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In my role with ARA as a mentor, I created some basic instructions for Recyclers 
that I am mentoring. After looking at this first one, I said to myself, “This is some-
thing that is relevant and of use to all recyclers, myself included.” I think that we all 
from time to time need to focus on our fundamentals. It gets very easy to lose sight 
of this. I also think that simpler is better and less is more. 

In previous articles, we covered sales basics, employees, and inventory. We will now 
talk about your procedures and processes and how doing these things properly can 
lead to a quality product and top-notch customer service. 

First, ask yourself this question: Which people in your company are involved in cus-
tomer service? The answer is: everyone! The thing to remember here is that whether 
the end result is good or bad, it’s usually never one reason or one person. This is 
why it is crucial to have consistency, and all employees need to be focused on one 
goal. That goal is: delivering a quality product that meets or exceeds the customer’s 
expectations. 

Focus on Fundamentals Part 4 of a 5-part series* 

Quality is Job 1 
The Importance of Consistency 
in Your Process
By Marty Hollingshead
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So, let’s take a look at 
what a good process 
should be: 

1.	 Storage and Handling: Do you 
have a system in place to properly 
store and handle your inventory to 
prevent and/or minimize damage? 
Damaged goods result in unneces-
sary credits as well as lost sales. 

2.	 Transportation: Do you pro-
tect your parts from transporta-
tion damage? Do you have the 
right vehicles and are they prop-
erly equipped to protect your parts 
from damage in transit? This is 
very important when you are sell-
ing sheet metal (collision parts). 
We have found that investing in 
products such as “Panel Armor” 
and moving blankets, have more 
than paid for themselves in lost 

revenue from damage that is now 
prevented. 

3.	 Preparation: Do you clean your 
parts? Do you do things to enhance 
them and make them look better? 
Regardless of who your customer 
is, from a walk-in customer to the 
fussiest body shop, no dirty part 
should leave your facility. Your 
parts should all be clean regardless 
of what the part is. You can take 
two identical parts, one clean and 
one dirty, and you can show them 
to anybody from a layman to an 
expert, and they will always tell 
you that the cleaner part is the bet-
ter part. You really need to invest 
the time and effort to make your 
parts look as good as possible.  

4.	 Quality Control: Do you have 
a quality control program? Do 

Focus on Fundamentals... continued from cover
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Over 35 Acres of Late Model SalvageOver 35 Acres of Late Model Salvage
Foreign & DomesticForeign & Domestic

Remanufactured Engines and TransmissionsRemanufactured Engines and Transmissions
Aftermarket Sheet Metal, Cooling & LightingAftermarket Sheet Metal, Cooling & Lighting

www.jcautoparts.comwww.jcautoparts.com

901 County Line Rd • Monroe City, MO 63456901 County Line Rd • Monroe City, MO 63456

800-678-4900800-678-4900

Since 1960Since 1960

you have a dedicated person(s) as-
signed to that area? If you don’t, 
this is the first thing that you should 
think about doing. Remember, no 
matter who you are selling to, your 
parts represent your company. Ba-
sic stuff, like making sure it is the 
correct part, correct side, and off 
the correct vehicle is a good place 
to start. Does the condition of the 
part match the description? If not, 
was the salesperson told and did 
the salesperson contact the cus-
tomer and communicate the issue? 

5.	 Communication: Does your 
sales staff do a good job of commu-
nicating with your customers? Do 
they also do a good job of setting 
realistic expectations? Whenever a 
customer tells me that the part must 
be perfect, I proceed to tell them 
“New or used, there is no such 
thing as a perfect part.” We look 
at credits and returns not so much 
from a lost revenue standpoint, but 
from a standpoint of “what did we 
do wrong where this part did not 
meet the customer’s expectations, 
and what can we do to do a better 
job?” Make sure your salespeople 
are trained to ask the right ques-
tions and get all of the necessary 
information for each request. Too 
often, when a deal goes awry, it 
always seems to be the customer’s 
fault. The thing to remember here 
is, we are the professionals, and we 
can nip a lot of issues in the bud by 
simply getting all of the right infor-
mation. 

Our number one priority should be to 
always strive to improve our processes 
with the goal of consistently delivering 
quality products, on time and as de-
scribed. 

Under-promise and Over-de-
liver! A satisfied customer is a 
steady customer!

Remember, the keys to success 
are: work hard, do a good job, 
and above all, be fair and honest 
with your customers. 

Support your State 
Association! Support 
ARA, the only 
association for Auto 
Recyclers!  

*The articles in the Focus on Funda-
mentals series appeared in the MATR 
News as follows:

•	 ”Sales Basics 101” is Part 1 and 
appeared in the Dec2019/Jan 
2020 issue

•	 “Employees – A Company’s Best 
Asset” is Part 2 and appeared in 
the April/May 2020 issue

•	 “Your Inventory: What You Buy, 
How You Show It, and How You 
Price It” is Part 3 amd appreared 
in the June/July 2020 issue

Marty Hollingshead has been in the 
business since 1973 and the owner of 
Northlake Auto Recyclers, Inc., Ham-
mond, Indiana, since 1984. Marty is 
the current Secretary of ARA, and is a 
board member of the Indiana Automo-
tive Recyclers Association. Both Marty 
and Northlake have received numerous 
awards and recognition for excellence in 
the industry and the community. You 
can reach Marty by phone: 219-937-
3960, or visit his website: www.nar-
parts.com. 
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A Historical Perspective

Nearly thirty years ago I started my career as a Cus-
tomer Service Representative at Putman Investments 
in Boston. The Gulf War was in full swing. Like life 
in the time of COVID-19, the world was on shift-
ing sand. In handling calls, we were trained to calm 
investors’ fears and remind them that mutual funds 
were a long-term investment, five to ten years. It was 
best not to change course and become reactionary. 

Today, my advice to you is the same with converter recy-
cling and precious metals sales. Play the long game. Look at 
the Platinum Group Metals over the past 10 years. (Charts: 
Kitco) We have experienced more than one deep recession. 
See also light duty vehicle sales from 1978-2020. 
(Graphic: Wards)

Converter Averages: Today, 2 
Months Ago, 22 Months Ago

Look at these converter averages and average price per pound 
today versus two months ago and twenty-two months ago. 
Remember these are random samples from recycling data 
across North America in USD. (Data: United Catalyst Corpo-
ration). In the past 22 months converter averages enjoyed an 
83% increase while giving up 32% in recent months. Still val-
ues are almost double what they were nearly two years ago.

An Important Source of Cash Flow

Amidst COVID-19, with lower new car sales, corrections in 
precious metal pricing, and supply and demand coming into 
equilibrium, the revenue from converter recycling remains 
steady and important to recyclers. Precious metals mining 
and refining has not been left unscathed. There have been 
some mine closings in South Africa, some smelters and trade 

desks that are not taking bids or receiv-
ing material due to lack of liquidity, 
staff reductions, and smelting/refining 
capacity issues. Fortunately, the slower 
turn times are offset by the steady val-
ues recyclers can count on flowing into 
their companies from converter and 
precious metal sales. 

Converter Recycling: Playing the Long Game

By Becky Berube
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One Way. Assay.

I will say it until I am blue in the face, assay-based selling with 
a process, a program, and a partner you can trust (and verify) 
is the only way to maximize the money you get for your cats 
with any certainty. 

In life there is more than one way to do most things. This is 
not true with converter recycling. There is a specific amount 
of precious metals in each converter. There is a cost to re-
cycle it. There is a price for each metal that is sold. You’re 
either in the real game or you are not. You are either getting 
treated fairly or you are not. 

The 4 P’s of Converter Recycling 
Profitability

In recent articles I have written that you need a Process, a 
Program, and a Partner you can trust, and you need to learn 
the Power of Education. A Process. You can sell on assay 
instead of selling by the piece. You will need to be paid on a 
sample and assay that are official, accurate, and verifiable.  A 
Program. You need to be able to get money when you need 
it to run your business. Getting you the most money from 
your converters shouldn’t mean you have to wait until you 
have a truckload or can hold out for 3 months to get paid. 
With most processors, you have payment choices like the 
ones mentioned above. A Partner. Selling on assay or recov-
ery helps to eliminate that problem because there is a test 
result that can be considered the basis for the sale. However, 
even with this method, working with a Partner you can trust 
cannot be overstated. The Power of Education. We take a 
complex process and try to make it understandable and easy 
to use. We know that once you learn about your converters 
and your yard profile, you will increase your profits, and no 
one will ever be able to take advantage of you again.

Remember, keep selling into 
the market on assay. Don’t take 
unnecessary risks. Play the long 
game.

To learn more about selling converters on assay or to read 
other articles in this series, please email me at sales@united-
catalystcorporation.com or call us at 864-834-2003. 

Becky Berube serves the recycling community as President 
of United Catalyst Corporation, Member of the Automotive 
Recycling Association’s Educational Programming Commit-
tee, and is Vice President of the International Precious Met-
als Institute.
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Ever since I came to work at Car-Part.com, I have had this 
debate at least once a week with a recycler. The recycler tells 
me the MANY reasons they can’t or won’t put prices online. 
Trust me, I have heard them all!

Let me tell you an example that I use in one of the classes 
that I give:

I need new bathroom towels and I want a pretty green col-
or; I go to Target.com and the website says:

•	 Really nice fluffy green towels - $CALL
•	 Pretty decent green towels -  $CALL
•	 Cheap green towels - $CALL

Hmmmm, that’s odd. If I wanted to call Target, I would have. 
But I am looking online. Let me check Kohls.com.

•	 Really nice fluffy green towels - $12.99
•	 Pretty decent green towels - $7.99
•	 Cheap green towels - $2.99

But wait, if you buy 6 green towels, we will give you FREE 
SHIPPING! 

Do you honestly think that there is any chance in the world 
that I am going to CALL Target to ask for the price of their 
towels? No way!! I am going to buy them from Kohl’s right 
now and get free shipping!

This raises the question: why do some yards think that not 
having prices online is OK?

Another example: My Aunt Judy is looking for an alterna-
tor for her 2011 Impala. There are 35 in her area. 25 have 
prices, and 10 don’t. Guess who is not getting Aunt Judy’s 
money? Aunt Judy does ALL of her shopping online and she 
may not be looking for the cheapest. She may want one with 
a picture of the part so that she knows it’s the correct one or 
she may be looking for low miles. But the one thing I know 
about Aunt Judy and the vast majority of our customers is 
that they want to know how much the part is before they 
ever call you! 

I know that I talk about “online sales” a LOT! But, it is my 
personal belief that even before COVID-19, we were mov-
ing into a vast majority of our sales being online. Now? I 
think it will be sooner rather than later! 

As always, if you have any questions, comments or ideas 
please email me, text me or call me at TheresaC@Car-Part.
com or 859-802-2382 Please, be SAFE out there!! 

Thanks, Theresa 

$CALL = NO Call: 
Should YOU Put Your Prices Online?

By Theresa Colbert
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Creatures of Habit

We all know about Bad Habits because 
we tell ourselves that we will change 
some of them in our New Year Resolu-
tions. Some of us are successful at stop-
ping bad habits but it usually doesn’t 
happen without starting a new habit. 
Have you heard of the 21/90 rule? It 
usually takes 21 days to make a habit 
and 90 days to make it a permanent 
lifestyle change. It’s no different in the 
Auto Recycling Industry; by nature, 
we are “creatures of habit”. Ask any-
one who has switched their YMS (yard 
management system) how easy it was 
to change habits for themselves and 
their employees. Most people would 
agree that once they got past the first 
month the transition got easier, and 
once 90 days had passed, it’s like you 
have always had it.

The Most Expensive 
Words in Business

Have you heard the phrase “We’ve al-
ways done it that way”? This phrase is 
a testament to old habits that are not 
keeping up with the times and prob-
ably costing you more than you could 
ever imagine. We have developed hab-
its for every phase of our business; in-
ventorying parts, dismantling vehicles, 

draining fluids, shipping, deliveries and 
everything else that happens at your lo-
cation. But your success in recovering 
airbags is measured by your commit-
ment to incorporating new habits into 
your daily processes. Recyclers have es-
tablished new habits and are now vali-
dating vin’s for every vehicle at check-in 
to determine if it has Recalls. Some of 
you are using our Mobile YAPP (yard 
airbag app) and others are using our 
Desktop Software.

The habits you develop 
today for Takata 
Airbags will pay 
dividends down the 
road

RAS has developed a robust platform 
(mobile and desktop) for Recyclers to 
identify, process, and ship airbags. Each 
of these stages require you to develop 
new habits. What does the future hold? 
We all know that it is illegal to sell re-
called parts. But how do we know 
which parts are recalled, you might 
ask? Buddy Innovations has taken the 
initiative on this front. The Buddy In-
ventory device will identify all parts on 
recall for you. There is no doubt the 
major Yard Management Systems will 
look to incorporate this technology into 
their inventory process as well. We be-

lieve the Takata Recall has provided a 
foundation for recyclers to recognize 
the liability threat of recalls and given 
them incentive to develop new habits 
to handle them, whether they have 
bounty on them or not.

The 21/90 Rule is real. What is your 
timetable? What new habits need to be 
established at your business? Are they 
housekeeping habits? Dismantling hab-
its? Inventory habits? Recall habits? The 
21/90 rule must start at the top, but it 
is equally important to get your team 
accustomed to changing their ways 
and soon you will create a “Culture of 
Change”.

Need help developing 
good Recall habits?

Simply call or email Paul the Recall Guy 
at 401-458-9080 or pdadamo@core-
supply.com. An Industry Veteran of 30 
years, Paul has been diligent about ini-
tiating New Habits to keep up with the 
ever evolving auto recycling industry. 

Let’s Talk Recalls . . .     

Heard about the 21/90 Rule?
Creating New Habits while shedding Old Habits is Critical to Business and 
Takata Airbags

By Katie Stark and Paul D’Adamo



Date of Application:_________________________________ 	 New Member  r 	 Renewal  r

Company Name:___________________________________________________________________________________________

Mailing Address:___________________________________________________________________________________________

City:_________________________________________ State:____________________________ Zip:_________________________

Business Phone:__________________________________________Fax:______________________________________________

County:__________________________________________________________________________________________________

Owner/Key Contact Name: _________________________________________________________________________________

Owner/Key Contact E-Mail:_________________________________________________________________________________

Please check one:	 r 	 Regular Member	 $400.00	 r	 Associate Member	 $275.00
	 Additional Locations are charged $200.00 annually

CHECKS SHOULD BE PAYABLE TO MATR

Active/Regular Membership:  1) Applicant must be any individual, corporation, firm, partnership, incorporated or 
unincorporated association or any other legal or commercial entity with ownership interest in an automobile and truck recycling 
business operated within the State of Missouri,  2) holds a valid Missouri salvage dealers license, and  3) derives a substantial 
portion of the income from the dismantling, sale and/or 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 and would otherwise qualify for membership, 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.

MISSOURI AUTO & TRUCK RECYCLER
MEMBERSHIP APPLICATION

Benefits of Membership

All Missouri recyclers are encouraged to join MATR and 
make a difference by getting involved.  

Support your state association and reap the benefits!

Please Return to: 
P.O. Box 1072

Jefferson City, Missouri 65102-1072
(573) 636-2822

Fax: (573) 636-9749
www.matronline.com

•	 MATR retains legislative services in Jefferson City to monitor proposed new laws, changes in current laws and proposed Rule 
changes all to protect the business interest of our members.

•	 MATR publishes a newsletter 6 times a year at no charge with the latest information on business tips, and other subjects 
ranging from insurance, updates on new products and services and more.

•	 MATR maintains a web site at www.matronline.com featuring information about the industry for consumers, A part search, 
newsletter archive, and an on-line membership roster with direct links to member web sites (if available).

•	 MATR produces an annual convention & trade show featuring exhibitors showing off their latest products and services.  		
This is a great networking opportunity to share and learn from other recyclers.  See what works and what doesn’t.

•	 MATR maintains a relationship with the Sterling Group to provide credit card processing at a reduced rate for members.

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



All inclusive Support, Installation, Training, IC Updates and Software Upgrades

Inventory Buddy Shortens Your Time for Inventory Entry!

 Paperless Inventory System with virtually no typing required. 
Inventory in the Palm of your Hand. The software works on a 
Windows GO or Surface tablet (you purchase separately).

 NEW! Loose Parts Pictures & Parts Auditing – Manage your 
existing inventory by Location, Tag or Stock Number. Take 
pictures of your Existing Inventory and attach to the part or 
stock number (Powerlink).

 NEW!  Inventory Buddy now checks RAS for Recalled Parts 
Automatically using the NSVRP Recall system  
(www.NSVRP.com – see tablet screen to the right).

 Integrated Pictures – Take pictures on the tablet, transfer 
to Final Desktop Review and seamlessly transfer to Yard 
Management System. Offline/Alternate Image Storage and 
Backup Options available also.

 Integrated Data Sharing from Bid Buddy to Inventory 
Buddy – Your buying decisions, good parts selection, 
pricing and auction images transfer to Inventory Buddy  
when a purchased VIN is loaded on the inventory tablet.

 Third Party Companies Integrated in Inventory Buddy
• IAA Data Service – Helps identify and select interchange 

(requires a IAA user and password)

• RAS Cores – Manage and sell cores within the worksheet on the tablet and the Final Desktop Review (requires 
a user and password)

• URG Cores – 60 day free trial for non URG Members. Have access to all the core companies nationwide. 
Included in your URG benefits.

• Comp Nine Total VIN Decoder – Actual manufacturer build sheets on domestic VINs. Use as a reference tool to 
select interchange (Subscription additional).

866-337-1177  •  www.buddyai.com  •  sales@buddyai.com

Inventory Buddy

on a Windows Pro Tablet

Tablets start at $300 & up.

60-Day
Money Back
Guarantee!

Inventory Buddy $1,500 Annually
Hollander reseller monthly payment plan available. Monthly for $137.50 when contracted through Hollander or Powerlink.

Inventory Buddy



M
AT

R
_0

82
02

0 PRESORTED
STANDARD

U.S. POSTAGE

PAID
Twin Cities, MN
Permit No. 7911

Missouri Auto & Truck Recycler News
RJ McClellan, Inc.

PO Box 25615
Woodbury, MN 55125

Change Service Requested


