class 

using a new special tool.
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MFA Platform
X0031F-US.TT2
Mercedes Front Wheel Architecture

Objectives

• Identify MFA vehicles by their sales designations 

and chassis codes. 

• Perform disassembly and reassembly of interior 

and exterior components.

• Name two new features of MBUX. 

• Perform wire harness repairs using approved 

methods. 

• Exchange wiper components properly and 

perform the manufacturer-specific 

commissioning.
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Structural Damage
X0017F-US.TT4 Objectives

• Identify characteristics and repair precautions for 

steel, composite, and aluminum components.

• Identify and explain crash energy absorbing body 

and frame features

• Perform a systematic structural damage diagnosis 

with an electronic measuring system

• Interpret panel replacement specifications and 

methods using WIS 

• Understand the application of corrosion protection 

and seam sealing materials 
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Windshield Repair & 
Replacement
X0003F-US.TT1

Objectives
• Name the approved materials required for fixed 

glass repair and replacement

• Properly remove and install a glass windshield 

using approved adhesive technology

• Demonstrate the various repair and removal 

techniques and state the advantages and 

disadvantages of each

• Identify and use the appropriate work 

instructions for windshield repair and 

replacement

• Describe the necessary calibration operations 

associated with glass replacement
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Aluminum Welding
Elite Certification*

TECH 532
Objectives

• Training and Certification pertaining to 
ISO 9606-2 Aluminum Welding

• 10 day initial session for training and 
testing

• Certification for welding of Structural 
Aluminum Components

• Thin Plate Aluminum Certification

• 6 month cycle for re-certification required

 1 welder with up to date 
certification must be on staff

* Grapevine, TX only
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Virtual Instructor 
Lead Classes Objectives

• To address specialized topics not typically 
covered during in person classes

• Deliver cutting edge information in a timely 
fashion

• Provide a regular schedule of interaction between 
students and the Learning Academy Collision 
Repair Instructors

• Allow for student input as to needed training 
topics

 4 shop employees complete 2 classes each
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Virtual Class Roster

1234yf Refrigerant   Collision Calibrations

Adhesives and Applicators  Cosmetic Aluminum Repair

Advanced WIS   Handling HV in the shop

Brief History of AMG   Intro to NTG7

Chassis Codes   Research into Wiring Repair

Corrosion Protection   VIN/Part # Decoding

Suggestions for future Virtual topics are always welcomed.
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Mercedes-Benz Certified Collision Meeting

e-Learnings
Requirements

Currently there are over 20 e-Learnings available to 
satisfy the Base Certification requirement.

 4 e-Learnings per year (can be multiple 
students from the shop)
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Courses in Development

Courses submitted for approval:

CV Sprinter 907 Body Repair Training Course

Collision Technician EQ Diagnostic Power Down 
Certification (shop XENTRY required)

Updating of existing courses:

MHA Platform X0030F-US.TT2 > G Wagon section

Possibly available from Germany:

Soft Top update 
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Review Menti

Mercedes-Benz Certified Collision Meeting

Certified Collision Center Meeting 2024 | MBUSA
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Sherwin-Williams
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AUTOMOTIVE FINISHES
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ABOUT SHERWIN-WILLIAMS

Direct Model:

• 180+ North American 
auto branch footprint

Our People:

• Direct Sherwin-Williams 
trained employees at 
every customer 
touchpoint

Innovative Products:

• Versatile, high-performance 
coatings solutions that 
drive customer productivity 
and profitability

Customer Productivity 
Solutions:

• Driving throughput to 
enable greater customer 
success and profitability



Ultra 9K delivers on color accuracy (and speed) for first-time 

repairs – especially today’s complex finishes – with an 

innovative and compact bank including 60 toners rich in 

pigments, intensity and effect. 

This streamlined bank is combined with our premium 

portfolio of Ultra System  undercoats and clears to meet 

critical production-specific needs.

• Innovative waterborne technology – unlike any 

other

• Superior color matching of all relevant OEM 

colors and styles

• Innovative packaging design to maintain quality 

inside the can

• Comprehensive chromatic/metallic/pearl toner 

offering

• OEM certified



Digital, 
Connected, 
Ecosystem



• BMS 

• Spectrometer

• Color Software

• Automated Dispensing

• Inventory Management

• Ordering

• Invoicing

• Reporting

• Sherwin-Williams 

Branch Store

➢ Labor Optimization: Que up to 6 batches, walk away and turn labor while it mixes and stages the paint. 
➢ Material Optimization: Mix accuracy beyond human capabilities improves first time quality, reduces waste.
➢ Profit Optimization: Accurately account for material usage and invoice for it. 

All Connected

Certified Collision Center Meeting 2024 | MBUSA 39



Abrasives/ 
Equipment

Quotes on 
capital 

equipment 
& tools

Tapes Access to 
private 

brands and 
most major 

name 
brands

ONE STOP SUPPLIER 
WITH ASSOCIATED 
PRODUCTS

• Single Source Supplier

• Convenience to manage approved product list

• Comprehensive  inventory management and 

invoicing.



Our Overall Approach

Execute seamless conversions

Drive product innovation

Deliver profit focused process for 

repair cycles, and CSI

Utilize account management and network 

tools to control outcomes

Create peer connectivity and accountability 

through performance groups

Provide solutions to direct control of customer 

claims 

Improve profits and reduce friction in the claims 

cycle

Leverage collision to grow sales in F&I, parts, 

service new cars and used cars

1

2

3

4

5

6

7

8
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A Unique, Innovative 
Solution Provider



Collision F&I 
Solutions

Implement Education and Coaching

Collision 
Operational 

Improvement

Authorized 
Collision 
Centers

Collision 
Core Digital 
Solutions

Cosmetic 
Repairs, 
Recon, 
Service

Sell More 
Cars

The Right 
Partners

Use Data to 
Measure 

Performance

Capitalize on 
the Customer 
Relationship

Create an 
Advantage to Buy or 

Trade at Dealer

A 
COMPREHENSIVE 

APPROACH

Mutual 
Optimization of 

ROI

Create a Gravitational Pull To the Dealer and Authorized Collision Center



Revenue Enhancement Programs 

EXPRESS SCRATCH REPAIR
Quick and Affordable Cosmetic Repairs 
from Service Lane Vehicles

TOTAL LOSS SALES OPTIMIZATION
Turn Total Loss Units into Sales Each Year

GUARDSMAN AUTO CLUB
Policy that supports Post-Accident 
Protection for Consumers 

Certified Collision Center Meeting 2024 | MBUSA 44



Collision Core 

COLLISION CORE INVENTORY
Optimize Inventory for Profitability

• Accurate Stock Audits: Ensure precise inventory levels

• Controlled Ordering: Streamline product purchases

• Budget Monitoring: Keep monthly costs in check

• Efficient Invoicing: Capture all billable items accurately

Certified Collision Center Meeting 2024 | MBUSA 45



Collision Core

COLLISION CORE DIAGNOSTICS

Business Control Available Anytime

• Performance Review: Analyze key metrics to guide 
decisions

• Spot Opportunities: Identify growth areas quickly

• Detailed Reports: Uncover improvement opportunities

• Aggregated Insights: Manage effectively with MSO-level 
data

Certified Collision Center Meeting 2024 | MBUSA 46



Performance Optimization

OPERATIONAL OPTIMIZATION TRAINING
Boost Efficiency Across Repair Processes

PERFORMANCE PEER GROUPS
Grow Through Collaboration and Expert Guidance

• Damage Analysis

• Parts Correctness

• In-Process Quality Assurance

• Parts and Estimation Accuracy

• Accident Express Repair

• Express Cosmetic Repair

• Peer Groups

• Detailed Financial Composites

• Coaching Sessions

• Continuous Education

• Comprehensive Offering

• Management by Square One 
Systems

• Moderation by QLC Inc.

• Education by Collison Advice

• Auditing by DEKRA

Certified Collision Center Meeting 2024 | MBUSA 47



PRIZE 
DRAWING
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Todays Prizes
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May 2-4, 2025

(1) Mercedes-Benz Certified Collision 

Center will win a VIP Experience for 2 

to the 2025 Miami Grand Prix. 

Hosted by Mercedes-Petronas F1 Racing and Sherwin-Williams

Contest rules to be 

announced soon

Certified Collision Center Meeting 2024 | MBUSA 50
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PPG
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P P G  I n du s t r i es ,  I n c .

Waterborne? Do We Still Have Slides?



Presenters
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• 32 years experience in Automotive Collision Repair

• 17 years experience in administering and supporting OEM-certified facilities

• Dedicated support to OEMs in support of paint-related opportunities

• Dedicated support to OEMs in support of collision repair opportunities 

• Liaison for Industry Associations

• Mission: To assist the top shops across the nation in their pursuit of OEM 

Certification

• 15 years experience in Automotive Collision Repair

• 10 years in dealership and auction operations, enhancing operational efficiency 

and customer satisfaction

• Currently serving as a Business Development Manager, specializing in helping 

collision centers achieve and maintain profitability

• Advisory Board member for Automotive Educational Programs and engaged 

participate in Regional I-CAR committees
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ENVIROBASE® 

High Performance



1999

2005

2006

2008

2012

2014

PPG revamps its offer for deep, pure
and vibrant colors, launching a new

generation of High Chroma and
ANDARO® Toners

Introduction of SPECTRALFLAIR ®

Prism Silver, Liquid Aluminum 

and High Chroma toners

XIRALLIC® toners, 

creating a shimmering 

and sparkling finish, are 

launched

PPG launches the first 

waterborne basecoat 

refinish system, 

ENVIROBASE®

A new look for the leading 

brand. PPG continues to 

improve the system‘s 

color capability, adding 

COLORSTREAM® Lapis

Sunlight toner to the range

Introduce ONEVISIT

modifier to offer additional 

application flexibility,

with further enhancements

planned for 2024 and beyond

ENVIROBASE® High Performance

The centerpiece of our portfolio

Upgrade to ENVIROBASE®

High Performance – the 

second generationof 

waterborne technology

COLORSTREAM® and

CHROMAFLAIR® toners 

are launched to enable 

an evolution in the style 

of car finishes

1999

2005

2006

2008

2012

2014

2018

2024



ENVIROBASE® High Performance 

Same system, more flexibility

Flexibility

Built on OEM
expertise

Low VOC

Save time, 
less waste

Easy to use, 
spray and 

blend

Best 
appearance 

overall

Excellent 
durability

Used 
by more

than 40,000 
body shops 
worldwide

Consistent 
performance

color 
matching

With the addition of the OneVisit modifier, 
Repair Facilities have the
flexibility to choose 
between standard or
wet-on-wet application.



• OneVisit is fully compatible with the PPG

MOONWALK®

automated mixing system

• The paint system is supported by the PPG

LINQ advancedcolor matching and

automation tools

- With PPG LINQ, painters can modernize their

repair processes using the cloud-based platform

and its interconnecteddigital hardware, software

and innovative services,gaining clear benefits.

ENVIROBASE® High Performance with OneVisit Modifier

Competitive Advantage: Digital Automated Tools
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The Other 95%
On the Road 

Garage_FNL.mp4

OTRG VIDEO - PROUD PPG PARTNER (youtube.com)

https://youtu.be/OWbT_Dknb7A
https://youtu.be/OWbT_Dknb7A
https://www.youtube.com/watch?v=OWbT_Dknb7A
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Jennifer Amanda

Come talk to us about certifications, color tools or FinalQC!
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Mercedes Benz

Certified Collision Center Summit

Daniel Rosenberg

Strategic Account Manager OEM

November 4, 2024



Up Front - Take Aways

19.12.202463

Implications to shops from OEM/Insurance sustainability targets

Monetary benefit of easy sustainable actions for shop owners

63



The ambition is to make our entire fleet of new vehicles net carbon-neutral[1]

along the entire value chain and over the vehicles' entire life cycle by 2039 – 

from development to the supplier network, in-house production …

https://group.mercedes-benz.com/
64

https://group.mercedes-benz.com/responsibility/sustainability/climate-environment/ambition-2039-our-path-to-co2-neutrality.html


114 acres of manufacturing

~300,000 Annual Production

6,300 Employees

+57,000 suppliers

GLE, GLS, EQS, EQE

2022-2026 Sustainability Projects

Demand-orientated local lighting control

High efficiency heat recovery

AI regulated conditioning of booth air

https://group.mercedes-benz.com/responsibility/sustainability/sustainability-report.html

https://group.mercedes-benz.com/responsibility/sustainability/sustainability-report.html
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Coatings HeadlinerDashboard

Engineering

plastics

Lubricants, coolants,

fluids, additives

Battery materials

Oil pan SuspensionComposites Carpet, floormats

Seats, armrests,

leather and textile chemicals Tires

BASF – Much more than a paint company



|

671 The goal inc ludes Scope 1 and Scope 2 emissions. Other greenhouse gases 

are converted into CO2 equivalents according to the Greenhouse Gas Protocol 

compared with 2018 1

𝐶𝑂2 emissions reduction 𝐶𝑂2 emissions 1

BASF Sustainability targets



Sustainability still in early stages in the Collision Industry

19.12.202468

Lack of knowledge around sustainability

Monetary benefit not clear for shop owners

68

MYTH

“Mentality: Sustainability does not affect our business”



Renewable 
Energy

Recycle

Efficiency

Paint 
Materials

v

Process 
Time

Waste

Emissions
CO2, VOCs

Carbon 
Footprint

Less
with 

More
Paint 

Profitability



Exceeds all global 
VOC requirements 

for Exceptional 
Sustainablity

LOWEST VOC INTEGRATED 

PROCESSES 

UV Cure & 
direct to metal 

Improved 
Profitability 

BIOMASS 

BALANCE

Drives use of 
renewable raw 

materials

PROCESS 

OPTIMIZATION

Speed, Improved 
workflow reduce 

emissions & 
energy costs

STRATEGICALLY 

ALIGNED

Strategic 
Partnerships

Collision Industry,
Insurers, OEMs

Sustainability – 100 Line

The only paint line that already meets 2030 SCAQMD VOC requirements



Booth cycle time reductions – 100 Line 

Performance Collision – St. Catherines

Booth cycle time reduced from 

55 to 35 minutes for 2 stage repair

120 to 45 minutes for a full-sided 3 stage

On Line Collision – Langley 

40% reduction in booth cycle time

30% increase in total throughput

70% reduction in polishing time needed

Freeman Collision – Santa Rosa
50% reduction in booth cycle time 

23% increase in monthly revenue

71



Energy Consumption

      Avg shop in the US spends     

        $2-3,000 / Mo on utilities  

      Does this sound like   

            your shop?              

   

https://www.energystar.gov/
http://www.rdcnet.com/

9%

13%

37%

40%

HVAC 
(Shop)

Misc.

Lighting

Process
(Air Comp,

Welders,
 Booth)

72

+70%

https://www.energystar.gov/buildings/save-energy-commercial-buildings/economics-efficiency-projects
http://www.rdcnet.com/


Sustainability – WHY and ROI

73

LEDs – NO BRAINER - Less energy and last longer
Conduct a nighttime audit – What is ON that should not be?

Lighting

30-90%



Sustainability – WHY and ROI
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LEDs – NO BRAINER - Less energy and last longer
Conduct a nighttime audit – What is ON that should not be?

Lighting

30-90%

Generally 8-15 kWh/Sqft of shop space per year*
Utility companies do free or inexpensive energy audits
Government subsidies for replacements

HVAC*

20-50%

*Variability across region or season



Sustainability – WHY and ROI
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LEDs – NO BRAINER - Less energy and last longer
Conduct a nighttime audit – What is ON that should not be?

Lighting

30-90%

Generally 8-15 kWh/Sqft of shop space per year*
Utility companies do free or inexpensive energy audits
Government subsidies for replacements

HVAC*

20-50%

Generally 3-4  CFM per employee
-2 PSI equals 1% yearly operating cost reduction (~3-500 / yr)
Ask your mechanical contractor for a leak audit
 20-30% of compressed air leaks

Shop Air

20-30%

*Variability across region or season



Sustainability – Best Practices

Implement Comprehensive Recycling Programs

Prioritize Sustainable Materials and Practices

Educate and Engage Employees and Customers

Utilities and Paint – Major influencers over fixed and variable expenses

 Embrace Water Based Paints

 Easy sustainability actions for major OpEx reduction

 Invest in Energy-Efficient Equipment

76



Internal

Thank You
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Part Search- Interactive Image
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WIS and Xentry Parts Enhancements

Certified Collision Center Meeting 2024 | MBUSA

Additional features that may be beneficial to you:

1. Images now available for many parts

2. When you search parts by VIN you can click on the “WIS” 

icon to be taken directly to the procedures available for that 

part- time saver in the blueprinting process!
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Part Search- Photo

Certified Collision Center Meeting 2024 | MBUSA

Searching a part by picture is possible. 

1. Open Xentry Parts

2. Click on the “camera” icon

3. Take picture or chose one from your library 

4. Click on “Search”
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Dynamic Wiring Diagram

Certified Collision Center Meeting 2024 | MBUSA

Wiring repairs are possible and encouraged. Proper repair 

can help shorten cycle time.

• From the part you can click on the “Wiring Diagram” 

icon and  choose the part you are looking for information 

on. 

• You will then see the details like; connector part number, 

wire color, diameter, etc. This along with the procedures 

provides what you need to carry out a successful repair 
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Mike Anderson
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PROTECT THE HOUSE
M I K E  A N D E R S O N ,  C O L L I S I O N  A D V I C E

Certified Collision Center Meeting 2024 | MBUSA
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Before We Get Started…

Certified Collision Center Meeting 2024 | MBUSA
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Why Quality is Dear to My Heart

P L A C E H O L D E R

Certified Collision Center Meeting 2024 | MBUSA
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Why Quality is Dear to My Heart

P L A C E H O L D E R

Certified Collision Center Meeting 2024 | MBUSA
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Why Quality is Dear to My Heart

P L A C E H O L D E R

Certified Collision Center Meeting 2024 | MBUSA
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Parachute Riggers

P L A C E H O L D E R

• A parachute rigger is a person who is trained or licensed to pack, 
maintain or repair parachutes. A rigger is required to understand 
fabrics, hardware, webbing, regulations, sewing, packing, and other 
aspects related to the building, packing, repair, and maintenance 
of parachutes.

Certified Collision Center Meeting 2024 | MBUSA



P L A C E H O L D E R

The amount and complexity of knowledge has exceeded our 

individual capacity to learn/teach/remember/apply it correctly 

and consistently

We lack certain skills, 

knowledge or experience
We fail to apply our skills and 

knowledge correctly
X

Training and 

specialization can 

help but aren’t 

enough

We forget or lose 

focus when 

distracted or 

overwhelmed

We decide to skip 

steps or take 

shortcuts

90

Human Fallibility and Avoidable Mistakes
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Human Fallibility and Avoidable Mistakes
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Who is Responsible for Ensuring Quality

What areas should we focus on to 
ensure quality standards are being met?

1. Quality of taking care of our customers

– Includes cleanliness of the office, 

production area, and the overall facility

2. Quality of the estimate

3. Quality Documentation

4. Quality Repair

EVERYONE!
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Q U A L I T Y  C U S T O M E R  E X P E R I E N C E
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QUALITY CUSTOMER EXPERIENCE

How do we provide quality care for our customers?

• The customer is ALWAYS first and top of mind

• Ensure they are comfortable with the repair plan 
that we have outlined as well as timelines 
(expected delivery date)

• Provide a quality estimate & review with them

• Remind them of our commitment to complete a quality repair 
on their vehicle

• LISTEN & COMMUNICATE

• All paperwork and forms are completed & the customer receives a copy

• Keep the customer updated throughout the repair process

• At vehicle delivery: Confirm they understand the repairs completed 
and feel safe 
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Radically Easy To Do Business With Us

Most common time for crashes:

• Weekdays between 4 pm and 8 pm

• At least 43% of accidents happen 
outside of M-F 8-5 business hours

Shops MUST have the ability for a vehicle owner to 
submit photos for an estimate and schedule their 
own appointment after hours!  DIGITALLY!

We want to make it RADICALLY EASY 

for the consumers to do business with us!
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After Hours Contact

Control. Customers want to feel like they are in control of their journey as well as other immediate aspects of their life af fected 

by the customer journey. The more empowered, engaged, and updated they are in the course of the journey, the less likely they  

are to assign blame to the company when things go wrong. A home-repair company knew from its consumer-satisfaction 

surveys that customers cared the most about the time it took for a repair worker to visit the home and fix the problems. 

However, when the company ran a pilot test, it was surprised to find that customer-satisfaction scores went up when 

customers were offered options for scheduling, even if each option offered meant the customer would wait longer 

than the company’s average wait time.
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Radically Easy To Do Business With Us

•Book Appointment

•Online Estimate

“Virtual Consultation or 
In Person Consultation” 
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After Hours Contact

Response Time Matters

▪ Chat

▪ Estimate Requests

▪ Email

▪ Assignments Received

Consumers will often select the 
company that responds the 

quickest!
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Q U A L I T Y  E S T I M A T I N G
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QUALITY CUSTOMER EXPERIENCE

LOTS OF SALES

COVER LOTS OF SINS
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Average Repair Order (by State)

Green = 
Highest by year
Red = 
Lowest per year

Source: Collision Advice

2023 National average: $5164 (up $413 or 9%)
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Average Body Labor Hours (Per Estimate)

Green = 
Highest by year
Red = 
Lowest per year

Source: Collision Advice
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Average Paint Labor Hours (Per Estimate)

Green = 
Highest by year
Red = 
Lowest per year

Source: Collision Advice
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Average Frame Labor Hours (Per Estimate)

Green = 
Highest by year
Red = 
Lowest per year

Source: Collision Advice
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Average Mechanical Labor Hours (Per Estimate)

Green = 
Highest by year
Red = 
Lowest per year

Source: Collision Advice
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Average Labor Hours

Texas

$688.00 increase in Severity

Body Labor Hour Increase 1.2 

Refinish Labor Hour Increase .3

Frame Labor Hour Increase 0.1

Mechanical Labor Hour Increase 0.2

1.8 x $60.00 = $108.00 

What’s the additional $580 attributed to?

What will shops do to grow sales in the future 
without ADAS, Scanning, Labor Rate Increases, etc.?
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Claims Count Has Declined

▪ Claims were down nationwide 9% in March

▪ Claims count were down double digits in April

▪ Claims count down double digits in May as well. 

▪ Resulting in the average shops backlog has slowed down to less 
than 
a few days in most markets

▪ We must get back to the basics:

▪ Monitoring RO count month-to-month and each month 
compared to prior year

▪ Focus on Sales – Focus on capture rate and following up on 

unscheduled estimates
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Claims Count Has Declined – Why?

1. Mild Winter

2. Total losses are increasing. Insurers 
receiving such high salvage bids from 
overseas that vehicles are totaling out at 
45-50%

3. Some premiums have increased as much 
as 30%

4. Premium increases have created a 
reluctancy for consumers to file claims

5. ADAS is having an effect

6. The COVID back log has gone away

7. The economy is GOOD, but the Narrative 
that people are hearing in the in media is 
negative! 

8. This is impacting spending habits. 
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Consumers Paying Out of Pocket For Repairs
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Customer Pay is Growing

58% 54% 53%

42% 24%
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Q U A L I T Y  D O C U M E N T A T I O N
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IMPORTANCE OF FILE DOCUMENTATION

▪ It is critical to have a clear and accurate 
vision of the repair plan when writing an 
estimate   

▪ Each line on the estimate needs to speak 
for itself 

▪ The biggest areas to work on to help get 
more of these assignments approved are:

1. Line Notes
2. Photo Quality
3. Document in order of repair

YOUR ESTIMATE NEEDS TO TELL A STORY!
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Justifying Each Line on the Repair Plan
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Mercedes-Benz Owner’s Manuals

• https://www.mbusa.com/en/owners/manuals
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Mercedes-Benz Owner’s Manuals
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MBCollisionCenters.com

• Build Sheet / 
production sheet
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VIN Decoder Tool

Mbcollisioncenters.com
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Using Xentry
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Using Parts Information “EPC”
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Using WIS For Repair Information
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WIS Instructions
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WSM – WIS Service Media
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Locating Calibration Requirements
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Perform Redocumentation of Windshield
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Perform Redocumentation of Windshield
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Battery Disconnect & Reconnect
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Battery Support When Scanning
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E T H I C S
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What Do You Think? Ethical or Not?

Not needed. 167 requires no 

“Calibration”

Administrative fees to write 

estimate / repair plan
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What Do You Think? Ethical or Not?

WIS procedures does not call out 

R/I Fuel Tank Required. Can be 

protected from the fuel neck

Jig rental when shop is using 

camelon universal jigs with 

additional time to order and 

receive

Qtr panel replacement does not 

require a fixture set up. Can be 

done without fixtures per WIS
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What Do You Think? Ethical or Not?

Is 4 + 2 Hrs reasonable for these 

two operations?

Organize and Catalogue 

Fasteners
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Ethics in Collision Repair

1. Prioritizing customer safety: The safety of customers should always be the first consideration. 

2. Providing quality repairs: Collision repair should restore the vehicle's structural integrity and repair any 
damage to the exterior and interior. 

3. Using quality parts: Collision repair should use proven, high-quality parts from reputable firms. 

4. Being honest and transparent: Collision repair should be honest and transparent with customers. 

5. Avoiding unnecessary repairs: Collision repair should not recommend unnecessary repairs to increase 
the bill. 

6. Providing warranties: Collision repair should provide warranties for repairs. 

7. Adhering to regulations: Collision repair should adhere to safety and environmental regulations. 

8. Educating customers: Collision repair should educate customers about testing, analysis, repair options, 
and the features and benefits of services. 

9. Advocating for the customer: Collision repair should advocate for the customer's best interest and 
ensure they receive the full entitlement of their claim. 

10. Maintaining a clean and safe facility: Collision repair should maintain facilities that are safe, clean, and 
employee- and customer-friendly
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Final Thoughts/Q&A
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