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Winning in Today's
Economic Climate

By Joe Caruso

If the world economic crisis is negatively affecting you and/or your business, I have
some advice for you...stop worrying about it. There’s next to nothing you can do to fix
it, and worrying about it certainly isn’'t going to help anything. If you really want to help
yourself and your business, there’s another crisis you should be focusing on. It's one that
nobody is talking about and yet nearly everyone is suffering from. It's also a crisis that
you can actually do something about—and by doing so—you can help yourself fare better
in these challenging economic times. Believe it or not, it’s called an Identity Crisis.

Economic Cirisis, or Identity Crisis, in Businesses?

What does an identity crisis have to do with you, especially during these turbulent
economic times? Let’s start by shedding some light on what an identity crisis actually is.
Erik Erikson, the ground-breaking developmental psychologist and psychoanalyst, said that
people experience an identity crisis when they lose “a sense of personal sameness
and historical continuity”. Further, only those who fully address this crisis and find
a way to see themselves differently and in a way that is more congruent with the
new and different world they find themselves in will survive and thrive.

[ think that description just about sums up what is happening in business today.
American businesses and workers are in an Identity Crisis. Let’s start to look at what is
different from the continuity and sameness of the world we knew.

* Government is going into business, and businesses are going out of business in

ways that are unprecedented since the Great Depression.

* A bonus has gone from a perk to a pejorative.

* The corporate jet, once a sign of success, is now viewed as a sign of excess.

* The financial markets, which are largely based on predictions and projec-

tions, are a mess, because both are based on a sense historical continuity
which has recently been rendered irrelevant.

Methods of Customer Service...on page 11
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From the President
By Brad Schwartz

“I need a part for my Chevy Taurus.”

[ assume we've all gotten that call. You know the one
that either makes you smile or become irritated. Some-
times you might only get one a month, or in some areas, on
a daily basis. Entertaining calls of misinformation and mis-
direction. The problem is if you are busy and back-logged
with parts to check and shops to phone, the humor could
be overshadowed by annoyance and frustration.

Sometimes helping a customer means wading
through their confusion to help assess what part they
actually need. It can be difficult to show patience with
customers who need a part but don’t know the basic
information about their own vehicle. Your frustration
level might click up a notch when they tell you it is
NOT even their car, but that they are calling for their
brother, boyfriend or girlfriend. It might click up again
when they keep screaming at the person in the other
room who actually owns the vehicle.

MATR Dates of Interest

July
18 Governor must sign/veto bills
August

28 Effective date of bills signed
(Unless emergency date is specified)
September

12 Veto session convenes

November
16-18 2012 MATR Annual Meeting

Camden on the Lake, Lake Ozark, MO
g J

Anyway, | thought it might be fun to collect a few
of the more entertaining comments and stories that
I've heard from fellow recyclers.

“I need a part for my Buick.”

“What model Buick do you have sir?”

“It's an Ackerman.” (The name of a local dealership)

“I need a left front passenger side mirror for my
Impala.”

“Do you buy cars?”

“Yes we do, but we would need to look at it. What
is the location of your vehicle?”

“It's in my driveway.”

“Is this Henry’s auto salvage?”

“Yes it is.”

“Do you sell used auto parts?”

“I need a driver’s side spindle for my 08 Accord.”

“Sir [ do have that spindle in stock. Figure seventy
five dollars.”

“Seventy Five bucks!! The other salvage yard told
me ten dollars!”

“Well then I suggest that you buy the part from the
other salvage yard.”

“Yeah, well they don’t have any in stock!”

“I need a part for my Mercury Lesabre.”

“I need a back windshield for my car.”

“I need the left rear door glass for my Camaro.”
“Do you have an engine for a 1989 Fusion?”

“I need a mirror for my Chevy.”

“What kind of Chevy do you have?”

“It's a car.”

“No sir, | mean what model of Chevy.”

“I don’t know. I gotta go look. Hold on for a min-
ute. The car’s outside parked on the street.”

“Hey, this is Paul’s Tire Shop. | need a wheel for
a 03 Neon.”
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“What size wheel do you have, and is it steel or
aluminum?”

“I don’t know. Let me go check.” Now wouldn't
you expect a professional tire shop to have all that in-
formation in advance before calling?

“Ma’am, that door glass is $100 dollars.”

“Listen sugar, | don’t have any money right now,
but I'm sure we could work something out...” (Sev-
eral recyclers near strip clubs tell stories about dancers
coming in wanting to trade ‘services’ for parts.)

“Sir, I don't think it’s a good idea to put this Crown
Vic windshield in that Escort sedan, especially with 3
passengers riding with you.” It makes me wonder
when customers want parts loaded in unsuitable ve-
hicles. How often have you loaded an engine or trans-
mission in someone’s trunk or on the passenger front

lissouri
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seat? How about a rearend in a backseat or a quarter
panel in a station wagon? We've seen customers work
miracles to get a part into their car or a truck.

“I need a wheel for my husband’s car. He busted
it coming over here.”

“Yes ma’am. What type of vehicle does your hus-
band have?”

“Hey you! What's your name?! They want to know
what kind of car you got!”

Obviously we are the professionals, and it is our
job to guide the innocent and uneducated. But some-
times, the questions and comments can sure lighten a
long and difficult day at work. Maybe if everyone in
the industry sent me some of their funniest stories [
would have enough material to publish a best-seller!

Vehicle Recycling Process

Car Recycling Steps: 1. Pretreatment 2. Dismantling 3. Metal Separation 4. Land(ill Disposal

Autun‘_mhi]e Dismqntlers
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MATR Legislative Update

By Randy Scherr MATR Executive Director

As the 2012 Missouri General Assembly winds
down through its final five days of session toward
a May 18th Adjournment, MATR has been active-
ly working on several bills of interest. House Bill
1150 by Representative Smith and Senate Bill 557
by Senator Brown would clarify in the statute that
the owner of a rebuilt salvage vehicle would not
be required to repair or restore the vehicle to its
“original” appearance in order to pass the vehicle
inspection. This has been a major concern of sev-

Quick Pay & Top Prices
Since 1936

We Buy All Metals including...

o Insulated Copper Wire
Aluminum & Brassi Radiators
Aluminum} Wheels

Catalytici Convelrters
Sitarters and Alternators
Scrap! lron & Siteel
Automoitive Casit lron

P: 314.481.2800  TF: 800.527.6865
F: 314.481.4703

Pick Up Service Available.

| 6400 South Broadway ¢ St. Louis, MO 63111 |

eral members in the past where their vehicles have
failed inspections because of very minor damage
that remained on the vehicle. Both of these bills
have passed their original houses and are under
consideration in the opposite body. Both have a
reasonably good chance of passing.

Three bills have been filed relating to the pur-
chase and sale of commodity metals and catalytic
convertors. All bills attempt to ratchet down the
restrictions on the purchase of metals. MATR was
very active in the passage of the original statute five
years ago and continues to monitor these bills in or-
der to ensure that MATR members are not adverse-
ly affected when purchasing vehicles containing, as
a minor component part, metals that are regulated.
As in the original statute we have been successful
in exempting purchases where the metals are minor
component part of the larger item.

Senator Engler has introduced Senate Bill 633
which would provide for a scrap metal operator to
purchase older vehicles on a bill of sale. This bill origi-
nally raised some concerns among the MATR Board
as well as the Missouri State Highway Patrol because
of its potential impact on theft. Many of those con-
cerns have been addressed and a “comprise bill” is
currently under consideration in the House.

A comprehensive report on bills that are passed
by the Legislature and any impact they may have
on our membership will be sent out following the
end of the legislative session.

Should you have any questions regarding leg-
islative issues please don’t hesitate to contact the
MATR office.
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Hybrid Vehicle Dismantling Guide Highlights

By Sue Schauls

A hybrid electric vehicle works like this: HEV Power Systems

1. Gasoline is stored in a fuel tank for use in the Hybrids are classified by the division of power
internal combustion engine. between sources. Both sources (electric motor and

2. Electricity is stored in a high voltage (HV) bat- gas engine) may operate in PARALLEL, to simulta-
tery pack used to power the electric motor(s). neously provide acceleration, or operate in SERIES

3. One or both sources are used to power the with one sources exclusively providing the acceler-
vehicle. ation and the second being used to enhance power.

A Series-Parallel system is also possible with one
primary power source and the other providing di-
rect additional acceleration if required. Accessories
such as power steering and air conditioning are powered
by electric motors.
Parallel System
*  Most common in HEV.
* Engine and electric motor connected to me-
chanical transmission.
* Use one electrical motor/generator as second
power source and replaces starter & alternator
(often located between engine and transmission).

Key terms in HEV technology:

The Continuously Variable Transmission or CVT is
located between the gas engine and the electric motor.
Honda called it INTEGRATED MOTOR ASSIST or IMA.

REGENERATIVE BRAKING is the vehicle’s abil-
ity to use the electric motor as a generator by captur-
ing energy of friction normally lost in braking.

=

By the end of 2016, ].D. Power expects

there to be 159 hybrid and electric vehicle Series System

models available for purchase in the U.S. » Referred to as Range-Extended Electric Vehicles.
market. This is a significant increase from * Driven by electric traction.

the 31 models in 2009. * The engine drives the generator and not the

wheels.
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* Electric motor matched to wheels, does not
require transmission between engine & wheels.

Types by Degree of Hybridization

FULL Hybrid is a vehicle that can run on just the
engine, just the batteries or a combination of both.

MILD Hybrid is basically a conventional vehicle with
some degree of hybrid hardware but with limited features.

Hybrid Electric Vehicle Hazards

In addition to usual automotive hazards of flam-
mable gasoline, 12 volt electrical shorts/fires and non-
deployed airbags, HEV have high voltage safety issues.

For this reason cables on HEV are either

1. BLUE (42-volt) use CAUTION or

2. ORANGE (60-volt) use EXTREME CAUTION.

Create a buffer zone of a 3-foot perimeter with
caution tape that does not have any metal items in
it. Wear insulated gloves such as OSHA-approved
“lineman gloves” and use a CAT Il Meter.

Hybrid Electric Vehicle Safety

Precautions
The right tools are absolutely mandatory:
1. Class 0/1000 Volt GLOVES
2. CATIII 1000 Volt digital multi meter (DMM)
3. Safety Glasses with side shields
4. Linesman type high voltage rescue hook

|
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Hybrid Electric Vehicle Service
Disconnect Procedures

1. Turn off ignition/ press power button off.

2. Remove key from vehicle (smart key systems
may allow power ups if key is in the vehicle).

3. Disconnect 12-volt battery (for added pre-
caution).

4. Remove/ switch off OEM HV battery dis-
connect service device. (DO NOT handle
the HV Battery without Class 0/1000 safety
gloves!

5. Test the part being removed with CAT
[11/1000 Volt meter.

Anything less than 15 Volts is safe to handle

without gloves.

Hybrid Electric Vehicle Dismantling Guide was
funded by EPA Grant EPA-OECA-OC-10-01 and
CFDA # 66.305 through the Environmental Com-
pliance for Automotive Recyclers (ECAR) compli-
ance assistance center. http://www.ecarcenter.org/

About the author: Sue Schauls is an independent en-
vironmental consultant with automotive expertise. She
is the lowa Automotive Recyclers Executive Director &
I-CARE Program Manager and the CCAR-Greenlink
Technical Advisor.




MISSOURI AUTO & TRUCK RECYCLER
MEMBERSHIP APPLICATION

- 2 Why Should You Join?

Please Return to:
P.O. Box 1072 * The MATR retains the services of legislative counsel in Jefferson City
Jefferson City, Missouri 65102-1072 to monitor proposed new laws, changes in current laws and new
(573) 636-2822 regulatory proposal and rules changes.
Fax: (573) 636-9749 * The MAIR publishes a newsletter 6 times a year at no charge with
www.matronline.com the latest information on business tips on subjects ranging from
\. J insurance, to updates on new products and services and more.

*  The MATR maintains a worldwide web site at www.matronline.com featuring information about the industry
for consumers, a membership and associate member on-line roster with direct links to their web sites.

* The MAIR produces an annual convention & trade show featuring exhibitors showing off their latest

* The MATR maintains an office reachable 24 hours a day, 7 days a week by phone or fax

All this and more for only $400.00 a year!

Date of Application: New Member OJ Renewal O

Company Name:

Mailing Address:

City: State: Zip:

Business Phone: Fax:

Owner/Key Contact

E-Mail:

Active/Regular Membership: Ownership interest in an automobile and truck recycling business operated within the State of Missouri
and deriving a substantial portion of income from the sale and exchange of used automobile and truck parts provided, however, that a person,
who does not possess an ownership interest in an automobile and truck recycling business operated within the State of Missouri but who is
engaged as the full-time manager of such a business, shall with the written consent of the owner thereof not be denied membership.
Associate Membership: Any entity or person not meeting the eligibility requirements for active membership as herein above provided shall
upon the approval of the Membership Committee be eligible to become an Associate Member of the Association.

Please check one:

0 Regular Member $400.00 Make check payable to:
MATR
J Associate Member $275.00 PO. Box 1072

Additional Locations are charged $200.00 annually Jefferson City, MO 65102-1072

Signature: Date:

Thank you for your support!
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MATR Regular MEMBERS

4-Auto Parts, LLC
816-256-4479

A1 Auto Recyclers
(573) 442-4343

Al's Auto Salvage & Sales
(314) 382-6112

(314) 382-5404

All Star Auto Salvage
(816) 921-9999

Archway Auto Salvage & Sales, Inc.
(636) 671-1120

Auto Parts Company
(636) 366-4966

B & B Import Auto
(417) 725-5296

B & W Truck Repair, Inc.
(573) 393-2357

Car Tech Advantage, LLC
(417) 862-1641

County Line Auto Parts
(816) 697-3535

Countryside Auto & Truck Parts
(636) 928-6792

Davis Auto Wrecking
(816) 229-3432

Delta Auto Parts & Salvage, Inc.
(573) 379-5438

E & J Auto Salvage
(636) 479-4132

Fierge Auto Sales
(800) 252-9025

Forty Three Auto
(417) 781-7904

Al's Foreign Auto Salvage & Sales, Inc.

Highway 160 Import Salvage, Inc.

Northside Auto Salvage & Sales

Frontier Auto & Truck Parts

(660) 359-3888

Higbee Auto Service
(660) 456-7201

(417) 725-4061

Hillsdale Auto Parts
(877) 385-9950

J.C. Auto & Truck Parts
(573) 735-4800

Jack’s Auto Salvage
(636) 947-6005

Johannes Auto Sales, Inc.

(573) 243-3506

Keystone Kansas City
(LKQ Corporation)
(816) 921-8929

Keystone Springfield
(LKQ Corporation)
(417) 582-1995

Keystone St. Louis
(LKQ Corporation)
(314) 298-7766

Late Model Auto Parts
(816) 483-8500

Liberty Auto Salvage, Co.

(314) 531-4141

Mack’s Auto Parts, Inc.
(314) 638-5447

Midway Auto Parts, Inc.
(816) 242-0100

Modern Imports, Inc.
(314) 638-6040

Mott Auto
(417) 532-3914

(314) 382-8989

Nuelles 4x4 Salvage
(660) 584-7989

0-K Auto Parts, LLC
(314) 652-1144

Perrigo Body Shop
(660) 397-2195

Pick-n-Pull Auto Dismantlers -
Kansas City
(816) 231-1618

Pick-n-Pull Auto Dismantlers -
St. Louis
(916) 681-3463

Rascal Flats, INC.
(660) 388-6389

Rich Industries
(816) 861-3200

Rogers Wrecking & Salvage
(417) 532-3731

Sapulpa Auto Pool of Kansas City, LLC
(816) 380-5151

Springfield Iron & Metal
(417) 869-7373

St. James Auto & Truck Parts, LLC
800-264-3294

T & L Auto Sales Salvage, Inc.
(816) 630-7530

Thompson's Auto Sales
(573) 223-7338

Trump Trucks
(660) 727-2387

West 7th St. Salvage
417-623-3255

Yancey Auto Sales & Parts
(573) 565-3508

.

Join us and just see
what we can accomplish together!

BE SURE TO CONSIDER ALL OF OUR DIRECT MEMBERS

FIRST FOR YOUR BUSINESS NEEDS

VISIT OUR WEBSITE FOR FULL CONTACT INFORMATION
www.matronline.com

Visit ;{mﬁqn\e at

www.matronline.com




June/July 2012

ASSOCIATION"NEWS

Methods of Customer Service...continued from cover

American businesses are finding themselves in an
environment they don’t even recognize, let alone un-
derstand. How can they strategize to it?

The American Worker and the
Identity Crisis

The American worker, who is trying to face
this crisis with a can-do attitude, is experiencing
an identity crisis as well. Our most experienced
workers, people with 20 or 30 years of on the job
experience, have never operated in a business cli-
mate like this. So, which part of their “experience”
still has some value, and which part is weighing
them down in this vast sea change?

Today’s economic crisis is a real game changer. In
fact, the game has changed so much that many of the
old rules don't apply; and, what used to put you on
the scoreboard doesn’t necessarily do so now. What, if
anything, can be done?

What Can a Single Business or an
Individual Do About This?

The fact is this — there is very little a single
business or an individual can do

Jissouri | g
Aulo&Truck«Retyders N Ews warn §
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an identity crisis is to recognize and admit that
you’'re having one. To not admit this is to continue
to try to bring the same perspectives, definitions and
approaches to a world that will no longer respond to
them like it used to respond. This is a great recipe for
a heaping serving of failure and frustration. Yet it is
exactly what most businesses and individuals across
America are doing today. They're “redoubling their
efforts”, or adjusting budgets and costs against the
same plan and approach to the market that they had
when they were in a vastly different market environ-
ment. They are, in fact, “holding on” until things go
back to the way they were.

Stop Seeing Yourself in the Old
Context

Instead, the best hope for a business or an individu-
al to survive, and even perhaps thrive in this new busi-
ness environment, is to learn how to see themselves
differently in the new context of the new environment.

Identity, whether corporate or individual, has
many elements to it. For example, a business can
have a brand identity. It can be said that Apple is
a cool brand compared to its rival Microsoft. Or
its identity could be reflected in the way it goes
about doing its business differently than its com-

to directly fix today’s worldwide

SN

economic crisis. That being said,
it's important to remind ourselves
that nearly every crisis has oppor-
tunity hidden in it somewhere.
But those opportunities aren’t
always so obvious to us, nor are
they always easy to find.

The way to find the opportuni-
ty in this economic crisis is to stop
wasting our thoughts and emo-

tions on what we can’'t control
and start to focus them on what

1\

l c l Insurance Consultants, Inc.

Insuring the Salvage & Recycling Industry Since 1976

Please contact us for a
Competitive Quote and ask Our Clients
about our Exceptional Service

800-449-1151

) >,

we can. The key here is to focus Trusted 20" N.Lindbergh Bivd, Suite 322, St Louis, MO 63141 B
i ¢ the identity crisi C“‘:ic%® ph: 314.994.1151 | tf: 800-449-1151 | fax: 314.994.7494 &

on getling pas € 1dentty Crisis g www.InsuranceConsultantsinc.com N

our times have created for us. The
critical first step when facing
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petitors, like a Southwest Airlines. The same can
be said for individuals. For example, identity theft
refers not to someone stealing your soul or your
mind, but rather to someone using the aspects or
elements of you that banks and businesses identify
you by—your credit cards, records, and key relevant
personal information.

How we see ourselves is a foundational ele-
ment of our identity. When the world has changed
so drastically that it sees us differently, meaning
that it responds to what we do and how we do it
differently than it used to, we need to step back
and find a way to see ourselves differently in
that new world. It is only through this process that
we can find a way for the world to respond posi-
tively to us once again. To hold on to the same view
of ourselves and the world, and wait for things to
get back to the way they were (which, believe it
or not, is the current approach for most businesses
and individuals in this country right now) will cause
greater hardship and possibly even failure. This is
evidenced by the increasing numbers of business
closings and home foreclosures.

How Do You See Yourself (or
Your Business) in the New Context?

So how does one begin to see oneself and one’s
business differently? It's important to step back and
reevaluate what is and what was, and the distinc-
tion between the two. For example, as teenagers
start to become full-fledged members of adult soci-
ety, some aspects of how they see themselves must
change in order for them to be successful adults.
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set of expectations for them, so they too must be-
come aware of these distinctions and adapt their
behavior. This requires that they learn to see them-
selves differently. A young adult that doesn’t do
this will find themselves in a sorry state sooner or
later. There’s no way around it. When businesses
look at their products differently, they bring us in-
novations like coolers with wheels and handles, all
temperature laundry detergents, and plastic squeez-
able ketchup bottles that stand
upside down. When they look
at themselves differently, they
find new business models the
way Apple created iTunes and
car companies created their
own financing arms as business
units and profit centers.

When businesses have the
courage and insight to look at
themselves differently, sales-
people can begin to see that
selling doesn’t consist of giving
the customer what they want,
the way they want it, for the
price they expected—that’s or-
der taking. (The internet has
contributed to this now com-
mon approach to sales.) Selling
actually only occurs when the
customer happily leaves with
something more than what
they came to purchase, usu-
ally (but not always) because
they spent more than they had
originally intended. Similarly,
smart customer service doesn’t
occur when a company does
everything it can to make the
customer happy, any more than
it can come about when a com-
pany does everything it can to
qualify for some national cus-
tomer service award, regardless
of how it affects the bottom
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When you need quality used auto & truck parts,

Toll Free: 800-717-6505

www.trailsendauto.com

Mike Swift ¢ Steve Swift

line. Rather, the best measure of good customer
service is doing the absolute least to appear out-
standing in the mind of the customer. All efforts
beyond that cut into profits. That’s a fact.

In my extensive work on the subject of trans-
formational thinking, including keynoting events all
over the world on the subject, counseling Admirals
and CEQ'’s on the subject, and working with their re-
spective commands and organizations, [ have found
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the following to be true in every case. [While every
one of my clients is unique and requires a special-
ized strategy to the market, I can tell you with great
authority, that these next few sentences are true and
applicable for anyone who will read them.

3 Steps for Getting Closer to
Winning

1. There is close to nothing on your calendar or
to-do list right now that is more urgent and
more critical than to stop what you're doing
and the way you're doing it, and identify the
clear distinctions between the world you used
to work in, and the world you work in today.

2. Once you have made these distinctions, you
can contemplate, strategize and plan on how
you need to see yourself and your business in
a way that can set you up to succeed in this
new economic world. This creates congru-
ency between how you see yourself and your
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business, and how the new economic world
sees you and your business.

3. With that congruency established, your next
step is to compellingly convince yourself, and
your fellow workers, that there is much to be
gained by letting go of who they were and
grabbing on to who they need to be. If this
acceptance occurs among the leadership and
again throughout the organization, then any
subsequent plans and processes will work to
the new definition, and therefore work more
successfully than hanging on to any unexam-
ined process or plan that plays to old defini-
tions that worked in the old world.

Crisis indeed has opportunity in it. Though it
may seem difficult to believe for some of us, today’s
economic crisis, while unprecedented, definitely
has opportunity in it. This is not positive thinking
or some form of optimism. We know that some
people and businesses will profit from these times.
Those who have the courage to see the world as
it is now, versus how it used to be, and those who
understand the distinctions and the implications of
the distinctions, and who are able to let go of past
versions of their world to adjust their thoughts and
behaviors to the present economic environment,
will find their opportunity.

We Enter Each Phase of Life as a

Novice

It is said that we enter each age of life as a novice.
If you, or your company, have the courage to admit
that this is true, you have just begun to take the first
necessary step to positively dealing with your current
identity crisis and to finding a way through this current
economic crisis, rather than be a victim to it. It's the
best you can do — and perhaps, it’s all that you'll need.
And, if I may be so bold, if a critical mass of workers
and companies did just that, it could just become the
ultimate solution to the larger economic crisis.

Reprinted with permission of Caruso Leadership Insti-
tute, www.carusoleadership.com
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