TechbGroup

e Brake & Front End b J20IL PUMF N o
* ImportCar | , dHLGlIe
e Underhood Service

304 completed responses (101=Brake & Front
End, 102=ImportCar,101=Underhood Service)
95% Confidence Level, 5.6 Confidence Interval




What is your title?
N5

Owner

Owner/Technician
49%

Manager
.. ¥ Brake & Front End

Technician

B Underhood Service

2%
“ ImportCar
3%

Other (describe)




How many service bays do you have at this location?

lor2

42%
3or4d

50r6

M Brake & Front End
7or8 14% B Underhood Service

13% “ ImportCar

More than 8
16%




What is your average daily car count?

i Brake & Front End i Underhood Service ImportCar

9%
lor2 8% Average % completed same day

10% BFE UHS IC
70% 72% 70%

I

15% What percent of repair jobs are
20% completed the same day the
vehicle arrives?

3or4
22%

17%

5o0r6 29%

23%

11%

7o0r8 15%

10%

10%
9or10 9%
8%

38%

More than 10 19%
27%




If a job is not completed the same day, what are the typical reasons why? Why not same day?
(ex. availability,customer can wait,etc.) — Aggregate of all three publications

(Open text answers were interpreted into the following categories)
Parts Availability — 60.5%
Scope of job __ 24.1%
Tech Availability __ 6.6%
Difficult diagnosis _- 1.9%
Customer approval _. 1.6%
Late dropoff _. 1.3%
Booking/Scheduling _. 0.9%

Customer payment I 0.6%

Unscheduled repair I 0.6%

Vehicle condition 0.6%

Customer communication 0.3%

Shop space 0.3%

Special tools needed 0.3%

Wait times 0.3%




Does your shop service import nameplates?

100%

IC | 0%

0%

63%

UHS

M Yes
“ No

B Sometimes

BFE

:




What is the percentage of vehicles worked on in your shop?

¥ Import ¥ Domestic

IC

UHS

BFE

7




Percentage with a designated service writer/sales person/front counter help

ImportCar
35%

:



Do you work on this? — Brake & Front End Magazine

Air ride suspension

Turbochargers and superchargers

Security and Entry

CAN BUS diagnostics

ESC (electronic stability control)

Active dampening systems

Gasoline direct injection

Hybrid vehicles

Common rail diesel injection

Module refreshing/reprogramming

Direct shift gearbox (DSG)

Particulate exhaust filters

M Yes. We are doing thesenow  ® No, butplanningto mNo




Do you work on this? — Underhood Service Magazine

Air ride suspension

Turbochargers and superchargers
Security and Entry

CAN BUS diagnostics

ESC (electronic stability control)
Active dampening systems
Gasoline direct injection

Hybrid vehicles

Common rail diesel injection
Module refreshing/reprogramming

Direct shift gearbox (DSG)

Particulate exhaust filters

m Yes. We are doing these now  m No, but planningto mNo

10




Do you work on this? — ImportCar Magazine

Air ride suspension

Turbochargers and superchargers

Security and Entry

CAN BUS diagnostics

ESC (electronic stability control)

Active dampening systems

Gasoline direct injection

Hybrid vehicles

Common rail diesel injection

Module refreshing/reprogramming

Direct shift gearbox (DSG)

Particulate exhaust filters

B Yes. We are doing these now M No, but planningto B No




If you do NOT service some or all of the emerging technologies, how do you deal with customers needing
those repairs?

H Usually send to an OEM dealer B Usually send to an independent shop | trust H Other

Other

Usually facilitate repairs with another
facility/sublet

my customers do not own hybrids,and the
cars today have many security features.

| figureitout.

Educate myself

We do most things
Combination of both, depends on the repair
required.

learn-research

do research then do ourselves

Do research

We have dealer techs that moonlight for us

we do them, go to school a lot




How often do your customers specify a particular brand of replacement part for their vehicle?

B Always N Frequently 7 Sometimes M Rarely M Never

" _
BFE




How often do you specify a particular brand of replacement part for their vehicle?

B Always B Frequently " Sometimes M Rarely ™ Never

IC

o _
BFE




From the list of sources below, which do you rely on to get the most information on new

products?

— 23%

Trade Magazines

Websites/Internet

Jobbers/Stores

Manufacturer reps

Manufacturer clinics

Trade shows

eNewsletters

Web forums

Enthusiast magazines

YouTube

TV shows

Other

Facebook/Twitter

L 5%

L 5%

L A%

L 3%

L 3%

L 2%

L 2%

rl%

L Y

L, 1%

B 10%

e 19%

Brake & Front End Magazine




From the list of sources below, which do you rely on to get the most information on new

products?

Trade Magazines

Websites/Internet

Jobbers/Stores

Manufacturer reps

Manufacturer clinics

Trade shows

eNewsletters

Web forums

Enthusiast magazines

YouTube

TV shows

Other

Facebook/Twitter

L 5%
__ 5%
__ 4%
L 3%
_— 2%

L 1%

rl%

e 6%

[

L 2%

B 125

—— 24%

L 13

Underhood Service Magazine




From the list of sources below, which do you rely on to get the most information on new

products?

Trade Magazines

Websites/Internet

Jobbers/Stores

Manufacturer reps

Manufacturer clinics

Trade shows

eNewsletters

Web forums

Enthusiast magazines

YouTube

TV shows

Other

Facebook/Twitter

— 25%

e

ImportCar Magazine




Which is your primary source for parts?
e —

H Jobber (like NAPA,CARQUEST or independent)
H Retailer (Advance/AutoZone/O'Reilly, etc.)

[ OE Auto Dealer

M Expediter (WorldPac)

H Internet-only site (like Amazon,Rock Auto)

M Used (Salvage/LKQ)

% Other Source

1% 2% 1%
T 1% T

BFE




When you don't have the part in stock, how long does it take for your local parts source to deliver it?

B Under 30 minutes M 30-60 minutes ©1-1.5hr. ®M1.5-2 hrs. ™ QOver 2 hours

UHS

BFE




Average percentage of the time spent to perform a full inspection to identify potential maintenance/repair
items

H Up to half the time H half to 3/4 of the time “ more than 3/4 of the time

UHS

BFE




Percentage who purchase/subscribe to OEM based websites for repair information

- _ -

BFE 39%
Average number of OEM sites used= 3

21




If you are using OEM service websites, how do you purchase the information?

B Annual subscription  E On a per-use basis ™ Monthly subscription  ® Other

UHS

BFE

BFE UHS IC
Average amount spent per month on all the OEM sitesused | S 309]|S$S 214|S 287

22




Please think about all the replacement parts you order in a given month. How much do you estimate you are
getting from each of the following sources?

H Jobber (like NAPA,Federated or
independent)

H Retailer (Advance/ AutoZone/ O'Reilly,
etc.)

H New Car Dealer

B WorldPac

H Internet-only site (like Amazon,Rock
Auto)

[ Used (Salvage/LKQ)

% Other Source

| %
IC




Which of the following do you or your technicians use or subscribe to?

BFE

H ALLDATA
B Mitchelll
M Identifix

UHS B None of these

¥ Moto Logic

M Other

69%




When you purchase a part from a new car dealership, what factors influence your decision

to buy that part instead of an aftermarket part?
s

M Dealership is the only
source for the part
B Quality/fit

¥ No comeback expectation

B Customer wants OEM

B Competitive price

1%
1%

@ Fast delivery
Wholesale program
| don't purchase from

dealership
Other

UHS

1%
0%

1%
1%




Ina typical full day at work, how much time (percentage) do you spend on the computer:

Brake & Front End
Scheduling customers 5%
HR related (payroll, job posting, etc.)

Looking up repair Information

& Up to half the time & half to 3/4 of the time more than 3/4 of the time




In a typical full day at work, how much time (percentage) do you spend on the computer:

— Underhood Service

Scheduling customers 6%

HR related (payroll, job posting, etc.) 6%

Looking up repair Information 7%

Ordering parts /checking parts prices 5%

i Up to half the time i half to 3/4 of the time more than 3/4 of the time




In a typical full day at work, how much time (percentage) do you spend on the computer:

ImportCar

Scheduling customers

HR related (payroll, job posting, etc.)

Looking up repair Information

Ordering parts /checking parts prices

H Up to half the time H half to 3/4 of the time H more than 3/4 of the time




When checking the availability and/or pricing of parts, | typically:
N NNNNNNNNNNN5iemmsessssssm=

B use the computer

% use the PHONE to call the
parts retail store (Autozone,
Advance, etc.)

M use the PHONE to call the OE
dealer

¥ use the PHONE to call the
jobber

BFE UHS IC



When you check the availability and/or pricing of parts using the computer, about what percentage
of the time do you usually go to?

H eTailer (like eBay)

% Dealer OES portal/site

H Auto parts retail website
(like Advance,Autozone)

B eCommerce portal (like
NAPAonline,PartsPlus)

UHS

BFE IC




When ordering parts, | typically

BFE

M use the computer

T use the PHONE to call
the parts retail store
(Autozone, Advance,
etc.)

M yse the PHONE to call
the OE dealer

M use the PHONE to call
the jobber




When you order parts using the computer, about what percentage of the time do you
usually go to?

M eTailer (like eBay)

¥ Dealer OES portal/site

H Auto parts retail website
(like Advance,Autozone)

B eCommerce portal (like
NAPAonline,PartsPlus)




Please mark your top 3 concerns regarding your business over the next year:

Finding vehicle repair information

Finding quality/trained employees

Difficulty of repairs due to vehicle design

Car owners putting off maintenance/repairs

Shop profitability

Government regs/environmental concerns

Complexity of repairs

Competition from other independent shops

Competition from national service chains

Competition from car dealers

Other concern

B BFE
B UHS
mic

Other

Health care costs

legislation of the industry

prices of parts increasing

Poor quality of aftermarket parts (China)

shop operation-efficiency

growing pains as business expands

availability of quality aftermarket part

INSURANCE COMPANY'S CONTROL OVER
LABOR GUIDE TIME

internet-owner parts

Government Regulations/Employee Benefits
Costs/Laws/Taxes

Getting customers in and out quicker

Exit Strategy




Where do your technicians, including yourself, receive technical information?

Internet

Trade magazines

Computerized information systems

Repair manuals

OE vehicle bulletins

Training schools

Parts manufacturer clinics

Parts manufacturer bulletins

Online web-based

YouTube

OEM service info websites

On-site training

‘;
N
N
NO
x

‘w
m
X

&~ BFE

L UHS




Are you planning on retiring in the next 5 to 10 years?

“Yes ENo ' Maybe

IC_

" 1

BFE 15%

35



Business Continuity: If you are planning on retiring soon -maybe in the next 5 to 10 years, do you plan

to: Please rank (1-6) with #1 most preferred to #6, least preferred:

Most preferred

h 4
Least preferred

Sell the business to an employee

Bell to someone else other than family or employee

Sell the business to family

Sell to my business partner

| dont plan on retiring anytime soon

Leave the business (close doors)

Average age of technicians

Average age of youngest technician 36

Brake & Front End

Average ranking

_ 2-5




Business Continuity: If you are planning on retiring soon -maybe in the next 5 to 10 years, do you plan
to: Please rank (1-6) with #1 most preferred to #6, least preferred:

Most preferred

h 4

Least preferred

Sell the business to an employee

Sell to someone else other than family or employee

Sell the business to family

Sell to my business partner

| dont plan on retiring anytime soon

Leave the business (close doors)

1.7

Underhood Service

2.1

Average ranking

_ 2.5

Average age of technicians

45

Average age of youngest technician

34




Business Continuity: If you are planning on retiring soon -maybe in the next 5 to 10 years, do you plan to:

Please rank (1-6) with #1 most preferred to #6, least preferred:

Sell to someone else other than family or employee _ 1.9

Most preferred

v .
Least preferred

Average age of technicians

44

Average age of youngest technician

Import Car

Average ranking

Sell the business to an employee 2.2
Sell the business to family 2.2
Sell to my business partner 2.7




85%
Percentage with wireless Wi-Fi Internet access in the shop? 86%

87%

“ic KL UHS BFE

75%

Percentage with Internet access in the service bays 26%

(limited to those having access in the shop) ?
72%




The most common ways technicians are using the internet access in the service bays

Connect to repair databases

47%

Ordering parts

Training websites

Social media

Other

40




The following section deals with types of replacement parts available in several levels
of quality and price according to the age of the vehicle serviced.

How does your sourcing of parts differ when purchasing parts for a vehicle under 7
years old versus vehicles older than 7 years old?

Here are some definitions:
National Brands: Parts that are available throughout the country at various retail, jobber and
WD locations (Fel-Pro, Wix, ACDelco).

Store Brands: Parts which are exclusive to a parts retailer or jobber chain (Duralast, Wearever,
Parts Master).

OE Supplier: Parts that are from manufacturers who supply parts to OEM's and the aftermarket:
(Bosch, Denso, Aisin)

Dealer OE: Parts that are available only through new car dealers (GM, Ford, Toyota).

3



How does your sourcing of parts differ when purchasing parts for a vehicle under 7 years old versus vehicles
older than 7 years old? Underhood Service and Brake & Front End Magazine

120% - P
Ignition Parts

100% -

80% -
9%
17% -

& Dealer OES
60% - OE Supplier

& National Brands

& Store Brands
40% -
20% -

0% -

2008 or Newer 2007 or Older 2008 or Newer 2007 or Older 2008 or Newer 2007 or Older
Domestic Domestic J-Import J-Import E-Import E-Import




How does your sourcing of parts differ when purchasing parts for a vehicle under 7 years old versus vehicles older
than 7 years old? Underhood Service and Brake & Front End Magazine

120% Rotating Electrical

100% -

16%
80% -

18%

& Dealer OES
60% - OE Supplier
& National Brands

& Store Brands

40% -

20% -

0% -
2008 or Newer 2007 or Older Domestic 2008 or Newer 2007 or Older 2008 or Newer 2007 or Older
Domestic J-Import J-Import E-Import E-Import




How does your sourcing of parts differ when purchasing parts for a vehicle under 7 years old versus vehicles
older than 7 years old? Underhood Service and Brake & Front End Magazine

120%

100%

80%

60%

40%

20%

0%

| I I I I I

2008 or Newer
Domestic

19%

2007 or Older Domestic

Brake Parts

10%

2008 or Newer
J-Import

9%

2007 or Older
J-Import

13%

2008 or Newer
E-Import

13%

2007 or Older
E-Import

& Dealer OES
OE Supplier
& National Brands

& Store Brands




How does your sourcing of parts differ when purchasing parts for a vehicle under 7 years old versus vehicles
older than 7 years old? Underhood Service and Brake & Front End Magazine

120% - Suspension Parts

100% -

12%

19%

80% 18%
21%

i Dealer OES
60% OE Supplier

& National Brands

& Store Brands

40% -

20% -

0% -
2008 or Newer 2007 or Older 2008 or Newer 2007 or Older 2008 or Newer 2007 or Older
Domestic Domestic J-lmport J-Import E-Import E-Import




How does your sourcing of parts differ when purchasing parts for a vehicle under 7 years old versus vehicles
older than 7 years old? Underhood Service and Brake & Front End Magazine

120% 7 Filters

100% -

14%

80% - —
16% —_
18%

11%

23%

& Dealer OES
60% OE Supplier
& National Brands

& Store Brands

40% -

20% -

0% -
2008 or Newer 2007 or Older 2008 or Newer 2007 or Older 2008 or Newer 2007 or Older
Domestic Domestic J-Import J-Import E-Import E-Import




How does your sourcing of parts differ when purchasing parts for a vehicle under 7 years old versus vehicles
older than 7 years old? Underhood Service and Brake & Front End Magazine

120% Fuel Pumps

100% -

0,
10% 13%

19%

80% - 20%

60% -
40% -

20% -

22%
& Dealer OES

OE Supplier
& National Brands

& Store Brands

0% -
2008 or Newer 2007 or Older Domestic 2008 or Newer 2007 or Older 2008 or Newer 2007 or Older
Domestic J-Import J-Import E-Import E-Import




How does your sourcing of parts differ when purchasing parts for a vehicle under 7 years old versus vehicles
older than 7 years old? Underhood Service and Brake & Front End Magazine

120% 7 Drivetrain

100% -

15%
11% 10%

22% - 14%

80% -

26% & Dealer OES

60% OE Supplier

& National Brands

& Store Brands

40% -

20% -

0% -
2008 or Newer 2007 or Older Domestic 2008 or Newer 2007 or Older 2008 or Newer 2007 or Older
Domestic J-Import J-Import E-Import E-Import




How does your sourcing of parts differ when purchasing parts for a vehicle under 7 years old versus vehicles
older than 7 years old? Underhood Service and Brake & Front End Magazine

120%

100%

80% -

60%

40%

20%

0%

Sensors

18%

15%

22%

24%

23%

& Dealer OES

25%
OE Supplier

& National Brands
& Store Brands

2008 or Newer Domestic 2007 or Older Domestic 2008 or Newer 2007 or Older 2008 or Newer 2007 or Older
J-Import J-Import E-Import E-Import




How does your sourcing of parts differ when purchasing parts for a vehicle under 7 years old versus vehicles
older than 7 years old? ImportCar Magazine only

120% - Ignition Parts

100% -

31%

80% -

38%
26% 26%

26% & Dealer OES
42%
60% OE Supplier
& National Brands

& Store Brands

40%
B I
0% -
2008 or Newer 2007 or Older Domestic 2008 or Newer 2007 or Older 2008 or Newer 2007 or Older
Domestic J-Import J-Import E-Import E-Import




How does your sourcing of parts differ when purchasing parts for a vehicle under 7 years old versus vehicles
older than 7 years old? ImportCar Magazine only

120% - Rotating Electrical

100% -

29%

80% -

41%

44% & Dealer OES

31%
60% - 32% 43% OE Supplier
& National Brands

& Store Brands

40% -

- I I I
0% -
2008 or Newer 2007 or Older Domestic 2008 or Newer 2007 or Older 2008 or Newer 2007 or Older
Domestic J-Import J-Import E-Import E-Import




How does your sourcing of parts differ when purchasing parts for a vehicle under 7 years old versus vehicles
older than 7 years old? ImportCar Magazine only

120% - Brake Parts

100% -

26%

29% 34%
35%

80% -

0,
46% & Dealer OES

60% - OE Supplier
50% pp
i National Brands

& Store Brands

40%
20% -
0% -
2008 or Newer 2007 or Older 2008 or Newer 2007 or Older 2008 or Newer 2007 or Older
Domestic Domestic J-Import J-Import E-Import E-Import




How does your sourcing of parts differ when purchasing parts for a vehicle under 7 years old versus vehicles
older than 7 years old? ImportCar Magazine only

120%

100%

80%

60%

40%

20%

0%

Suspension Parts

32%

—
39%

47% 41%

44%
43% X Dealer OES

OE Supplier

& National Brands

I & Store Brands

H BN BB B .

2008 or Newer 2007 or Older 2008 or Newer 2007 or Older 2008 or Newer 2007 or Older
Domestic Domestic J-Import J-Import E-Import E-Import




How does your sourcing of parts differ when purchasing parts for a vehicle under 7 years old versus vehicles
older than 7 years old? ImportCar Magazine only

120% - H
¢ Filters
100% -
——
14%
80% 7 17%
24%
31% 29% & Dealer OES
60% - OE Supplier
& National Brands
& Store Brands
40% -
N I
0% -
2008 or Newer 2007 or Older Domestic 2008 or Newer 2007 or Older 2008 or Newer 2007 or Older
Domestic J-Import J-Import E-Import E-Import




How does your sourcing of parts differ when purchasing parts for a vehicle under 7 years old versus vehicles
older than 7 years old? ImportCar Magazine only

120% - Fuel Pumps
100% -
-
19% 19%
21%
0, .
80% 29%
26%
& Dealer OES
60% - 29% OE Supplier
& National Brands
& Store Brands
40% -
20% -
0% -
2008 or Newer 2007 or Older Domestic 2008 or Newer 2007 or Older 2008 or Newer 2007 or Older
Domestic J-Import J-Import E-Import E-Import




How does your sourcing of parts differ when purchasing parts for a vehicle under 7 years old versus vehicles
older than 7 years old? ImportCar Magazine only

120% - Drivetrain

100% -

20%

80% -

18% 21% 27%
30%

& Dealer OES

60% - 34% OE Supplier
& National Brands
& Store Brands

40% -

N I

0% -
2008 or Newer 2007 or Older 2008 or Newer 2007 or Older 2008 or Newer 2007 or Older
Domestic Domestic J-Import J-Import E-Import E-Import




How does your sourcing of parts differ when purchasing parts for a vehicle under 7 years old versus vehicles older
than 7 years old? ImportCar Magazine only

120% - Sensors

100% -

80% - 23% .

o)
33% 27%

30%

29% & Dealer OES
60% - i
0 33% OE Supplier
& National Brands
& Store Brands
40% -
N I I
y M
2008 or Newer 2007 or Older Domestic 2008 or Newer 2007 or Older 2008 or Newer 2007 or Older
Domestic J-Import J-Import E-Import E-Import




