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JASPER Earns 2011 Raytheon
Excellence Award
Jasper Engines & Transmissions was
recently recognized for performance excellence as a Secondary Repairables (SECREPS)
Supplier within the Raytheon Technical
Service Company (RTSC).
JASPER is a supplier of remanufactured
diesel engines and transmissions to RTSC for
their High Mobility Multipurpose Wheeled
Vehicle (HMMWV) program. This vehicle
is also more commonly referred to as the
Humvee. These units are sent to United
States Marine maintenance facilities both
domestically and abroad, including Okinawa,
Iraq and Afghanistan. This award was presented to JASPER based on overall product
performance, including timely deliveries and
quality.
“To have the opportunity to supply
our remanufactured products to such an
established and credible company, such
as Raytheon, is itself an honor,” says Fred
Ernst, JASPER Diesel Marketing Manager.
“But then to be recognized for our excellent
performance takes it to yet another level,
especially when you consider that our military men and women are the ones who are
ultimately depending on our product.”
The Raytheon Technical Service Company
manages some of the world’s largest government and commercial training contracts;
supporting customers located at more than
440 sites and 80 countries. RTSC achievements include the largest and most successful
full-facility military privatization project in
U.S. history; logistics and technical support
for U.S. government demilitarization activities in Eastern Europe; and science support
services for the National Science Foundation
in Antarctica.

Jasper Engines & Transmissions has been
remanufacturing quality products since 1942.
Today, JASPER is the nation’s largest remanufacturer of gas and diesel engines, transmissions, differentials, rear axle assemblies, marine
engines, stern drives, performance engines,
and electric motors. The company became
100% Associate (Employee) Owned in March
of 2010.
In its 70th year of business, JASPER currently employs over 1700 Associates in three
remanufacturing locations, two distribution
centers and 41 branch locations throughout the
United States. JASPER’s Associates utilize processes and procedures that are designed to produce a quality component that meets or exceed
the customer’s expectations.
For more information on the remanufactured products of Jasper Engines &
Transmissions, please call 800-827-7455, or log
onto www.jasperengines.com.

JASPER earned an Excellence Award for performance as a Secondary Repairables (SECREPS)
Supplier within the Raytheon Technical Service
Company (RTSC). JASPER supplies diesel engines
and transmissions to the RTSC for their Humvee
program at United States Marine maintenance
facilities domestically and abroad.
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Marv and Mike’s Transmission
and Auto Repair
Marv and Mike’s Transmission and
Auto Repair is located in the RockvilleNorth Bethesda, Maryland, suburbs of
Washington, D.C. The shop has been a
leading general auto repair business for
the area since 1976. But neither Marv, nor
Mike, work there anymore... They’ve long
since retired. Shop owner, Rick Welsh,
kept the already-established business name
intact.
Welsh’s automotive career spans 30
years, originally working at several dealerships. Rick later owned a couple Meineke
franchises in the 1990’s. Wanting his
own business, Rick approached retiring
shop owners Marvin Hiner and Michael
Cunningham about their shop at 11508
Schuylkill Road. The rest is history.

Marv and Mike’s originally started
as a transmission shop. But the business
model slowly evolved with the everchanging market. Marv and Mike’s has
eight service bays and 5,000 square feet
of working space. The shop is full-service, including fleet vehicles and frontend alignments.
Rick constantly advertises, promotes
a clean work facility, and a customerfriendly shop. No detail is too small,
right down to the clean parking lot and
immaculate restrooms. “If I were a customer, I would want to take my car to
a clean repair shop that has competent
technicians,” says Rick.
Marv and Mike’s has embraced

technology, with the ability to search the
repair history of a customer’s vehicle,
and determine which technician did
the work. They also utilize Identifix to
help diagnose vehicle issues. Rick has
also invested in Visual Inspection Plus.
This allows him to upload images of
the repair on his website, which can be
reviewed, along with repair information,
by the customer.
Marv and Mike’s has six employees.
Four are ASE-Certified Technicians
and two are Master Technicians. Rick
encourages his technicians to learn all
they can about the changing automotive
field. “My technicians have to show a
willingness to learn, and I will pay for
them to learn,” says Rick. “I feel it creates loyalty with the technicians.”
As a JASPER installer of remanufactured engines, transmissions and differentials, Rick believes in the quality of the
product. “In my opinion, they (JASPER)
are more in tune to problem solving versus companies that slap it together,” says
Rick. “When a flaw is found with the
product, JASPER fixes it to benefit the
customer. They are a customer service
company.”
Marv and Mike’s Transmission and
Auto Repair... A quality independent
garage using quality JASPER products.
That’s a winning combination!

Marv and Mike’s Transmission and Auto Repair in Rockville, Maryland, is a quality
independent garage using quality JASPER products.

Who Am I?

by Craig Hessenauer, JASPER Regional Vice President

Craig Hessenauer
has been a
Jasper Engines
& Transmissions
Associate for
22 years, working primarily in
the Mid-Atlantic
region. Craig
began his automotive career
29 years ago after attending Salisbury State University
in Maryland in pursuit of a
Bachelor’s Degree in Business
Administration.

• So I need reliable transportation...
Without fail.
• I am someone who wants, and needs, you
to provide my family with reliable
transportation... Without fail.
• Or I will find someone else who will.
I am, or I was, your customer.

Henry Ford was a man of incredible
foresight. When Henry Ford first began
building cars, he knew cars would become
more complex. So Ford continuously tried
to improve his processes and technology. I
don’t think Henry Ford could have imagined how complex cars have now become,
and yet your customer expects you to
provide them with reliable transportation,
without fail, or they will find someone
else who will. This is why I believe many
families replace their vehicle with a new
vehicle once they have problems with the
Who am I?
“old family friend.”
So what are you doing to keep your
• I am someone who wants, and needs, to
customers coming back? Are you continutake care of my family.
• I am someone who wants, and needs, to ously investing in the latest technology so
you can fix your customer’s car correctly
get the most out of life.
• So I am someone who wants, and needs, the first time? Are you investing in your
team’s continuous education? Are you takto get to work... Without fail.
ing time to educate your customers, so they
• I need to get to the bank, grocery store,
understand what it takes to keep the “old
etc., every week... Without fail.
family friend” in reliable condition? If not,
• I need to get my children to school and
you can bet that your customer will find
their activities... Without fail.
• I need to take my family on vacations... someone else who will... Without fail!
It’s unfortunate customers are often
Without fail.
• I need to get to my own hobby activties... taken for granted. But don’t worry, that’s
not just in the automotive industry... It hapWithout fail.

pens in every industry. I wonder if customers are even missed when they stop doing
business with the local grocer, barber or
automotive repair shop. Do you just accept
that this is just part of doing business? I
hope not.
Remember to Cherish Your Customer,
before they find someone else who will.
Don’t just quote a repair estimate, and let
the chips fall where they may. Make it
personal. Let them know you have their
family’s best interest at heart when recommending quality parts and service. Take
time to educate your customer on the differences, and tie it into the importance of
reliable transportation for their family’s
safety and welfare.
Also, remember to use visual aids
whenever possible. Most people will not
know the difference between an engine or
an alternator. Visual aids will help your
customers see what you are saying. That
will make it much easier for them to trust
what you are saying. That’s your real job,
you know... Earning your customer’s trust.
Who am I?
Make me your best customer.
Educate your customers with the video
library at jasperengines.biz when quoting
engines, transmissions and differentials...
Without fail.

Chrysler PowerFlite Gets Authentic

A predecessor to the Chrysler TorqueFlite recently made its
way through the Transmission Department of Jasper Authentic
Custom Drivetrains.
When the two-speed PowerFlite automatic (at right) was introduced in 1954, Chrysler became the last Detroit automaker
to “drop the clutch pedal,” so to speak, and enter the world of
fully automatic transmissions.
The durable PowerFlite had few moving parts and, with
aluminum components, was lighter compared to the automatic
transmissions of the day (the GM Hydra-Matic, for example,
was all cast-iron... very heavy).
Because the PowerFlite did not feature a “Park” range, it was
necessary to use the handbrake whenever the car was parked.
Chrysler products had a single brake drum mounted on the
driveshaft, just behind the transmission. This locked both
rear wheels in the same way that the “Park” setting did in other
transmissions.
The Chrysler PowerFlite two-speed automatic was produced from
Learn more about Jasper Authentic Custom Drivetrains at
1954 to 1961.
www.jasperengines.com.
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JIS Earns USPS Recognition
Jasper Innovative Solutions has been selected as a winner in the
Supplier Excellence Award Category of the 2011 United States
Postal Service Supplier Performance Award Program. Postal professionals presented JIS with this award based on Customer Service
Rating, Fill Rate, and Innovative Ideas.
“Jasper Innovative Solutions is honored to receive this award for
Service Excellence. Being a 100 percent Associate Owned company, this award is especially important to us. This shows that our
dedication to service excellence is recognized. It has been our pleasure to work with such a great team in the USPS. As a supplier of
vehicle parts, we are dedicated to keeping the Postal Service’s fleet
moving forward. We greatly look forward to our future, growing
our relationship with USPS,” commented Luke Bawel, JIS General
Manager.
“I am extremely honored to receive this award with my fellow Associates. Through hard work and dedication, we have set
ourselves apart from the competition...and our largest customer has
taken notice,” said Scott Figiel, JIS Sales and Marketing Manager.
The staff of Jasper Innovative Solutions thanks all the Fleet
Managers, Supervisors, and Storekeeper personnel. Their continued
support has made Jasper Innovative Solutions what it is today.
Jasper Innovative Solutions is a premier supplier of vehicle parts
and components. Personalized service is provided through a knowledgeable and dedicated service and support team. JIS produces,
sources and stocks parts no longer available from OEM suppliers,
which means a longer running fleet and lower operating costs. Online inventory management from any computer via the Internet is
provided for ease of ordering and an efficient method for fleets to
track and maintain parts inventory.

Pictured left to right - Susan M. Brownell, Vice President,
Supply Management; Delores Waters, Team Leader,
Purchasing and Supply Management Specialist Manager,
Vehicles, Delivery and Industrial Equipment Category
Management Center; Mark Guilfoil, Manager, Mail and
Operational Equipment Portfolio; Scott Figiel, JIS Sales and
Marketing Manager; Luke Bawel, JIS General Manager; Mary
Ellen Young, Purchasing & Supply Management Specialist
Manager, Vehicles, Delivery and Industrial Equipment
Category Management Center; Ira Feldman, Manager,
Vehicles, Delivery and Industrial Equipment Category
Management Center; Kirby Cothren, Operations Specialist,
Delivery Programs Support; and Ronald Stroman, Deputy
Postmaster General, U.S. Postal Service.

JASPER Revamps Converter Balancing
Jasper Engines & Transmissions, has updated their process
of balancing torque converters.
In the past, JASPER has used balancers that are typically
the standard across the automotive industry. A converter
balancer spins the entire converter as one assembly, balancing the internal components along with the outside housing.
“However, when the converter operates inside the transmission, the internal parts and housing rotate at different
speeds,” says Matt Lindauer, JASPER Converter Department
Team Leader. “For this reason, this method of balancing has
become inferior and unreliable.”
The Hines Industries balancer uses special tooling that floats and
JASPER has switched to a new balancer made by Hines
holds the converter’s internal components separately from the outIndustries. “As a converter is being balanced, special toolside housing.
ing floats and holds the converter’s internal components
separately from the outside housing,” says Lindauer. “The
For more information on the JASPER line of remanufactured
new balancer gives JASPER product repeatability, a quality
transmissions, please call 800-827-7455, or log onto
product every time and reduced warranties.”
www.jasperengines.com
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JASPER Technical Clinics - More Than You Expect
Because of today’s advancements in au- • Strategies for Transmission Diagnostics
tomotive technology, it has become increas- teaches technicians to quickly determine
ingly important for new advanced technical
if problems are transmission or vehicle
training to maintain your customer’s vehicle related. Technicians will solve electrical
and your customer’s confidence that you’re
issues in half the time of OE
doing the job right.
recommended procedures.
That’s why JASPER, working with our
nationwide customer base, has developed
• Strategies for Diesel Engine
five distinct technical courses. Each of
Diagnostics covers the potential issues
these courses will give your technician the
with today’s popular midrange diesel
opportunity to apply newly-learned diagengines. Technicians will learn to
nostic strategies either in a classroom setidentify problems with cooling systems,
ting, or on a live-run vehicle.
turbochargers, injectors and how to
pinpoint issues in today’s modern diesel
• Strategies for Gas Engine Diagnostics
fuel systems.
empowers your technician to diagnose
electrical problems twice as fast as OE
• Strategies for Allison Transmission
recommended procedures. The course
Diagnostics tackles common
also covers premature failures that deal
questions and failures on these hydraulic
with diagnostic trouble codes, and current
and electronically-controlled
engine problems that could cause
transmissions. Technicians will learn
expensive rework issues.
transmission fluid types and proper oil
change intervals that will prolong the life
of the Allison transmission.

• JASPER’s Advanced Diagnostics
Course gives technicians the confidence
to use labscopes to resolve hard to find
electrical problems. You will learn about
a vehicle’s sensors and activators, and
interpret waveforms to check for faulty
components.
“The courses I teach are not sales oriented, but true technical courses,” says Jim
Davenport, JASPER Technical Trainer.
“Across the country, technicians have told
me the classes are way more than they
expected. If you’re not 100% satisfied
with these technical programs, JASPER
will provide you a full refund of your class
fees.”
For more information on any of these
technical courses, please contact your
JASPER Factory Representative.

Strive to Thrive in
Your Area
Would you like your shop to be busier?
Would you like to grow and improve your
profits? If you are looking for simple and
effective things you, and your staff, can do
to grow your business, then attend a Strive
to Thrive presentation, hosted by JASPER
Chairman/CEO Doug Bawel.
Strive to Thrive will be presented in the
following cities:
JASPER National Technical Trainer, Jim Davenport, leads a discussion on
applying Ohm’s Law during the classroom portion of his Technical Clinic.

September 11
September 12

Salt Lake City
Denver

During Strive to Thrive, Doug will share
current ideas that will enhance the success of
your independent business operation. Doug
promises, ONLY ideas that work will be
shared.
The cost to attend Strive to Thrive is a
couple hours of your time... Time to learn
ideas that will grow your business and
improve your profits.
Make this investment now to attend
Strive to Thrive! Contact your JASPER
Factory Representative.
Davenport teaches a technician how to use a TranX 2000 transmission
analyzer as it is connected to a live-run vehicle.

5

Pricing and Your Auto Repair Business
by Bob Cooper, President & Founder/Elite Worldwide
in the world of business, with all due
respect, your opinion doesn’t count. Your
Bob Cooper
customers’ perception of value is the only
has functioned
thing that really matters. And for them,
as the developer,
perception is reality.
owner and an
operator of some
Price Modification
of the most sucOnce you have concluded what your
cessful auto
base pricing needs to be to ensure you’re
repair shops in
competitive, you will have to run the
numbers. When you do the math, you
North America.
should be able to quickly determine if
Bob is a member of the prestigious
you can operate a profitable business
National Speakers Association,
(at your predetermined pricing strucand is one of the nation’s leading
ture) based on your fixed expenses, the
authorities on both personal
required return on investment, your cost
and career success. Today Bob
of goods and the potential of your facilspeaks nationally, as well as
ity. You should easily be able to deterinternationally, to many trade
mine the number of employees you will
associations, universities, private
need, and the number of vehicles you will
banking groups, and Fortune 500
need to process in order to reach your
companies.
financial goals.
One option you can explore, after
running the numbers, is to find ways to
There’s no doubt pricing is one of
provide added value to your services to
the most misunderstood elements of
allow you to increase your pricing. Bear
business. There’s not only a lot of bad
in mind your customer’s perception of
information out there, but with these
added value will need to be easily recogtough economic times, there’s a lot of
uncertainty as well. So what I decided to nized, and it will need to be cost justifiable, so added value items like longer
do with this article is break the subject
warranties, premium parts, and compliof pricing into three components: Base
mentary loaner cars could come into play.
pricing, price modification and measuring results.
Base Pricing
At Elite we believe in all cases, your
prices need to be competitive. By “competitive”, I’m not suggesting you need to
charge the same price as the shop down
the street. What I am saying is your
prices need to be competitive with other
service providers that deliver a level and
quality of service comparable to yours.
So take the pulse of your community to
discover what other well-run shops and
dealerships are charging for the more
popular services and repairs.
If you’re not competitive you’ll have
a short-lived career, so don’t develop a
false sense of security by telling yourself
that your shop is far better than your
legitimate competitor’s. Remember,
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The other point you need to consider
with price modification is how often
you should adjust your prices. Some
management companies suggest you
should systematically raise your prices
every quarter, but at Elite we strongly
disagree. It makes little sense to say we
should automatically raise our prices
just because we can. I would encourage you to review your pricing once a
quarter. If there are no negative changes
in your economy, and no changes in
your competition, you may then want
to consider raising your prices. If you
do, the increases should be small, unless
you are correcting a major deficiency.
Not only are small increases more easily
acceptable in the eyes of your customers, but you will find your service advisors will feel far more comfortable with
small increases as well. Bear in mind
anytime your service advisors have a
hard time buying into a price increase,
they’ll have a hard time selling it.
You also may want to consider loading the majority of your increases in
your labor charges rather than your part
pricing, and here’s why. In the customer’s mind, parts are parts, but when
(continued on page 7)

Bob Cooper suggests your prices be competitive with other service providers that
deliver a level and quality of service that is comparable to yours. Are they?

(continued from page 6)

Root Cause Analysis

it comes to your labor charges, it’s far easier to defend
because your technicians may be more skilled than the techs
down the street. If you spoke to two doctors about a surgery,
you would more than likely expect the price of the anesthesia to be about the same with both doctors, but if the one
doctor charged more for professional services than the other,
you may very well feel it’s worth it, because he or she could
conceivably be a better physician. It’s no different in your
business. To the consumer, parts are parts, yet the technical
expertise between two techs will never be the same.
Another good rule of thumb is to avoid falling prey to
other shop owners telling you that they jacked up their prices
and haven’t lost any sales at the point of sale. These are
typically the same shop owners who a year later find that
their customers have all but disappeared. The reality is just
because your customers authorize a service, it doesn’t mean
they were sold on the job. Often times they’ll approve the
service (at a price they feel is too high) just to get the repair
behind them, and then they’ll never come back.

We all know an engine, transmission or differential is a
mechanical component of moving parts. We also know, over
time, these mechanical pieces will eventually break.
Jasper Engines & Transmissions is proud to offer many
of our remanufactured products with a 3-year/100,000 mile
nationwide transferable warranty. But what happens when a
component breaks within that warranty period? That’s when
JASPER steps up to perform a “Root Cause Analysis.”
The Root Cause Analysis begins with a phone call to our
Customer Service Department. “Depending on the issue, our
ASE-Certified technicians will ask for a series of diagnostic
steps to be performed on the product while it is still installed
in the vehicle,” says Leo Siewers, JASPER Customer Service
Manager. “This information will help us determine what type
of repairs are to be performed to fix the issue, whether it be a
field repair or a complete unit replacement.”
Once the proper repair has been determined, the product is
returned to the factory where it was remanufactured. Using
the information collected by Customer Service, the Failure
Analysis Department goes to work to find the ‘root cause’ of
the failure.
“The root cause of the failure can either be a particular
component, or a complete unit, depending on the repair decision made during the call with Customer Service,” says Eric
Bakke, JASPER Failure Analysis Group Leader.
The failure analysis begins with the customer’s complaint
entered into the call notes of the warranty case. The technician then follows a step-by-step flow chart based off the complaint and notes taken by Customer Service. Failure Analysis
then documents the findings in the flow chart.
“Based off the findings, we have either a manufacturing claim code, or a non-manufacturing claim code,” added
Bakke. “These codes are recorded in a database, as per product group, and evaluated over time and service up to three
years. A pivot chart then drives corrective actions through
manufacturing and quality.”

Measuring Results
In all cases, I would strongly encourage you to monitor
the “consumer acceptance” of your pricing. First, you need
to pay close attention to the sales that are lost at the point
of sale and track each one. Secondly, you should do your
follow-up calls, and monitor how many of those customers
ultimately return. The last component you need to monitor is your number of referral customers, both in count and
as a percentage of your total leads. There’s no question if
your customers continue to return, and continue to tell their
friends about you, your prices are considered acceptable.
In closing, far too many shop owners have this ill-founded belief that their services are worth more than they really
are. They jack up their prices, they make a lot of money for
a few months, and then their customers disappear. Don’t
let this happen to you. Instead, you should do what all the
well-run, ethical shops do. You should deliver great value
to everyone who comes into your shop, you should never
put money ahead of people, and if you do decide it’s time
to raise your prices, just be sure to do it carefully, and in a
manner that will not adversely affect those priceless relationships you have with the single most important part of your
business: Your Customers.
For additional sales, marketing, and management tips &
strategies from Elite Worldwide President, Bob Cooper, visit
the Elite website at: www.EliteWorldwideStore.com.

The Failure Analysis Technician follows a step-by-step flow chart
to determine the root cause of the issue. The findings are then
documented in the flow chart.
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JASPER Offers Caterpillar C7 “Common Rail” Complete
JASPER has expanded its midrange diesel product line.
We offer the Caterpillar C7 Common Rail engine as a
JASPER Remanufactured diesel in our Complete format.
“This Common Rail engine is found in 2007-2009 applications, with some overlapping into 2010,” says Fred Ernst,
JASPER Diesel Marketing Manager. “It replaces the earlier
Non-Common Rail version of the C7.”
The JASPER Remanufactured C7 Complete Common
Rail engine includes the block, head (with injector tubes),
crankshaft, connecting rods, camshaft, camshaft roller assemblies and push rods, front cover, oil pump and pan, oil cooler,
oil filter assembly, bell housing, front & rear seals, valve
train and rocker assemblies. “As an added benefit, and convenience for the customer, the engine includes a JASPER
specially-designed Finish Gasket/O-Ring Kit,” says Ernst.
“This kit includes gaskets and o-rings the customer needs to
prepare the engine for installation.”
“Each JASPER Complete Engine is completely remanufactured with a standard set of new parts,” added Ernst.
“While all other castings and components are remanufactured
to meet or exceed OEM specifications.”

Caterpillar C7 Common
Rail Complete Engine
The JASPER Complete Engine is covered by a 1-year
parts and labor warranty. Full warranty information is available at www.jasperengines.com. Please call Jasper Engines &
Transmissions at 1-800-827-7455 for pricing and
availability.

www.jasperengines.com
815 Wernsing Road · P.O. Box 650 · Jasper, IN 47547-0650
e-mail: sales@jasperengines.com
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