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Chapter 16 President’s Message - November 2017  

I hope your bays are full, and you are finishing the year with gusto! 

If you did not attend October meeting at Doral's, you missed out on 

some fun, and useful OSHA information.  Dave Fischer, of California 
Employer's Services, did a shop walkthrough and pointed out areas 

where violations are commonly found.  

OSHA inspections (and fines) can ruin one's entire day, and don’t 
forget that bureaucrats and politicians in Sacramento need your money more than 

ever.                                                                                                                     
If you have any OSHA related questions, Dave can be reached at 888-358-2221. 

At Art's behest, and due to scheduling issues, we will not hold meetings in             

November or December. However, come January, 2018, we will meet monthly, and 
will have a full slate of speakers. So reserve the third Tuesday of each month for 

chapter meetings.  

Happy Thanksgiving!                                                                                                

Kamil  

Osha’s Dave Fischer at Doral’s ‘Extravaganza’ meeting on 

October 24th, with Dave pointing out fire extinguisher tags 

(right) and Roy explaining the proper use of a Hunter (below) 
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Membership Recognition Corner 

Chapter 16 Spotlights                                       

Art Ratner                                                 

Art’s Automotive - Berkeley, CA 

 

 

 

 

 

 

 

Art Ratner, owner of Art's Automotive, Inc. in Berkeley these 
last 38 years, has been a member of Chapter 16 ASCCA since 
2004. The original motivation was the opportunity to bring most 
of the technicians of the 14 person crew to a hybrid class at 
Chabot College with the promise of many more educational 
offerings in the future at discounted costs to ASCCA members. 
Art was informed there were chapter meetings and decided to 
attend those, eventually joining the board of directors for a 
number of years before being elected chapter president and 
serving in that role for 5 and 1/2 years. Art expanded the role 
of the fledgling newsletter and produced a vast number of 
chapter meetings before Kamil Targosz succeeded him.   

Art's story is a classic of the American Dream which might 
have been cut short in a jungle or rice paddy in South East 
Asia from May of 1970 through April 1971. Art was raised in a 
blue collar family in Flushing, Queens of New York City, gradu-
ating from high school in 1966 and spent a great deal of      
energy in the 1960's being a hot rod motorhead in love with 

Chevrolet muscle cars. He entered two careers, one on Wall 
Street with JP Morgan and another as a teamster with Unit-
ed Parcel Service. He tried to stay in college several times 
before the US Army draft notice arrived in May of 1969.  

An entire year of training delayed the order to proceed to     
Vietnam till just days after the Kent State, Ohio protest that 
led to the shooting deaths of four students. Art joined his 
company in Cu Chi, Vietnam as they returned from invading 
Cambodia and endured months of tropical warfare before 
President Nixon sent word out to institute what he called the 
"Vietnamization" of the war, which meant we were to turn 
over operations to the South Vietnamese Army and reduce 
the death count of American soldiers on the nightly news.  

          August Anniversaries!        
  

 17 years!                         
 Roy Doral                              

 Doral’s Auto Repair                    

 Member since 2000 

 5 years!                                            
 Walt Commans  

 ASE                         

 Chapter 16 Honorary Member 

September Anniversaries!        
  

 19 years! 
 Marty Segarini 

 Marty’s Metrix 

 Member since 1998 

 3 years! 
 Kamil Targosz   

 Mechanic Grid  

 Member since 2014 

      October Anniversaries! 

   13 years!   

 Art Ratner         

 Art’s Automotive 

 Member since 2004 

2 years!   

John Bridgwater  

Wright’s Auto-     

motive    

Member since 2015 

 

 

 

 

 

 

 

 

 



  PAGE 3 AUTOMOTIVE SERVICE COUNCILS OF CALIFORNIA,  VOLUME VI I ,  I SSUE  3 EAST BAY CHAPTER 16  

 

 

Spotlight on Art Ratner - continued                                                

The US  still suffered over 10,000 casualties in 
1970/1971. Art rose to the rank of Sergeant and was 
responsible for the lives of men both as a squad 
leader and platoon sergeant. His discharge took 
place on April Fool's Day 1971, 39 days short of a 
year, so Nixon could say he was cutting tours short 
and bringing the boys home.  Art was so happy to 
get back home and become a hippy that people 
came up to him and asked where he got the drugs 
that made his pupils so enlarged and he told them 
that was natural joy they were seeing, not drugs!                 

Art became an active member of the Vietnam      
Veterans Against the War in 1972. Art stayed "off 
the grid" for years by attending free colleges and 
applying for GI Bill money taking art and conscious-
ness  courses, while now toiling on VW Buses and 
Ford vans, touring the country and falling in love 
with Northern California. He started a business  
making hand made leather goods and worked on 
the East Coast with a female partner Gabriella   
Duncan, who happened to be a professional auto 
mechanic from the Bay Area and in 1976 relocated 
to a shop just off Piedmont Ave in Oakland . He 
worked on automobiles on the street until finally 
landing in the College of Alameda automotive pro-
gram in early 1977. That education led to a two year 
apprenticeship at Motor City Automotive in Berkeley 
from 1978 to 1980 under the guidance of legendary 
Don Cartwright, his first auto shop teacher.   

At first Art would attend classes and then come to 
work in the afternoon eventually working full time. 
Art combined the skills of professional training, the 
tutelage of the just retired teacher and the            
experience of self employment and opened Art's  
Automotive on June 10th, 1980. That first shop was 
a real challenge because it was in the driveway of a 
rent controlled four unit apartment house where Art 
lived, where he rented first one garage and eventu-
ally four garages. To keep the surrounding residen-
tial neighbors happy he used no compressed air but 
trucks from Snap On, Safety Kleen, etc stopped by. 
After 4 solid years of dueling with the landlord and 
growing a brand name, a customer offered to buy 
him a proper commercial property on San Pablo Ave 
and installing Art's Automotive as a sweat equity 
tenant. From June through Sept 1984 Art developed 
the original workshop and added equipment and 
opened to great fanfare in October, 1984.  

Suddenly hiring staff, buying insurance, expanding 
the bookkeeping with the very first employee, Ann 
Brocato, the wife of his best friend in California and 
facing all the overhead costs and challenges that 
didn't exist in the back yard shop, Art went into over-
drive and nearly lost his mind. By late 1986 the 
sweat equity landlord offered to sell and months of 
wrangling led to a miraculous Dec 28 close. There 
was no money for a down payment, it had gone into 
the fledgling business, so Art's friends chipped in 
and Don Cartwright lent the first mortgage. 

Everyone was paid back and plans to add a newly 
constructed workshop came to completion in Oct 
1989, just one day before the Loma Prieta earth-
quake tested the walls just a few miles from a       
collapsed freeway and broken Bay Bridge. In 1993 
Art's Automotive expanded into a second address 
two doors down and took over the entire building in 
1997, calling these the annexes 1 & 2. In 1996 a two 
story office was completed in the original location. In 
2000 Art purchased the building right nextdoor and 
rented most of it to the existing tenant - La Loma 7 
body shop. In 2007 the crazy landlady tried to triple 
the rent on the annexes and Art reminded her that 
the lease ran out in June and since he wrote the 
lease next store to expire two months earlier La   
Loma moved out and Art's vacated the third building 
only to rent it back in Sept for a reasonable price, 
only to wind up purchasing it in Dec 2007, just to 
turn it into a parking garage because all the equip-
ment had been moved or sold. Now the empire was 
complete and the workshops were adjacent making 
production more efficient. With an additional parking 
lot rented from Flooring Alternatives, the total size of 
the business is 21,000 square feet.  
 
Art's Automotive specializes in Japanese brands and 
was the first in the East Bay to get deeply into hy-
brids. The office wall is exploding with Best of the 
Bay and various other awards. After becoming an S 
Corporation in 2015 Art semi retired and moved out 
of the main shop, building an office in annex 2 and 
uses a DMV license to purchase cars at the dealer 
only auction Manheim's in Hayward. The very next 
phase involves selling corporate shares to long time 
employees Lute Farnsworth and Paul Cortes and 
stepping deeper into retirement while remaining the 
landlord for as long as possible. Art and his wife 
Marty have traveled all over the world and have a 
few more pins to add to the map. Art likes to bicycle 
and hopes to get back into painting.      ☺ 
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From: Matthew Peralta, ASCCA Deputy Executive Director ... 
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The Fall 
2017 issue of 

California        
Independent 

is here! 

https://www.ascca.com/articles/

ascca-california-independent-

fall-2017-issue-available-now  

 

 
ASCCA Members Join Efforts to Help Victims of 

the California Wild Fires  
SACRAMENTO – As communities throughout Sonoma, Napa, 
and other Northern California counties begin the long process of 
rebuilding after the devastating wildfires, the Automotive Service 
Councils of California has identified four of our members who 
have tragically lost their homes. 
In response, ASCCA’s Executive Committee established the 
ASCCA California Wildfire Relief Fund. Thanks to their generous 
support, and the contributions of ASCCA members across Cali-
fornia, the fund has raised $17,000. ASCCA President David Kusa 
stated, “I am honored and humbled to be part of an association 
and industry that has shown so much support, both time and 
treasure, for our fellow shop owners that need help.” 
The Executive Committee has decided to distribute all but one-
fifth of the money to the members known to have been impacted 
by the fires. The remaining money will be reserved in case there 
are other members impacted that have yet to be identified. 
To make a donation, visit:  https://www.gofundme.com/ascca-ca-

wild-fire-relief-fund 
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Yes that is correct - stop working cars and start working 
with the people who own the cars. We’ve all done a great 
job at keeping up with the technological changes in the 
automotive repair business. We spent countless thou-
sands of dollars on training, new specialized equipment, 
advertising to let people know of our expertise and, in my 
opinion, we were missing the most important part of 
small business today. That is the relationship. There are 
literally hundreds of thousands of people who repair cars 
every single day. Why are some so much more success-
ful at it than others? It’s not always the ability to fix the 
cars but I feel it really lies in their ability to build a rela-
tionship with the client. In my opinion one of the major 
components missing in today’s small business world is 
the importance of developing and maintaining a relation-
ship with our best clients. Take a moment and think 
about who you do business with who you buy your parts 
supplies and tools from.  In most cases it’s going to be 
about the person representing the company, not the 
company itself.  In other words it’s about the relationship 
you have with the salesperson. If you really examine the 
reasons you purchase what you purchase from who you 
purchase, it boils down to one simple thing - “People”! 

We are so focused on fixing the car that we forget how 
important having a relationship with the customer is. Eve-
ry client wants to feel special, to be remembered, along 
with being a valued part of the relationship.  Unfortunate-
ly, in many cases everyday across the United States 
there are clients that are treated like an interruption, a 
pain, something or someone we have to deal with to get 
to the fix or the car part. 

A question I ask clients all the time is - why should I bring 
my car to you to have it repaired? In many cases there 
are thousands of places to get my car repaired in my lo-
cal area. Your client makes a decision based on a per-
sonal relationship with you whether you’re the owner, the 
service advisor, or the technician. From my own experi-
ences as I travel across our United States training, 
coaching ,and consulting, I think of my own purchasing 
experiences with hotels, airlines and the rental car com-
panies I’m loyal to.  They all provide the most basic ser-
vices.  An airline provides a ride.  So why choose one 
company over another?  In my case it’s always about 
happy people. Traveling can be stressful or difficult; if I 
can surround myself with people who enjoy their job, 
smile and laugh, it adds to the overall experience... Re-
member, when your client comes to you, in many cases 
they are not having a good day; they have a problem that 
is unexpected, unplanned, and creates hardship for 
them.  

Losing the car means losing 
their freedom. When they walk 
through your door, if you show 
you’re angry, tired, upset or just 
don’t want to be bothered they 
sense and see that, which in 
turn has them wanting to go elsewhere. When a client 
walks through your door smile at them.  Greet them!!   
Let them know they’ve come to the right place and 
you’re going to take above care and follow through! 
You don’t have to be the cheapest repair shop in town, 
but if you’re the friendliest they beat a path to your 
door.  

Simple things like reading your client, properly answer-
ing the phone, being polite and courteous, letting them 
know how important they are to you, will go a long 
ways towards their having you repair their car. In many 
cases it is not price that drives them to buy from you, 
but the experience of how you made them feel. Some 
of the best service advisors I’ve ever hired have not 
come from the automotive industry but from the hospi-
tality industry (hotels and restaurants).  The reason is 
they understand good customer service and developing 
a relationship. I would venture to guess that you go to 
the same restaurant over and over again, not because 
of the great outstanding food, but because of how the 
staff makes you feel when you show up. It’s the little 
things like remembering your name, what you like to 
drink, or your favorite item on the menu. Most of us 
don’t pick a restaurant based on price; we base our 
choice on the level of service and the relationship we 
have with that facility. 

In countless shops I have watched service advisors 
and owners display negative behavior, both in verbal 
and body language.  When an oppressed tense cus-
tomer walks through the door the reason that person is 
there is because we spent money for advertising and 
we’ve actually shooed them away, told them we are not 
interested in helping simply because we were upset 
they walk through the door or, even worse, that they 
dared to call us and ask us their silly questions. Re-
member they know very little about auto repair and 
what information they found on Google or YouTube is 
wrong.  Customers are looking for us to help them 
make a good informed decision.  

The fact they called you is already something in your 
favor, now help them understand the complexity of their 
car and why you’re the place to have the vehicle re-
paired at. Fixing cars is what we do to get paid.   

                Continued on next page 

index.php


  AUTOMOTIVE SERVICE COUNCILS OF CALIFORNIA,  VOLUME VI I ,  I SSUE  3 EAST BAY CHAPTER 16  PAGE 7 

 

In order  to have cars to fix we have to work very hard 
on building relationships with our customers and their 
families so they feel both physically and psychologically 
secure in bringing their vehicle to you.  

I have told customers for over 20 years we don’t fix cars, 
we provide safe dependable reliable transportation that 
you and your family can depend on and, in most cases 
they answer to me that is exactly what they are looking 
for at my shop.  Establishing the relationship in the be-
ginning.  When I do call and talk to them about the cost 
of repairing their vehicle it becomes less of an issue be-
cause they understand that they are more than just a 
car repaired to me... They are family.   People who de-
pend upon me to provide freedom so they can do what 
they want and can go about their lives.  For me, Rela-
tionship is the most important part of sales.  In fact, with-
out relationship, sales are virtually impossible.   

Customers don’t want to buy from strangers -  they pre-
fer to buy from people they know.  That starts with an-
swering the phone properly, taking the car in correctly, 
communicating better with our client base and being 
genuinely happy to see them when they walk through 
our door. So how do we do this?  First, have a smile on 
your face and in your voice when you answer the phone 
or they walk through your door. Remember things about 
them  like the name of the car or their names, any bits of 
information that say: hey I really paid attention the last 
time I talked to you. Treat them as a good friend - you 
can never go wrong by calling them by name. Listen 
intently, don’t be the know it all, ask questions to help 
you understand their concerns, not just their problem but 
their concerns, and solve their concerns. Remember the 
only people that understand what good customer ser-
vice is are the customer because it’s a different experi-
ence for every customer.  What I feel is important may 
be different than what you feel is important. The only 
way I know what you feel is important is to have a con-
versation, ask questions such as what you use this car 
for, how long you have had the car, or who drives this 
car?  

By asking the right questions you gather information 
about how your customer uses the car, how they feel 
about the car, and that is the basis for relationship. 
Think about this when you meet somebody for the first 
time -  you are learning about each other; now that you 
understand each other’s likes and dislikes you can have 
conversations about it. If the customer hates the car it’s 
going to make your conversations different than with the 
customer who loves their car, but if you don’t know that 
you can sell the wrong services.    

 

In class for many years I’ve talked about my airport car - 
it was a very high mileage Toyota Camry but it had a 
very specific job -  to take me to the airport and return 
me home.  It wasn’t pretty to look at but it did its job; you 
understood that car’s job and you approached me in the 
right way. I would spend virtually any amount of money 
to make that car do its job. For example, if you did 
maintenance inspection and the battery was weak and 
you came to me and said Maylan, that battery is weak 
and I don’t want you to be stranded at the airport on a 
Friday night late when you get home; we need to re-
place that so your car always starts for you.  Boy, that 
would hit home and I would buy that battery with no 
questions asked. But the only way you are going to 
know how to sell to me is to have a relationship with me, 
to talk with me to understand what I use the car for and 
to satisfy my service needs, not yours. Fixing the car is 
a very important part of what we do, but more important 
is helping the customer solve their problems, which is 
safe dependable reliable transportation not only for them 
but their family.  Focus on that and you’ll make more 
money with less work.                                                             

Everyone in your business should be building relation-
ships with the customers every time they see them. Al-
so, don’t just market to them and ask them for money.  
Find ways of contacting them in what I call non-sales 
points of contact.  Look for a reason to let them know 
you’re thinking about them without asking them to buy 
something. Some ideas would be a happy Fourth of Ju-
ly, happy Thanksgiving card; everybody sends end of 
the year holiday cards. Contact your customers for other 
reasons, even St. Patrick’s Day -  let them know you’re 
thinking about them. You might be surprised how effec-
tive that marketing could be for you! 

In closing, let me sum this up with this:  Customers do 
business with people who value them and have a rela-
tionship with them!  Make your shop different than eve-
ryone else’s by developing relationships with your cus-
tomers, and then fix their cars. 

Because of the complexity of most products and ser-
vices today, especially hi-tech products, the relationship 
is actually more important than the product.                       
John C. Maxwell Business Author 

Educational seminars Institute has rolled out a new ser-
vice.  We have available a fill-in service advisor. This 
experienced service writer can come in and write ser-
vice for you if you or service advisor is on vacation. 
Please contact me for additional information. my email is 
maylan@esiseminars.com or give me a call at 866-526-
3039 

index.php
mailto:maylan@esiseminars.com
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See Page 13 for easy link 
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Hans Hiller’s Training Resources 
ESI – Maylan Newton - Service advisor and Owner management training 888-338-7296 

Worldpac Training – worldpac.com/training – Offers both management and technical training, local classes 

available 

Car Quest CTI - Offers technical training 1 class every 2 months, contact your sales representative for more    

details. 

Techelp - Doug Mueller offers longer term training to bring your people up to speed with late model electrical 

systems and classes for smog update and new licensing.  Contact Doug: 888-747-8888. Or see his schedule at 

www.tec-help.com 

ATG – Automotive Training Group www.atgtraining.com – Advanced training various topics.  800-233-3182, 

Advanced Circuit Diagnosis  class available on March 2, 3 2016, instructor Dean Parsons @ Tec-Help Training 

Center 6:30 to 10:00 pm. Contact ATG for details.  

RLO Training/Bottom Line Impact Groups www.rlotraining.com 

ATI – Autotraining.net – Offers coaching services for shop owners 

Elite – Eliteworldwidestore.com – On line and service advisor training                                                                          

SSF offers European training topics (MZB, BMW, Porsche) https://www.ssfautoparts.com/ Contact Hans Hiller    

for details. 

December is the final in the ESi series for 2017! 

What is Good Leadership? 

Join Maylan and Team ESi as we take you through the steps to    
becoming a good leader while avoiding the pitfalls of the wrong 

moves. Start 2018 off with different leadership style! 

Call or email your RSVP today (805)526-3039 or 

ESI@ESIseminars.com 

Concord 

December 4,2017  Monday 

Auto Electric and Fuel 

6:00 PM to 9:00 PM 

     2655 Monument Blvd. Suite B     

Pricing: 149.00 per person or 249 for two or more.  Pizza dinner included.                                                            

ESi PBD clients are NO CHARGE* (*Enrolled & Billed In The Monthly Education Program)                                                         
Spouses attend at NO CHARGE                                                                                                                        

OR....go to http://www.ascca.com/ for ASCCA member discount - see February 16th email from Mary Putterman 

http://www.tec-help.com
http://www.atgtraining.com
http://www.rlotraining.com
mailto:ESI@ESIseminars.com
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Contact information for   
ASCCA’s attorney,                                        
Jack Molodanof:                  

916-447-0313  
jack@mgrco.org                                                

ASCCA State Office’s                        

contact information: 
One Capital Mall, Suite 800, Sacramento,        

CA 95814                                                                                                       
Telephone: (800) 810-4272;                             

Fax:(916) 444-7462 

Gloria Peterson - Executive Director, Ext 108, 
GPeterson@amgroup.us 

Mary Putterman - Membership Services, Ext 
133,  mputterman@amgroup.us 

 

 

 

                            
CARS is a 501(c)(3) nonprofit.                                                                            

We make it easy to make a difference.                                               
https://careasy.org/nonprofit/asc-

educational-foundation-inc 

 

Mission Statement/Core Purpose/Code of Ethics 
MISSION STATEMENT: To provide business resources for our members and to    
advance the professionalism of the Automotive Repair Industry. 

CORE PURPOSE: To elevate and unite automotive professionals and give them 
voice. 

CORE VALUES: Integrity, Compassion, Professionalism, Unity 

BHAG: Make the public aware that ASCCA means skilled professionalism and inspired customer trust. 

CODE OF ETHICS: 

1. To promote goodwill between the motorist and the automotive industry. 

2. To have a sense of personal obligation to each individual customer. 

3. To perform high quality services at a fair and just price. 

4. To employ the best skilled personnel obtainable. 

5. To use only proven merchandise of high quality, distributed by reputable firms. 

6. To itemize all parts and adjustments in the price charged for services rendered. 

7. To retain all parts replaced for customer inspection, if so requested. 

8. To uphold the high standards of our profession and always seek to correct any and all abuses within the 
automotive industry. 

9. To uphold the integrity of all members. 

10. To refrain from an advertisement, which is false  or misleading or likely to confuse, or deceive the    
customer. 

 


