





BREAKING CONVENTION

poorly they are connected—to get the car from the sale
to paid in full.

The average repair is still approximately 16-18 labor
hours, average rental duration is still nine to 11 days, and
average hours, per repair order per day, are still around two
to two-and-a-half, counting weekends. Incidentally, I found
industry averages almost identical to these from a class [
took in 1996.

Two conclusions immediately come to mind. One is that
there is a tremendous amount of waste (waiting) in our colli-
sion repair process if it takes more than twice as long to get
your car in and out of the shop as it took the emplovees to
actually do the fixing. Second, not much has been done to
address this waste. How is it that our technicians are 150
percent efficient, but our process is 31 percent efficient?

What have we as an industry spent our cnergy on over
the last 20 years? The customer is asking for improvement,
and we have responded in many cases with outrage that
they should be so bold.

The lack of improvement in these industry-wide metrics
over the years obviates the fact that the traditional philoso-
phy, and the work system it drives, has reached its limit to
produce the results these evolving customer/insurer (same
thing) requirements arc asking for.

[f we were able to remove sitting and waiting, and repair
every car in half the time it takes today (five days instead of
11, including weekends without multiple shifts), we could
fix twice as many cars in the same building, with nearly the
same number of employees. frame machines, spray booths.
lights, heat, A/C, etc. The customer would get their car
back faster, for the same price, and we would realize more
profit. with no greater costs. From that perspective, are we
not paid enough for what we do? Or are we not effectively
targeting the root causes that drive that outcome?

Improving quality by removing obstacles (waste) requires
a work system that at its essence operates like a science
lab. working purposefully toward ever-evolving objectives,
by teaching itself, via experimentation, how to conquer
obstacles no one else has vet figured out.

Do you have a scientist? This is what interesting work for
the business Icader looks like. No more monotonous grind
of putting out the same old fires every day, just to find the
same ones flaring up again tomorrow. The winners of a work
svstem that delivers correctly on the first try, from one step
to the other, crash to cash, are the staff, the customer, and
the bottom line.
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