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Quarterly Feature

Do You Really Know Where
Total Losses Are Trending?
BY GREG HORN
Vice President of Industry Relations, Mitchell International
2009 was a catastrophic year in automotive history. The longest recession on record
since the Great Depression devastated new car sales, left two American car companies
declaring bankruptcy and forced the elimination of a record number of automotive
brands. The government stepped in with its ambitious “Cash for Clunkers” (C4C) program
aimed at boosting car sales and reducing the
number of gas guzzlers on U.S. roads. The
program added roughly 690,000 vehicles
to the meager 2009 new light vehicle sales
total, which is estimated at approximately
10 million sales—roughly a staggering six
million off the pace of an average sales year.

As a result of
slumping sales,
the average age of
passenger cars on the
road is the oldest in
our history at nearly
10 years of age.

These disheartening sales have a more far
reaching impact that you might not think of
at first. As a result of slumping sales, the
average age of passenger cars on the road
is the oldest in our history at nearly 10 years
of age. You’d think that the percentage of insurance claims deemed total losses would be
on the rise then, right? Well, in a word, no. The percentage of total loss auto insurance
claims is actually decreasing, and it’s critical to understand why. First, we need to begin by
understanding the methodology and terminology that we use in our studies at Mitchell on
total losses.
Double checking the methodology behind declaring a total loss
In estimating platforms, total loss claims should be indicated or “flagged” as total losses by
the appraiser. When working through the total loss decision making process, the normal
course of action is to look at a percentage of the Actual Cash Value (ACV) as a “threshold.”
Once the damage exceeds this percentage, the vehicle becomes uneconomical to repair
and therefore should be deemed a total loss. Given salvage values and various Department
of Insurance regulations, a standard guideline to follow is declaring a total loss once the
cost of repairs exceeds 80% of the ACV.
Even if you follow every rule, as with any
manual process, there will be errors when
identifying claims that are repairable and
those that are not, which is why it is absolutely
necessary to implement a verification method
that is independent of manual input. This will
assure that the study data is more accurate
since it will rely on more than just one method
of determining a total loss and help reduce
potentially underreported data that can occur
in cases where an appraiser mistakenly does
not “flag” the estimate as a total.

Total losses have
been trending
downward for quite
some time now and
are still on track to
continue, even if the
decline isn’t as steep.
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Quarterly Feature: Do You Really Know Where Total Losses are Trending? (con’t.)

Analyzing the population of auto physical damage repair estimates and using an accurate
determination of the ACV allows us to establish the percentage of claim estimates that
exceed 80% of the ACV and should be declared total losses. Using this method, the chart
below shows us that total losses have been trending downward for quite some time now
and are still on track to continue, even if the decline isn’t as steep.
Percentage of Total Losses
20.5%
19.5%
18.5%
17.5%
16.5%
15.5%
14.5%
13.5%
Q2 2007

Q3 2007

Q4 2007

Q1 2008

Q2 2008

Q3 2008

Q4 2008

Q1 2009

Q2 2009

Q3 2009

The vehicle pool carrying first-party coverage is smaller and newer
How can this be? The key is the definition: these are total losses where the vehicle owner
carried comprehensive and collision insurance or hit a third-party claimant and had property
damage liability insurance. In fact, during these challenging economic times, the Insurance
Research Council reports that the number of uninsured motorists has risen to an astounding
16.1% of drivers on the road. In some southern states, that number exceeds approximately
25% of motorists. Insurers are also reporting a high percentage of policyholders dropping
collision and comprehensive coverage on older vehicles in order to economize on their
insurance expenses. If they have an at fault total loss accident, there is no coverage for
this vehicle. This extreme rise in
the number of uninsured motorist
In fact, during these
on the road (with those that own
challenging economic times,
older cars being the first base
to become uninsured and drivers
the Insurance Research
carrying loans on newer cars
Council reports that the
that require insurance increasing)
will take an older car population
number of uninsured motorists
out of the insurance book and
has risen to an astounding
make the base of insured vehicles
16.1% of drivers on the road.
newer. If you are thinking these
factors alone can’t be the only
In some southern states, that
reason total losses are trending
number exceeds approximately
downward, you are right. We’ll
need to dig a little further in order
25% of motorists.
to fully understand this trend.
Looking at the population of vehicles that carry comprehensive and collision coverage
helps us understand that the oldest cars, and therefore those most likely to total, are
eliminated from the pool of vehicles eligible for a claim. And although it had much less of an
overall impact, C4C added 690,000 new vehicles to insurers’ books and replaced vehicles
that likely did not have comprehensive and collision coverage. The “clunker” vehicles were
required to have liability coverage at state minimum levels to qualify for the program but did
not need first-party coverage.
Mitchell Industry Trends Report
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Quarterly Feature: Do You Really Know Where Total Losses are Trending? (con’t.)

Used car values skyrocketed and will stabilize
Used car values rose each month in 2009, driven by the fact that there were fewer tradeins last year due to depressed new car sales. There were also fewer vehicles coming off
lease because of the lease financing collapse, which reduced the amount of vehicles
being cycled out of rental-car fleets. All of these pools are the traditional sources of latemodel used cars that heavily influence pricing and total loss values, and with all of these
vehicles out of the mix, used car values soared.
New vehicle sales are expected to experience
a modest 15% increase in 2010. Many of those
sales will generate trade-ins, which will work to
ease the used car shortage that drove up values
substantially. However, it will take quite some time
for us to recover and return back to 16 million new
vehicle sales and the corresponding volume of
used car trades.

New vehicle sales
are expected
to experience
a modest 15%
increase in 2010.

Putting it all together
The coming year promises to be another unusual year for the automotive industry. For
one thing, we’ll once again be substantially off the normal pace of new car sales and will
continue to see the age of cars on our roads increasing. And although your intuition would
logically lead you to think that as the age of cars increases even further, there will be more
total losses in 2010, this simply won’t be the case. As we saw in 2009, and will see again
in 2010, people will keep holding onto their cars because of the still struggling economy,
which will sustain high used car values and decrease the pool of vehicles carrying firstparty coverage.
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Added Feature

Technology to the Rescue:
Use Innovation to Help Speed
Report of Losses
BY GREG HORN
Vice President of Industry Relations, Mitchell International
Being a seasoned claims management veteran for many years, two phenomena have
always amazed me. First, the fact that it takes people so long to report claims to their
insurer (latest industrywide data indicates that it takes an average of over seven days
for policyholders to report losses) is astonishing. Second, there truly is an overall lack
of knowledge and basic understanding about the insurance claims process among the
general public. In fact, a discussion at a recent neighborhood gathering clearly jumped out
and showed me just how closely these two points are related. If insurers want to reduce
the time from date of loss to date of report, they must educate their customers on why they
should report losses quickly—a process that can be spurred by, what else, technology.
So, back to the discussion that started me thinking about
the link between the lag in the time it takes for people
to report a claim and the air of mystery that seems to
plague the claims process. A friend of mine mentioned
that he had rear-ended another vehicle in a turn lane
and caused minor rear damage to the back bumper of
the other driver’s car, but he did not cause any visible
damage to his car.
Always curious about the claims experience, I asked
him how his loss reporting experience with his insurer
went. He said he hadn’t reported the accident because
he thought the amount of damage to the other car would
be under his deductible, and he would rather pay for the
repairs out of pocket. He was also concerned, as I’m sure
many policyholders tend to be, that reporting a claim
would raise his rates.

If insurers want to reduce
the time from date of loss
to date of report, they must
educate their customers
on why they should report
losses quickly—a process
that can be spurred by,
what else, technology.

I explained that he would not have to pay a deductible to repair the other person’s car
because it would fall under his property damage liability coverage. Not having much
experience with auto accidents, like most drivers (according to insurance industry data, the
average vehicle owner only has a claim every seven years), I cautioned him that he would
be surprised at how expensive minor damage would be to repair and suggested that he
call his agent (he insures his home and autos with a neighborhood agent) to confirm. Since
many companies have a damage threshold that must be exceeded before they assess a
rate surcharge, I advised him to make the call and see if the carrier would consider not
raising his rates since this accident was a minor, first time claim. Seems reasonable and it
never hurts to ask, right?
Have you ever looked at someone you have just given advice to and sensed that they
weren’t going to follow your advice? I think claims folks know this feeling, and frankly it
seems we experience it more than most… leading me to the next leg of this educational
claims journey.
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Added Feature: Technology to the rescue: Use innovation to help speed report of losses (con’t.)

About four days later, my friend called me again and was shocked that the estimate to
repair the other driver’s SUV was an astonishing $1,500. He wanted me so see if he was
being “ripped off,” so naturally I asked him what his agent said about the accident. Once
again, he confessed that he still hadn’t reported the claim. Policyholders’ failure to report
claims, for one reason or another, isn’t the only factor that can stall the process.
Delays also frequently occur when a third-party claimant
(someone who has been hit), again, likely due to his or her
lack of experience with accidents and the corresponding
claims process, gathers incomplete information from the
person (and their insurance company) that hit them. Yet
again, because folks are hesitant to report a claim to their
carrier, even in cases where they believe they are not at
fault, they don’t realize that this delay also increases the
amount of time they will wait for their deductible to be
reimbursed once the claim has been subrogated; days
can go by without the claim repair process beginning.
There is hope…

In addition to making the
claims process visible on
their web sites, several major
carriers recently launched
downloadable free cell phone
applications that ease the
claim reporting process.

Technology is lending a helping hand and will continue do so. In addition to making
the claims process visible on their web sites, several major carriers recently launched
downloadable free cell phone applications that ease the claim reporting process. These
apps can guide customers like my neighbor and hundreds of thousands of claimants like
him through the information gathering and reporting process and even help them take
accident scene photos to document the claim.
One carrier even tries to add a little humor during the stressful event by providing customers
with the ability to view its entertaining TV commercials on their phones. Perhaps as an
alternative, a video that could walk customers through the
“frequently asked questions” of the claims process would
educate them on the ins and outs of filing a claim and
alleviate that overwhelming feeling that prevents many
customers from filing right away.
If you put it into perspective, the claims process isn’t
unlike other processes that are unfamiliar to us….most
people tend to shy away from those things that are foreign
to them. Technology that puts information right at the
fingertips of policyholders is a valuable tool that insurers
should all adopt to speed the entire claims process,
namely that all-important first step of reporting the claim
that policyholders must take.

If customers feel more
comfortable with the process
and understand more about
how it works, they will have
a less daunting view of claims
process and perhaps even a
confidence that encourages
them to quickly report their
claims.
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The Economy & Short-Term Energy Outlook
According to a statement released on January 6, 2010, the Federal Open Market Committee
decided to maintain the target range for the federal funds rate at 0 to 1/4 (.25%) percent.
Economic conditions, including low rates of resource utilization, subdued inflation trends, and
stable inflation expectations, are likely to warrant exceptionally low levels of the federal funds
rate for an extended period.
The recovery in economic activity is gaining momentum. A number of factors are expected
to support near-term expansion in economic activity. Consumer spending appears to be on a
moderately rising trend, reflecting gains in after-tax income and wealth in 2009. Recent upward
revisions to official estimates of the level of household income in recent quarters seem to
indicate a somewhat greater confidence that consumer spending will continue to expand.
Consumer spending expanded solidly in October, reflecting in part a faster pace of motor vehicle
sales. Outlays for motor vehicles bounced back in October after a slump in September that
followed the end of the “cash-for-clunkers” program in August. Sales of new light vehicles and
total retail sales increased again in November. Business purchases of motor vehicles have been
on the rise, with significant increases in November as well.
Labor markets remain an important factor in the outlook for consumer spending. Household
expenditures are encouraging, with increased retail sales spurred by price discounting. The
Bureau of Economic Analysis revised up its estimates of the level of real disposable income—
and thus of the personal saving rate—in the second and third quarters of 2009. Those revisions,
along with recent gains in equity prices, suggest a smaller probability that households will reduce
spending to rebuild their savings more rapidly. However, uncertain job prospects, modest growth
in real incomes, tight credit, and wealth levels that remained relatively low despite 2009’s rise in
equity prices and stabilization in house prices are likely to weigh on consumer confidence and
the growth of consumer spending for some time to come.
The pace of job losses slowed noticeably in recent months relative to the steep declines that
occurred in the first half of 2009, and total hours worked increased in November; however, the
unemployment rate remains quite elevated at 10% and is expected to remain so in the near
future. Continuing claims for unemployment insurance through regular state programs moved
down, but the average length of spells of unemployment continues to increase.
Sales of both new and existing homes increased considerably in recent months, a development
that, given the slow pace of construction, reduced the inventory of unsold new homes. With
sales continuing to outpace construction, the inventory of unsold new homes declined to its
lowest level in three years. The recent increases in sales likely reflected improved fundamentals:
The average interest rate on 30-year conforming fixed-rate mortgages declined to less than 5
percent, and households now expect home prices to be fairly stable over the next year. Although
some house price indexes declined a little in September and October, they remained above the
troughs reached last spring.
Generally, it is expected that gains in residential housing activity will continue. However, potential
sources of softness include the termination of the temporary tax credits for homebuyers and the
downward pressure that further increases in foreclosures could put on house prices.
In contrast, conditions in the nonresidential construction sector generally remain quite poor. For
instance, real outlays on structures outside of the drilling and mining sector plunged in the third
quarter of 2009. Also in the third quarter, vacancy rates on nonresidential properties rose further,
and property prices continued to fall amid difficult financing conditions
After falling sharply for more than a year, estimates indicate that real spending on equipment
and software have stabilized after rising in the third quarter of 2009 and are expected to pick
up further. Increased outlays for transportation equipment and high-tech goods accounted for
the stabilization. Even so, cautious business sentiment, together with low industrial utilization
rates, is likely to keep new capital spending subdued until firms became more confident about
the durability of increases in demand. Uncertainties about health-care, tax, and environmental
policies are adding to businesses’ reluctance to commit to higher capital spending.

Information on the economy and short-term energy outlook was obtained from the US Federal Reserve Board,
Federal Open Market Committee (FOMC) and the US Department of Energy, Energy Information Administration
(EIA). For more information, or to view original source materials, visit: www.federalreserve.gov/FOMC or
www.eia.doe.gov

Mitchell Industry Trends Report

8

The Economy & Short-Term Energy Outlook (con't.)
Stronger foreign economic activity, especially in the emerging market economies in Asia, as
well as the partial reversal of the dollar’s appreciation during the latter part of 2008, provided
further support to U.S. exports, including agricultural exports. Further improvements in foreign
economies will likely buoy U.S. exports going forward, but import growth will also strengthen as
the recovery takes hold in the United States.
A somewhat stronger increase is expected in real GDP in the current quarter than had previously
been projected. The recovery is expected to strengthen in 2010 and 2011, supported by further
improvement in financial conditions and household balance sheets, continued recovery in the
housing sector, growing household and business confidence, and accommodative monetary
policy, even as the impetus to real activity from fiscal policy diminishes. However, the projected
pace of real output growth in 2010 and 2011 is expected to exceed that of potential output by
only enough to produce a very gradual reduction in economic slack.
Assuming U.S. and world economic conditions do improve, the U.S. Energy Information
Administration (EIA) forecasts the monthly average price of West Texas Intermediate (WTI)
crude oil to dip slightly from $76 per barrel to $75 early this year and then rise to $82 per barrel
by December 2010. Rising crude oil prices will contribute to an increase in the annual average
regular-grade gasoline retail price from $2.35 per gallon in 2009 to $2.83 in 2010, with pump
prices approaching $3 per gallon during this year’s driving season. The average annual retail
price of diesel was $2.46 per gallon in 2009 and is expected to climb to $2.96 in 2010.
A return to normal weather and, again, expectations for economic growth are the primary drivers
in EIA’s forecast for natural gas consumption increases in the residential, commercial, and
industrial sectors in 2010. However, EIA still expects total consumption to fall as higher natural
gas prices contribute to some reversal of the coal-to-natural-gas switching that took place in the
electric power sector during 2009.

Information on the economy and short-term energy outlook was obtained from the US Federal Reserve Board,
Federal Open Market Committee (FOMC) and the US Department of Energy, Energy Information Administration
(EIA). For more information, or to view original source materials, visit: www.federalreserve.gov/FOMC or
www.eia.doe.gov
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Current Events in the Collision Industry
Used Car Shortage Expected to Ease in 2010
Excerpted From: CollisionWeek—January 2010

About 8 million fewer used cars and trucks entered the U.S. market over the past two years,
resulting in higher used-vehicle prices every month in 2009, according to AuctionNet, a joint
partnership between the N.A.D.A. Official Used Car Guide and the National Auto Auction
Association. But the shortage, along with the higher associated prices, is expected to ease
as 2010 unfolds.
“There were several reasons for the decline in used-vehicle inventory: Dramatically lower
new-car sales in 2008, as well as fewer trade-ins, off-lease vehicles, and rental-fleet
vehicles in 2009,” says Paul Taylor, NADA chief economist.
But Taylor notes the cash-for-clunkers incentive was not a reason for the increase in
used-car prices month-over-month from January through November 2009. “The cash-forclunkers program removed only 690,000 used vehicles from the marketplace, and these
clunker vehicles were largely undesirable anyway. Even if these vehicles hadn’t been
recycled under the program, their worth as trade-ins was modest.”
With new-vehicle sales expected to increase some 15 percent in 2010, Taylor estimates
an additional 1.1 million used-cars and trucks will be traded-in at new-car dealerships
compared with 2009.
“We’ll start to see an ease to the used-car shortage, but it will be several years before the
supply returns to the average of the 1998-2007 period of strong new-car sales,” says Taylor.
“As 2010 gets underway, the short supply of used vehicles means a narrow spread
between new- and used-car prices, so expect new-car sales to be a greater share of the
sales mix, and certified and other used cars to be a relatively smaller share compared to
the last decade.”
Before 2008, used cars were profitable every year since 1980. In 2008, dealerships saw on
average a net loss of $5 per used vehicle retailed as gasoline prices first surged to $4.11
per gallon nationally, then fell to less than $2 per gallon later that year.
“Because of whipsaw gasoline prices, used-car and new-car inventory were mismatched
to consumer demand in 2008,” says Taylor. “Gas prices will be flat or inch up modestly as
the economy recovers in 2010, suggesting a more stable mix of used-car and new-car
demand.”

Majority of New Cars in 2009 Sold with Stability Control
Excerpted From: CollisionWeek—January 2010

Within the first six months of 2009, the share of new vehicles equipped with Electronic
Stability Control (ESC) rose again in nearly every European country, according to analysis
from the Bosch Chassis Systems Control division.
In Germany however, the share of newly registered passenger cars featuring the ESC has
fallen for the first time. The share fell to 78 percent in the first six months of 2009, three
percentage points down from the figure for 2008 as a whole. Bosch speculates that the
main reason for this is the substantial rise in sales of small vehicles featuring few extras. In
the minicompact class, where sales grew fastest, the share of vehicles equipped with ESC
fell from 33 to 19 percent.
Italy rose by four percentage points to 55 percent, while the figure for Spain rose to 69
percent. Only France has recorded a similar development to Germany and posted a
decline. In France, a government incentive to promote low emissions vehicles mainly
benefited sales of small cars that often lack advanced safety features such as ESC.
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Current Events in the Collision Industry (con't.)
An EU regulation passed in 2009, which will take effect from November 2011, stipulates
that all new passenger-car and commercial-vehicle models must be equipped with ESC.
And this will apply to all new vehicles from November 2014.

Free EPA Certification to be Offered at NORTHEAST 2010 Show
Excerpted From: CollisionWeek—January 2010

The Alliance of Automotive Service Providers of New Jersey (AASP/NJ) will be offering
shops the chance to get EPA certified for free at the 33rd annual NORTHEAST 2010
Automotive Services Show, March 19-21 at the Meadowlands Exposition Center (MEC) in
Secaucus, NJ.
The EPA’s new National Emission Standards for Hazardous Air Pollutants for Paint
Stripping and Miscellaneous Surface Coating Operations (40 CFR Part 63, Subpart
HHHHHH) regulations require training, spray booth and spray gun compliance as well as
other efforts to maintain compliance. All shops are required to be in compliance with the
regulations by March 11, 2011.
“We are thrilled to be able to provide this training free of charge to not only our members,
but to all who attend NORTHEASTTM 2010,” AASP/NJ President Jeff McDowell said. “We
have lined up the EPA’s Deborah Craig to come out to the show; she will be doing both
group and individual training throughout the weekend of the show.”
The EPA will provide an overview of the rule, assistance with filing the notification form and
information on exemptions under the rule. This presentation is geared towards owners/
operators and painters of collision repair shops. The EPA will issue training certificates to
those completing the training (training on the rule is required for painters).

Ford to Double Availability of Crash Avoidance Radar
Excerpted From: CollisionWeek—December 2009

In 2010, Ford Motor Company will double the number of models that offer its advanced
radar-based forward collision warning system that integrates Adaptive Cruise Control and
Collision Warning with Brake Support.
In 2009, Ford began offering Adaptive Cruise Control and Collision Warning with Brake
Support on the Ford Taurus, Lincoln MKS and Lincoln MKT. One in four owners of those
vehicles opted for these state-of-the-art driver awareness features.
According to Ford, more than 70 percent of vehicle accidents occur between two or more
moving vehicles, with rear-end accidents accounting for nearly a third of all accidents
documented. Most rear-end collisions are due to driver inattention and insufficient driver
braking, both of which are addressed by the enhanced brake functionality offered within
Ford’s Adaptive Cruise Control and Collision Warning with Brake Support system.
Ford’s Blind Spot Information System (BLIS) with Cross Traffic Alert also uses radar
technology to check the defined blind spot zone and helps notify the driver of approaching
traffic when backing out of a parking spot.

IIHS car crash test indicates newer models are safer
Excerpted From: ABRN—December 2009

A crash test between a 1959 Chevrolet Bel Air and a 2009 Chevrolet Malibu demonstrates
that car crashworthiness has improved since the Insurance Institute for Highway Safety
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Current Events in the Collision Industry (con't.)
(IIHS) was founded 50 years ago. In a real-world collision similar to this test, occupants of
the new model would fare much better than in the vintage Chevy.
“It was night and day, the difference in occupant protection,” says IIHS president Adrian
Lund. “What this test shows is that automakers don’t build cars like they used to. They build
them better.”
The crash test was conducted Sept. 9 at an event to celebrate the contributions of auto
insurers to highway safety progress. U.S. auto insurers founded IIHS in 1959 to “conduct,
sponsor, and encourage programs designed to aid in the conservation and preservation of
life and property from the hazards of highway accidents.”
A decade after IIHS was founded in 1959, it began collecting data on crashes and the cost
of repairing vehicles damaged in crashes. To lead this work and the expanded research
program, a new president, William Haddon Jr., who already was a pioneer in the field of
highway safety, was named. IIHS launched the Highway Loss Data Institute in 1972 to
collect and analyze insurance loss results to provide consumers with model-by-model
comparisons.
Another IIHS milestone was the 1992 opening of the Vehicle Research Center. Since then,
IIHS has conducted much of the research that has contributed to safer vehicles on U.S.
roads.

BMW Gets Structural Plastic, Transmission Cross Beam
Excerpted From: CollisionWeek—December 2009

The new BMW 5 Series Gran Turismo 550i will be the first to use a transmission cross
beam manufactured from injection molded plastic.
By choosing BASF’s Ultramid A3WG10 CR instead of aluminum, the weight of the part
was reduced by 50 percent. The cross beam, which was developed by ContiTech Vibration
Control in cooperation with BMW and BASF, received an innovation award just a few days
after standard production of the vehicle got started: In the Industry category, it landed the
first place Innovation Award conferred by the German Federation of Reinforced Plastics.

With the help of BASF’s ULTRASIM development instrument, it was possible to reduce
the weight by 2.2 pounds (1 kg) compared to the same component made of metal – a
milestone in lightweight car construction. In addition to weight reduction, development
focused on optimum vehicle acoustics and crash safety.
ContiTech is a division of the tire company Continental AG.
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Motor Vehicle Markets
New Vehicle Sales
According to Ward’s Auto, total new light-vehicle sales for the full year 2009 declined a sobering 21.2%, compared to full year
2008—or a total of 10,402,215 vehicles sold in 2009. Domestic cars declined by 21.8%, and import cars decreased by 19.3%, a
sign that buyers did not buy cars of any type in most of 2009, not just domestic cars. Domestically, Ford Motor Company finished
a dismal year on a positive note with increased vehicle sales fueled by 2010’s Motor Trend Car of the Year, the Ford Fusion.

Ward’s U.S. Light Vehicle Sales Summary
January-December 2009
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-19.3

Total Light Vehicles 10,402,215

-21.2

Vol % Change from 2008 Sales

Domestic Cars

Ward’s U.S. Light Vehicle Sales by Company
January-December 2009
Number of Vehicles
0

2m

4m

6m

8m

Source is country of manufacture. Domestics are from U.S., Canada, Mexico. Imports are from overseas. 			
Light vehicles are cars and light trucks (GVW Classes 1-3, under 14,001 lbs.). DSR is daily sales rate.
Source: Ward’s AutoInfoBank © Copyright 2009, Ward’s Automotive Group, a division of Penton Media Inc. Redistribution prohibited.

-36.0
-14.7
-29.9
-33.0
-26.6
-19.5
8.3
-77.3
9.8
-21.3
-44.5
-19.1
15.4
-54.4
-14.1
-20.2
-16.4
-20.3
-17.8
-24.3
-4.7
-14.3
-21.2

Vol % Change from 2008 Sales

Chrysler
927,200
Ford
1,656,119
GM
2,072,237
International (Navistar)
472
North America Total 4,656,028
Honda
1,150,784
Hyundai
435,064
Isuzu
1,664
Kia
300,063
Mazda
207,767
Mitsubishi
53,986
Nissan
770,103
Subaru
216,652
Suzuki
38,693
Tata
38,261
Toyota
1,770,149
Asia Total 4,983,186
BMW
241,727
Daimler
205,401
Porsche
19,703
Volkswagen
296,170
Europe Total
763,001
Total Light Vehicles 10,402,215

10m
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Motor Vehicle Markets (con't.)
Ward’s 10 Best Selling
Cars and Trucks
January-December 2009
Note: Table combines imports and domestics.
Source: W
 ard’s AutoInfoBank.
© Copyright 2009, Ward’s Automotive Group,
a division of Penton Media Inc.
Redistribution prohibited.

Cars
1. Toyota Camry
2. Toyota Corolla/Matrix
3. Honda Accord
4. Honda Civic
5. Nissan Altima
6. Ford Fusion
7. Chevrolet Impala
8. Chevrolet Malibu
9. Ford Focus
10. Toyota Prius

Trucks/Vans/SUVs
356,824
296,874
287,492
259,722
203,568
180,671
165,565
161,568
160,433
139,682

1. Ford F Series
2. Chevrolet Silverado
3. Honda CR-V
4. Dodge Ram Pickup
5. Ford Escape
6. Toyota RAV4
7. GMC Sierra
8. Toyota Tacoma
9. Honda Odyssey
10. Lexus RX

413,625
316,544
191,214
177,268
173,044
149,088
111,842
111,824
100,133
93,379

Used Vehicle Sales – Current Monthly Index
BY TOM WEBB
Chief Economist – Manheim
Wholesale Prices Finish the Year with an Uptick.
Wholesale used vehicle prices (on a mix, mileage and seasonallyadjusted basis) moved up marginally in December as the Manheim Used
Vehicle Value Index ended the year at 117.5. December’s year-over-year
gain was a whopping 19.9%, given that the comparison was against a
very weak year-ago period.
A better representation of wholesale pricing in 2009 is provided by looking
at annual averages. On that basis, the Manheim Index rose 5.1% in 2009,
the biggest increase in the Index’s 15-year history. Limited wholesale
supplies and slowly improving retail demand were constant forces
throughout the year, but, since the Manheim Index is seasonally-adjusted,
we are also able to isolate other factors that influenced wholesale pricing
in 2009.

Manheim Used Vehicle Value Index
December 2008 – December 2009
119
118
116
114
112
110
108
106
104
102
100
98
96
94

Dec
08

Jan
09

Feb
09

Mar
09

Apr
09

May
09

Jun
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Jul
09

Aug
09

Sept
09

Oct
09

Nov
09

Dec
09

Source: Manheim Consulting
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Mitchell Collision Repair Industry Data
The following information was assembled from industry-wide appraisal data uploaded from
participating insurance carriers, body shops, and independent appraisers, processed by
Mitchell International and compiled through Mitchell’s AIM™ (Advanced Information
Management) system.
With the obvious exception of the Total Loss section, all data in this section, including ACV
benchmarks, relate to repairable vehicle appraisals only.
Sections included in the Mitchell Collision Repair Industry Data:
• Average Appraisal Values
• Comprehensive Losses
• Supplements			
• Paint & Materials		
• Adjustments			

• Collision Losses
• Third-Party Auto Property Damage
• Parts Analysis
• Labor Analysis
• Total Losses

Mitchell Product Solution:

AIM

AIM™ features immediate online data access,
custom report construction, ad-hoc query
capabilities, weekly updates, and the ability to
accept and consolidate detailed appraisal data
from all major estimating platforms. For more
information on AIM, visit Mitchell’s website at
www.mitchell.com.

Development Explained
The following data points are dynamic and subject to change from on-going supplement
and total loss designation activities amending original appraisal values. Average appraisal
values submitted in June, for example, will likely increase by several dollars over the next
few months, then stabilize as all supplements are factored into the final value for the period.
Raw values are provided, and then adjusted based on the observed six-month change
behavior from prior data to produce a projected final or “developed” value. Adjusted values
may therefore be considered reliable approximations of the eventual, industry value for
any given datum. As supplement frequency and severity, as well as total loss designation
activities vary by carrier, we suggest that each company isolate their own development
factors to apply to their own unique data sets.

Average Appraisal Values
The average initial appraisal value, calculated by combining data from all first- and thirdparty repairable vehicle appraisals uploaded through Mitchell systems in Q4-2009 was
$2,502—$119 less than the previous year’s Q4-2008 appraisal average of $2,621. Applying
the prescribed development factor of -0.3% to these data produces an anticipated average
appraisal value of $2,494.*
Average Appraisal Values, ACVs and Age
All APD Line Coverages
$14,000
$12,729

$12,451

$12,000

$12,693
$11,773

$11,882

$11,325

$10,000
$8,000

Mitchell Product Solution:

UltraMate

UltraMate is Mitchell’s advanced estimating
system, combining database accuracy,
automated
calculations,
and
repair
procedure pages to produce estimates that
are comprehensive, verifiable, and accepted
throughout the collision industry. UltraMate
is a central component of Mitchell’s all-inone estimating, imaging, and claims workflow
management solution, UltraMate Premier
Suite. For more information on UltraMate
and UltraMate Premier Suite, visit Mitchell’s
website at www.mitchell.com.
®

$6,000
$4,000
$2,000

Avg. Unit Age

$2,423

$2,565

$2,472

$2,621

$2,444

$2,494/
2,502

Q2 2007

Q4 2007

Q2 2008

Q4 2008

Q2 2009

Q4 2009

5.84

6.07

5.95

6.33

6.26

6.82

Appraisals

ACV’s

*NOTE: Values provided from Guidebook benchmark averages, furnished through Mitchell UltraMate®.
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Mitchell Collision Repair Industry Data (con't.)
Collision Losses
Mitchell’s Q4-2009 data reflect an average gross initial Collision appraisal value of
$2,842—$145 less than this same period last year. Applying the indicated development
factor suggests a final Q4-2009 average gross Collision appraisal value of $2,913—a value
$74 less than the same quarter in 2008. At $12,616, the average Actual Cash Value (ACV)
of vehicles appraised for Collision losses during Q4-2009 reflects an increase from the two
previous quarters shown, but still less than 2007 values.*
Average Appraisal Values, ACVs and Age
Collision Coverage*
$14,000
$13,648

$13,222

$12,000

$13,398

$12,453

$12,616

$11,989

$10,000
$8,000
$6,000

Avg. Unit Age

$2,941

$2,779

$2,987

$2,802

$2,842/
2,913

$2,787

Q2 2007

Q4 2007

Q2 2008

Q4 2008

Q2 2009

Q4 2009

5.53

5.72

5.58

5.93

5.84

6.37

Appraisals

ACV’s

Comprehensive Losses
In Q4-2009, the initial comprehensive average severity was $2,501—$22 more than the
same quarter in the previous year. Applying the prescribed development factor for this data
sets an anticipated final value of $2,562—$83 higher than the Q4-2008 performance.*
Average Appraisal Values, ACVs and Age
Comprehensive Losses
$14,000
$12,000

$12,916

$12,789

$12,542

$12,287

$11,953

$11,517

$10,000
$8,000
$6,000
$4,000
$2,000

Avg. Unit Age

$2,100

$2,367

$2,438

$2,479

Q2 2007

Q4 2007

Q2 2008

Q4 2008

6.04

6.28

5.99

6.40

$2,376

$2,501/
2,562

Q2 2009

Q4 2009

6.26

6.80

Appraisals

• William Durant founded GM in
1908 as a holding company for Buick.
Not long after, the company acquired
Oldsmobile, Cadillac, Oakland, and
Elmore.
• The four core brands of the “New
GM” are Chevrolet, Cadillac, Buick,
and GMC. Although GM is in the
midst of selling its Hummer brand
and eliminating its Pontiac and Saturn
brands, worldwide it currently still
owns Opel in Germany, Vauxhall in
the U.K, Daewoo in South Korea, and
Holden in Australia.
• In 1925 Walter P. Chrysler
reorganized the Maxwell Motor
Company (est. 1904) into the
Chrysler Corporation, dropping the
Maxwell name shortly thereafter.

$4,000
$2,000

Automobile Companies:
Facts At-A-Glance…

• It wasn’t until the 1980s that
American Motors/Jeep Corporation
joined the ranks of Chrysler’s
brands, which until then consisted of
Chrysler, Dodge, DeSoto (until 1961),
and Plymouth.
• While both Chrysler marques,
Plymouth (1928-2001) was
introduced during the Great
Depression and priced at the lower
end of the spectrum while the
Eagle (1988-1998) became a part of
Chrysler following the purchase of
American Motors Corporation (AMC)
and was aimed at the enthusiast
driver.
•C
 hrysler introduced the DeSoto to
the mid-priced class in 1929, but
soon after it completed the purchase
of the Dodge Brothers, giving the
company two mid-priced makes. If
the purchase of Dodge had been
completed sooner, the legendary
DeSoto might never have been
introduced.

ACV’s

*NOTE: Values provided from Guidebook benchmark averages, furnished through Mitchell UltraMate®.
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Mitchell Collision Repair Industry Data (con't.)
Third-Party Property Damage
In Q4-2009, our initial industry average gross third-party property damage appraisal
was $2,243—compared to $2,337 in Q4-2008, reflecting a $94 decrease between these
respective periods. However, adding the prescribed development factor for this coverage
type yields a final anticipated Q4-2009 adjusted appraisal value of $2,275—an overall $62
decrease from the same period in 2008. In Q4-2009, the average PD appraised vehicle
ACV rebounded slightly to $11,218 and was, like the ACV of the other coverages, higher
than the two preceding shown quarters.*
Average Appraisal Values, ACVs and Age
Auto Physical Damage APD
$12,000

$12,069

$11,957

$11,803

$11,131

$10,000

$11,218

$10,736

$8,000
$6,000
$4,000
$2,000

$2,183

$2,292

$2,222

$2,337

$2,243/
2,275

$2,187

Q2 2007

Q4 2007

Q2 2008

Q4 2008

Q2 2009

Q4 2009

5.98

6.27

6.15

6.59

6.52

7.11

Avg. Unit Age

Appraisals

ACV’s

Supplements
Editors Note: As it generally takes at least three months following the original date of
appraisal to accumulate most supplements against an original estimate of repair, we report
(and recommend viewing supplement information) three months after-the-fact to obtain the
most accurate view of these data.
In Q4-2009, 34.71% of all original estimates prepared by Mitchell-equipped estimators
during that period were supplemented one or more times. In this same period, the pure
supplement frequency (supplements to estimates), was 50.87%—reflecting a 1.01 point or
a 2% relative increase from that same period in 2008. The average combined supplement
variance for this quarter was $617.29—$27.41 lower than in Q4-2008.
Average Supplement Frequency and Severity
Date

Q2/07

Q4/07

Q2/08

Q4/08

Q2/09

Q4/09

Pt/$ Change

% Change

% Est. Supplement

34.39

35.3

33.35

35.17

32.84

34.71

-0.46

-1%

% Supplement

47.66

50.76

46.38

49.86

46.38

50.87

1.01

2%

Avg. Combined Supp. Variance

633.27

641.9

626.56

644.7

648.41

617.29

-27.41

-4%

% Supplement $

25.96

25.43

25.59

25.47

26.05

24.41

-1.06

-4%

*NOTE: Values provided from Guidebook benchmark averages, furnished through Mitchell UltraMate®.
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Mitchell Collision Repair Industry Data (con't.)
Average Appraisal Make-up
This chart compares the average appraisal make-up as a percentage of dollars, constructed
by Mitchell-equipped estimators. These data points reflect a slight decrease in the use of
parts, while labor has increased slightly with a 6% jump in paint and materials.
% Average Appraisal Dollars by Type
Date

Q2/07

Q4/07

Q2/08

Q4/08

Q2/09

Q4/09

Pt/$ Change

% Change

% Average Part $

44.25

45.66

41.02

44.76

41.6

43.94

-0.82

-2%

% Average Labor $

44.95

43.48

48.08

43.99

47.09

44.48

0.49

1%

% Paint Material $

9.67

9.47

10.19

9.97

10.54

10.57

0.6

6%

Parts Analysis
Editor’s Note: While there isn’t a perfect correlation between the types of parts specified
by estimators and those actually used during the course of repairs, we feel that the
following observations are directionally accurate for both the insurance and auto body
repair industries. This segment illuminates the percentage of dollars allocated to each
unique part-type.
As a general observation, recent data show that parts make up 41.34% of the average
value per repairable vehicle appraisal—5.99 points less than the average allocation of labor
dollars. In addition, the overall trend continues to reflect a decrease in the use of OEM
parts, due in part to several vehicle manufacturers increasing collision part prices.
Parts Type Definitions
• Original Equipment Manufacturer (OEM): Parts produced directly by the vehicle
manufacturer or their authorized supplier, and delivered through the manufacturer's
designated and approved supply channels. This category covers all automotive parts,
including sheet metal and mechanical parts.
• Aftermarket: Parts produced and/or supplied by firms other than the Original Equipment
Manufacturer’s designated supply channel. This may also include those parts originally
manufactured by endorsed OEM suppliers, which have later followed alternative
distribution and sales processes. While this part category is often only associated with
crash replacement parts, the automotive aftermarket also includes a large variety of
mechanical and custom parts as well.
• Non-New/Remanufactured: Parts removed from an existing vehicle that are cleaned,
inspected, repaired and/or rebuilt, usually back to the original equipment manufacturer’s
specifications, and re-marketed through either the OEM or alternative supply chains.
While commonly associated with mechanical hard parts such as alternators, starters and
engines, remanufactured parts may also include select crash parts such as urethane and
TPO bumpers, radiators and wheels as well.
• Like Kind and Quality (LKQ): Parts removed from a salvaged vehicle and re-marketed
through private or consolidated auto parts recyclers. This category commonly includes all
types of parts and assemblies, especially body, interior and mechanical parts.
Editor’s Note: It is commonly understood within the collision repair and insurance industries that a
very large number of LKQ “parts” are actually “parts-assemblies” (such as doors, which in fact include
numerous attached parts and pieces). Thus, attempting to make discrete comparisons between the
average number of LKQ and any other parts types used per estimate may be difficult and inaccurate.

Mitchell Product Solution:

Mitchell
Alternate
Parts Program
Mitchell Alternate Parts Program (MAPP™)
offers automated access to nearly 30,000,000
Remanufactured, Aftermarket, and OEM
Discount parts from over 2,000 suppliers,
ensuring shops get the parts they need
from their preferred vendors. MAPP is fully
integrated with UltraMate for total ease-of-use.
Designated company administrators are also
provided the MAPP Matrix Manager application
free of charge—allowing clients the ability
to manage their MAPP matrices, run four
different matrix reports, add new suppliers/
parts, all from their local platform without the
need for Mitchell support/intervention.

Mitchell Product Solution:

Quality
Recycled
Parts (QRP)
Mitchell Quality Recycled Parts (QRP™) is
the most comprehensive source for finding
recycled parts. It gives online access to a parts
database compiled from a growing network of
more than 3,300 of the highest quality recyclers
in the U.S. and Canada, covering more than
400 part categories representing access
to nearly 44,000,000 parts from recyclers’
parts inventories—updated daily. QRP is fully
integrated with UltraMate for total ease-of-use.
In addition, for selected QRP parts, UltraMate
automatically applies Mitchell’s Assembly Time
Guide labor allowances and P-pages specific to
LK parts replacement.
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Mitchell Collision Repair Industry Data (con't.)
Original Equipment Manufacturer (OEM) Parts Use in Dollars
In Q4-2009, OEM parts represented a mere 68% of all parts dollars specified by Mitchell-equipped
estimators. This is a sharp decline from previous quarters and is likely the product of continued
dealership turmoil, causing cash-strapped dealers to reduce inventoried parts.
OEM Parts, as a % of Total Parts Dollars per Appraisal
74.6%

74.4%

74.4%

72.8%

70.7%

68.0%

Q2/07

Q4/07

Q2/08

Q4/08

Q2/09

Q4/09

Aftermarket Parts Use in Dollars
In Q4-2009, 12.9% of all parts dollars recorded on Mitchell appraisals were attributed to Aftermarket
sources—up significantly from Q4-2008. Aftermarket part use continues to increase for the same
reasons that OEM use has declined—OEM dealer turmoil and increased OEM prices make
Aftermarket parts an attractive option.
Aftermarket Parts, as a % of Total Parts Dollars per Appraisal
10.2%

10.6%

10.4%

11.0%

11.7%

12.9%

Q2/07

Q4/07

Q2/08

Q4/08

Q2/09

Q4/09

Remanufactured Parts Use in Dollars
Listed as “Non-New” parts in our estimating platform and reporting products, Remanufactured parts
currently represent 5.5% of the average gross parts dollars used in Mitchell appraisals during Q4-2009.
Representing a smaller range of potential parts, this is still an impressive increase.
Non-New/Remanufactured Parts, as a % of
Total Parts Dollars per Appraisal
4.7%

4.6%

4.7%

4.8%

5.2%

5.5%

Q2/07

Q4/07

Q2/08

Q4/08

Q2/09

Q4/09

Like Kind and Quality Parts Use in Dollars
LKQ parts constituted 13.6% of the average parts dollars used per appraisal during Q4-2009—
reflecting a 2.2 point relative increase from this same period last year. LKQ continues to benefit from
OEM’s decline.
LKQ Parts, as a % of Total Parts Dollars per Appraisal
10.6%

10.4%

10.5%

11.4%

12.5%

13.6%

Q2/07

Q4/07

Q2/08

Q4/08

Q2/09

Q4/09
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Mitchell Collision Repair Industry Data (con't.)
Paint and Materials

Mitchell Product Solution:

During Q4-2009, Paint and Materials made up nearly 10.6% of our average appraisal
value—representing a .60-point relative increase from Q4-2008. Represented differently,
the average paint and materials rate—achieved by dividing the average paint and materials
allowance per estimate by the average estimate refinish hours—yielded a rate of $28.00
per refinish hour in this period, compared to $27.56 in Q4-2008.

Refinishing
Materials
Calculator
(RMC)
Mitchell’s Refinishing Materials Calculator™
(RMC) provides accurate calculations for
refinishing materials costs by incorporating
a database of over 10,000 paint codes from
eight paint manufacturers. It provides jobspecific materials costing according to
color and type of paint, plus access to the
only automated, accurate, field-tested, and
industry-accepted breakdown of actual costs
of primers, colors, clear coats, additives, and
other materials needed to restore vehicles
to preaccident condition. RMC is now also
fully integrated with UltraMate and UltraMate
Premier Suite for total ease of use. For more
information on RMC, visit Mitchell’s website
at www.mitchell.com.

Editor’s note: The chart shown now excludes comprehensive estimates in the calculations
to avoid seasonal hail related swings in the data reported.
Paint and Materials, by Quarter
10.5% $28.57

$28.00

$27.56

10.2% $27.30
10.0%

$26.13
9.7%

10.6%

$25.71
9.5%

Q2 2007

Q4 2007

Q2 2008

% of Appraisal $

Q4 2008

Q2 2009

Q4 2009

Rate = Average P&M $/Average Refinish Hours/Estimate

Labor Analysis
Average body labor rates have risen in many of our sample states
year over year, with no change in New Jersey.

Average Body Labor Rates and Change by State
2008
Full Year

% Average Labor Dollars by Type
Refinish (32.5%)

Parts Replacement (26.2%)

Parts Repair (41.3%)

2009
Pt/$
Full Year Change

%
Change

Arizona

45.42

47.15

1.73

4%

California

48.30

49.43

1.13

2%

Florida

41.19

41.70

0.51

1%

Hawaii

43.11

43.40

0.29

1%

Illinois

46.28

46.83

0.55

1%

Michigan

41.12

41.73

0.61

1%

New Jersey

44.66

44.76

0.10

0%

New York

45.26

45.96

0.70

2%

Ohio

41.78

42.65

0.87

2%

Rhode Island

29.78

30.20

0.42

1%

Texas

41.52

42.36

0.84

2%

Adjustments
In Q4-2009, the percentage of adjustments made increased slightly. The dollar amount of
betterment taken decreased compared to Q4-2008 levels by $6.40. Average appearance
allowances in the Q4-2009 decreased by $4.88.
Adjustment $ and %’s
Date

Q2/07

Q4/07

Q2/08

Q4/08

Q2/09

Q4/09

% Adjustments Est

Pt$/Change

% Change

4.05

4

3.42

2.84

3.52

% Betterment Est

3.22

3.21

2.59

2.02

2.67

3.6

0.76

27%

2.74

0.72

% Appear Allow Est

36%

0.58

0.56

0.57

0.58

% Prior Damage Est

4.82

4.52

4.55

4.74

0.6

0.62

0.04

7%

5.2

5.23

0.49

10%

Avg. Betterment $

114.28

114.00

116.66

Avg. Appear Allow $

165.82

168.81

177.87

123.06

121.1

116.66

-6.40

-5%

185.35

184.68

180.47

-4.88

-3%
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Total Loss
The charts below illustrate data for both average vehicle age and value for total loss vehicles. This offers a glimpse
of the aging of the average total loss, and in most cases, an increase in the average value of those total losses.

Average Vehicle Age in Years
		
Vehicles		

Q2
2007

Q4
2007

Q2
2008

Q4
2008

Q2
2009

Q4
2009

Convertible

9.73

10.23

9.95

10.32

10.01		

11.26

Coupe		

9.92

10.33

10.17

10.52

10.27		

10.97

Hatchback

10.45

10.5

10.08

10.05

9.64		

9.98

Sedan		

9.1

9.51

9.25

9.67

9.4		

10

Wagon		

9.05

8.93

8.38

8.78

8.34		

8.62

Other Passenger

10.99

10.84

10.95

11.01

11.09		

11.58

Pickup		

9.53

10.04

9.94

10.03

10.05		

10.96

Van		

9.38

9.85		

9.51

9.88

9.59		

10.4

SUV		

8.01

8.45		

8.27

8.56

8.44		

9.21

Average Vehicle Actual Cash Value
		
Vehicles		

Q2
2007

Q4
2007

Q2
2008

Q4
2008

Q2
2009

Q4
2009

Convertible

$9,691.24

$9,779.54

$9,631.70

$9,424.83

$9,216.57

$8,727.94

Coupe		

$5,938.38

$6,169.74

$6,009.25

$6,037.39

$5,859.95

$6,051.21

Hatchback

$5,057.71

$5,534.71

$5,523.09

$5,784.14

$5,916.53

$6,082.15

Sedan		

$5,933.79

$6,163.93

$6,008.92

$6,117.93

$5,888.32

$6,127.56

Wagon		

$6,935.21

$7,472.60

$7,388.57

$7,253.19

$6,912.37

$7,185.51

Other Passenger

$14,088.28

$14,966.13

$13,308.28

$16,275.56

$13,793.99

$15,739.88

Pickup		

$8,933.60

$8,926.11

$8,925.66

$8,496.76

$8,092.18

$8,712.04

Van		

$5,789.34

$5,714.17

$5,670.79

$5,353.26

$4,922.91

$5,326.72

SUV		

$9,153.64

$9,293.89

$9,148.70

$8,371.42

$7,826.75

$8,627.11

Mitchell Product Solution:

WorkCenter™ Total Loss
WorkCenter Total Loss is a state-of-the-art, loss vehicle valuation system designed to: 1) Improve policyholder
satisfaction with the settlement process, 2) Automate Department of Insurance regulation compliance, and 3)
Improve efficiency, reduce settlement time, and manage settlement costs. WorkCenter Total Loss’s valuations are
reliable and easy-to-understand. They’re reliable because they’re based on vehicles recently sold or advertised in the
same area as the vehicle owner. Valuations are easy-to-understand because they are intuitive, and reports include
details on comparable vehicles used in a valuation. WorkCenter Total Loss incorporates a leading-edge analytic
model developed through a partnership with J.D. Power and Associates®—widely recognized and respected for
their expertise and impartiality. You and your policyholders can be confident that valuations are fair and accurate.
™
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Canadian Collision Summary
At the request of our customers and friends in Canada, we are pleased to provide the following
Canada-specific statistics, observations, and trends. All dollar-figures appearing in this
section are in CDN$. As a point of clarification, these data are the product of upload activities
from Body Shop, Independent Appraisers and Insurance personnel, more accurately
depicting insurance-paid loss activity, rather than consumer direct or retail market pricing.

Average Appraisal Values
Severity Overall: The average initial gross appraisal value, calculated by combining
data from all first- and third-party repairable vehicle appraisals uploaded through Mitchell
Canadian systems in Q4-2009 was $3,104—a $117 decrease from Q4-2008. However,
when applying the prescribed development factor, we find an anticipated average appraisal
value of $3,178—a $43 decrease from Q4-2008.*

W

Editors Note: All dollar-figures
appearing in this section are in CDN$.
As a point of clarification, these data
are the product of upload activities from
Body Shop, Independent Appraisers and
Insurance personnel, more accurately
depicting insurance-paid loss activity,
rather than consumer direct or retail
market pricing.

Canada—Severity Overall
$14,000
$13,558

$12,779

$12,613

$12,000

$12,669

$12,624
$12,043

$10,000
$8,000
$6,000
$4,000
$2,000

Avg. Unit Age

$3,141

$2,906

$3,221

$2,988

$3,104/
3,178

$3,047

Q2 2007

Q4 2007

Q2 2008

Q4 2008

Q2 2009

Q4 2009

5.53

5.55

5.27

5.40

5.24

5.57

Appraisals

ACV’s

Collision Losses
Mitchell’s Q4-2009 data reflects an initial Canadian average gross collision severity of
$3,128—a $158 decrease over Q4-2008. But when we apply the prescribed development
factor, we obtain an estimated final value of $3,200, reflecting decrease of $86.*
Canada—Severity Collision
$14,000
$13,597

$12,791

$12,595

$12,000

$12,645

$12,640
$11,948

$10,000
$8,000
$6,000
$4,000
$2,000

Avg. Unit Age

$3,000

$3,232

$3,002

$3,286

$3,045

$3,128/
3,200

Q2 2007

Q4 2007

Q2 2008

Q4 2008

Q2 2009

Q4 2009

5.42

5.47

5.19

5.36

5.20

5.49

Appraisals

ACV’s

*NOTE: Values provided from Guidebook benchmark averages, furnished through Mitchell UltraMate®.
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Canadian Collision Summary (con't.)
Comprehensive Losses
In Q4-2009, the average initial gross Canadian appraisal value for comprehensive
coverage estimates processed through our servers was $3,262—or $34 lower than in
Q4-2008. However, by applying the prescribed development factor, the anticipated average
appraisal value will increase to $3,338.*
Canada—Severity Comprehensive
$14,000

$14,203

$13,475

$12,967

$12,000

$13,386

$13,463

$13,321

$10,000
$8,000
$6,000
$4,000
$2,000

Avg. Unit Age

$3,432

$3,296

$3,291

$3,043

$2,696

$3,262/
3,338

Q2 2007

Q4 2007

Q2 2008

Q4 2008

Q2 2009

Q4 2009

5.75

5.69

5.33

5.42

5.19

5.72

Appraisals

ACV’s

Third-Party Property Damage
In Q4-2009, our Canadian industry initial average gross third-party property damage
appraisal was $2,774—a decrease of $72 from Q4-2008 on a slightly older vehicle age
estimated. Applying the prescribed development factor, the anticipated appraisal value will
increase to $2,881.*

W

About Mitchell in Canada…
For more than 20 years, Mitchell’s
dedicated Canadian operations have
focused specifically and entirely on
the unique needs of collision repairers
and insurers operating in the Canadian
marketplace. Our Canadian team
is known for making itself readily
available, for being flexible in its
approach to improving claims and
repair processes, and for its ‘second
to no one’ commitment to customer
support. Headquartered in Toronto,
with offices across Canada, Mitchell
Canada delivers state-of-the-art, multilingual collision estimating and claims
workflow solutions (including hardware,
networks, training, and more), worldclass service, and localized support.
To learn more about Mitchell Canada
and its solutions and services, contact:
Mike Jerry
Vice President and General Manager–
Mitchell Canada
t: 888.209.4338
f: 416.733.1633

Canada—Severity Third Party
$12,000

$12,471

$12,322

$11,894

$11,483

$11,272

$10,484

$10,000
$8,000
$6,000
$4,000
$2,000

Avg. Unit Age

$2,431

$2,643

$2,674

$2,846

$2,585

$2,774/
2,881

Q2 2007

Q4 2007

Q2 2008

Q4 2008

Q2 2009

Q4 2009

6.26

6.10

6.35

6.05

6.26

6.56

Appraisals

ACV’s

*NOTE: Values provided from Guidebook benchmark averages, furnished through Mitchell UltraMate®.
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Canadian Collision Summary (con't.)
Supplements
The percentage of estimates supplemented one or more times increased by 2% compared
to Q4-2008. The average dollar amount of those supplements increased by 7% or $27.58.
Supplement %’s
Date

Q2/07

Q4/07

Q2/08

Q4/08

Q2/09

Q4/09

Pt/Change

% Change

% Est Supplements

25.79

31.86

37.15

41.62

39.59

42.41

0.79

2%

% Supplements

17.33

53.56

47.81

55.65

44.29

56.97

1.32

2%

Avg Combined Supp Variance

458.83

384.15

350.96

371.02

348.60

398.60

27.58

7%

% Supplement $

15.26

12.44

11.46

12.09

11.17

12.95

0.86

7%

% Change

Average Appraisal Make-up
This chart compares the average appraisal make-up as a percentage of dollars, constructed
by Mitchell-equipped estimators. These data points reflect a decrease in labor with parts
dollars remaining constant, while the percentage paint and materials has increased between
these respective periods.

% Average Appraisal Dollars by Type
Date

Q2/07

Q4/07

Q2/08

Q4/08

Q2/09

Q4/09

Pt/$ Change

% Average Part $

43.72

44.5

40.53

42.88

39.52

42.74

-0.14

0%

% Average Labor $

45.05

44.35

47.48

45.37

48.06

45.13

-0.24

-1%

% Paint Material $

8.53

8.4

9.03

8.68

8.86

8.99

0.31

4%

Adjustments
In Q4-2009, the average times betterment was taken on estimates decreased by 1%, yet
the dollar amount increased by 28%. The number of times appearance allowances were
given was flat, with the average amount given decreased by 17%.
Adjustment $ and %’s
Date

Q2/07

Q4/07

Q2/08

Q4/08

Q2/09

Q4/09

Pt/$Change

% Change

% Adjustments Est

3.83

3.65

3.29

3.03

3.15

3.15

0.12

4%

% Betterment Est

3.27

3.16

2.76

2.59

% Appear Allow Est

0.56

0.49

0.52

0.45

2.53

2.62

0.03

1%

0.58

0.45

0.00

0%

% Prior Damage Est

0.18

0.1

0.12

Avg. Betterment $

166.33

152.25

174.89

0.04

0.14

0.19

0.15

375%

160.08

181.71

205.00

44.92

28%

Avg. Appear Allow $

176.93

180.46

203.32

222.03

159.33

184.67

-37.36

-17%
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Canadian Collision Summary (con't.)
Labor Analysis
All data reflect the percentage of labor-type dollars utilized in the construction of Mitchell
appraisals by Canadian estimators. Labor rates rose in most Provinces and Territories, with
Alberta showing the biggest increase.

W

% Average Labor Dollars by Type
Refinish (35.2%)

Remove/Replace (23.8%)

Repair (41.0%)

Average Body Labor Rates and Changes by Province
2008

2009

Pt Change

% Change

ALBERTA

65.68

$67.99

$2.31

4%

BRITISH COLUMBIA

63.57

$63.19

$(0.38)

-1%

NEWFOUNDLAND & LABRADOR

54.71

$56.38

$1.67

3%

NOVA SCOTIA

53.09

$54.22

$1.13

2%

NORTHWEST TERRITORIES

76.61

$77.99

$1.38

2%

ONTARIO

51.40

$52.22

$0.82

2%

QUEBEC

43.79

$44.72

$0.93

2%

YUKON TERRITORY

78.20

$80.05

$1.85

2%

Parts Analysis
As a general observation, recent data show that parts make up 44.9% of the average value
per repairable vehicle appraisal, about 0.63 points more than the average allocation of labor
dollars. In addition, the overall trend now reflects a modest decrease in OEM parts use,
an increasing volume of Aftermarket parts dollars used by Mitchell-equipped estimators,
relatively constant Remanufactured parts use, and rather flat LKQ (recycled) parts use.
Editor’s Note: While there isn’t a perfect correlation between the types of parts specified
by estimators and those actually used during the course of repairs, we feel the following
observations to be directionally accurate for both the insurance and auto body repair
industries. This segment illuminates the percentage of dollars allocated to each unique
part-type.
For Parts Types Definitions, see page 18.
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Canadian Collision Summary (con't.)
Original Equipment Manufacturer (OEM) Parts Use in Dollars
In Q4-2009, Canadian OEM parts use, much like U.S. OEM use, decreased compared
to Q4-2008 and has fallen to one of the lowest rates in recent history. Canadian dealers
appear to be reducing collision parts inventory to reduce costs.

W

Canada—OEM
74.8%

75.3%

75.3%

75.7%

74.4%

73.4%

Q2/07

Q4/07

Q2/08

Q4/08

Q2/09

Q4/09

Aftermarket Parts Use in Dollars
Canadian aftermarket parts use has exceeded 12% of the parts dollars used on an
average estimate for the first time.
Canada—Aftermarket
10.6%

10.9%

11.0%

10.9%

11.0%

12.2%

Q2/07

Q4/07

Q2/08

Q4/08

Q2/09

Q4/09

Remanufactured Parts Use in Dollars
Remanufactured parts use is relatively constant.
Canada—Non-New/Remanufactured
3.5%

3.2%

3.3%

3.0%

3.5%

3.3%

Q2/07

Q4/07

Q2/08

Q4/08

Q2/09

Q4/09

Like Kind and Quality Parts Use in Dollars
Canadian used parts use also remains relatively flat over the recent quarters.
Canada—LKQ
11.1%

10.6%

10.3%

10.4%

11.1%

11.1%

Q2/07

Q4/07

Q2/08

Q4/08

Q2/09

Q4/09
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Casualty Statistics
Personal Injury Protection (PIP)
During Q3-2009, the 12-month rolling average for countrywide Personal Injury Protection
claims (as calculated from the percentage of such claims reported per 100 insured
exposures) showed an increase in both severity and frequency to 1.44, with the average
claim severity at $8,783.
Countrywide PIP Frequency
1.5%

About Mitchell Medical…

1.38

1.35

1.36

1.38

1.44

Q3 2008

Q4 2008

Q1 2009

Q2 2009

Q3 2009

1.4%
1.3%
1.2%
1.0%

Countrywide PIP Severity
$8,221

$8,324

$8,557

$8,696

$8,783

Q3 2008

Q4 2008

Q1 2009

Q2 2009

Q3 2009

$9,000
$8,500
$8,000
$7,500
$7,000
$6,500
$6,000
$5,500
$5,000

Bodily Injury
As of the third quarter of 2009, the 12-month rolling average for countrywide bodily injury
paid claim frequency was .90—down from the previous 12-month rolling total of .91 and
lower than the other reported quarters. Paid severity rose again to $12,165, the highest
recorded amount to date.
Countrywide BI Frequency
0.96%
0.95%
0.94%
0.93%
0.92%
0.91%
0.90%
0.89%
0%

0.94
0.93

0.92

0.91
0.90

Q3 2008

Q4 2008

Q1 2009

Q2 2009

Q3 2009

Countrywide BI Severity
$12,500
$12,000
$11,500
$11,000
$10,500
$10,000
$9,500
$9,000
$8,500
$8,000
$7,500
$7,000

$11,647

$11,846

$11,947

Editors Note: All information depicted
here is based on the most recent and
available ISS (formerly PCIAA) Fast
Track data, reported one quarter in
arrears.

$12,109

$12,165

Mitchell’s Medical division has
20+ years experience delivering
successful technology, database, and
service solutions for collision-injury
claim handling that are accurate and
efficient. Mitchell Medical is proud to
serve many of the top P&C Insurers
using both enterprise-wide and
standalone implementations.
Mitchell Medical Decision Point®
facilitates 1st and 3rd party claimhandling by automating vital tasks—
thus streamlining a carrier’s claims
processing. Applying carrier-specific
business procedures, claimantspecific treatment protocols, and
Mitchell’s industry acumen, the
majority of claims are handled without
human intervention from first notice of
loss through payment. Exceptions are
handled via automated assignment to
the appropriate subject matter expert
(nurse reviewer, special investigator,
experienced adjuster). Decision Point
monitors compliance with federal
and state regulations, and includes
powerful analytic capabilities for
predictive modeling and performance
management.
Mitchell Medical’s extensive customer
service infrastructure provides clients
with training, plus systems, content,
regulatory, and litigation support,
process consulting, and outsource
service options.
To learn more about Mitchell Medical
and its casualty solutions, visit
www.mitchell.com, or contact:
Jeff Pirino
Vice President of Casualty Sales
Mitchell Medical
Jeff.Pirino@mitchell.com
t: 858-368-8381

Q3 2008

Q4 2008

Q1 2009

Q2 2009

Q3 2009

Mitchell Industry Trends Report

27

About Mitchell
Mitchell International, Inc.
9889 Willow Creek Rd. – San Diego, CA 92131 – 858.368.7000
Mitchell International, Inc., founded in 1946 and headquartered in San Diego, California, is
a leading provider of information and workflow solutions to the Property & Casualty Claims
and Automotive Collision Repair industries. The company’s comprehensive solution portfolio
streamlines the entire auto physical damage, bodily injury and workers’ compensation
claims processes. Mitchell enables millions of electronic transactions between more than
30,000 business partners each month to enhance partner productivity, profitability, and
customer satisfaction.
From the moment policyholders notify their insurance companies of a vehicle claim,
Mitchell’s robust solutions take action, transforming the entire claims and repair cycle into a
streamlined, end-to-end process using intuitive tools, decision-driven software and shared
workspaces that deliver a much improved and efficient experience. From initial damage
appraisal to helping collision repairers safely and efficiently return vehicles to pre-accident
condition, insurers and collision repair businesses depend on Mitchell to deliver cost savings
to their organizations and pleasant and timely claims settlement to their customers.
Mitchell also has a 20-year track record of delivering solutions to help Auto Insurance Carriers
and Workers’ Compensation Claims Payers evaluate and settle their medical claims faster
and more accurately. With an unmatched breadth of medical data and decision support
experience, Mitchell offers a variety of technology, database, and service solutions that
enable its clients to control costs and improve consistency throughout the claims process.
Mitchell International is a privately-held company, owned primarily by the Aurora Capital
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Mitchell News Releases Q4-2009
Mitchell International Selected by Elephant Auto Insurance™
Innovative insurance upstart features WorkCenter™ Total Loss valuation solution for U.S.
launch
San Diego, CA and Richmond, VA—December 14, 2009—Mitchell International, Inc., a
leading provider of information, workflow and performance management solutions to the
Property & Casualty claims and Collision Repair industries, today announced that Elephant
Insurance™ (Elephant) has selected the company’s WorkCenter™ Total Loss valuation
product. Elephant is the new U.S. auto insurance brand of one of the fastest growing
insurance companies in the UK, Admiral Group plc. Elephant will be partnering with Mitchell
because its market-leading WorkCenter Total Loss product generates fair, market-driven
total loss vehicle values that are trusted by consumers.
Andrew Rose, President & CEO, Elephant, said, “As a startup, Elephant places a premium
on partners who are able to give us a competitive advantage in the U.S. collision repair
marketplace in terms of costs, efficiency, claims accuracy, and customer service. Mitchell’s
WorkCenter Total Loss delivers it all, in addition to ensuring regulatory compliance in those
states where we operate.”
“Since total loss claims can be disruptive for customers, Elephant intends to settle them
quickly and accurately. WorkCenter Total Loss helps our clients get back on the road faster
because the solution was developed in partnership with J.D. Power and Associates, a brand
which American consumers recognize and trust,” Rose added.
WorkCenter Total Loss produces trusted vehicle valuations that utilize comparable vehicles
from consumer recognizable brands. This eliminates the “black box” feel of other total loss
valuation systems and results in higher first call settlement rates for carriers. The credibility
of the J.D. Power and Associates brand, coupled with Mitchell’s collision repair industry
know-how and technology, eases the settlement process for all parties, reducing claims
cycle time and increasing customer satisfaction.
“We are pleased to welcome Elephant Insurance to the U.S., and look forward to helping this
exciting young company grow and succeed,” said Marc Brungger, Executive VP at Mitchell
International. “Mitchell’s WorkCenter Total Loss product allows Elephant’s adjusters to settle
claims efficiently using an intuitive and powerful methodology. The final report format allows
the customer to easily understand the rationale behind the vehicle valuation.”
WorkCenter Total Loss is a statistically driven, fully automated single solution that
optimizes the total loss claims settlement process. WorkCenter Total Loss is available
via the web or as a stand-alone, desktop application. For more information, please visit
www.mitchell.com.

AutocheX Celebrates 20th Anniversary by Honoring Top-Performing Shops at Annual
Premier Achiever Awards
San Diego, CA—December 7, 2009—AutocheX, Mitchell International’s customer
experience management group, honored collision repair facilities from throughout the U.S.
and Canada for their exceptional achievements in customer service and satisfaction at a
special 20th anniversary celebration of the annual Premier Achiever Awards ceremony.
Mitchell celebrated the milestone event with top-performing shops at the Mandalay Bay
Convention Center in Las Vegas in conjunction with NACE.

AutocheX

a Mitchell International company.

AutocheX is a leading provider of customer satisfaction measurement and customer
experience management solutions to the collision repair industry. The Premier Achiever
Awards recognize collision repair facilities that consistently demonstrate their commitment
to customer service as reflected by their extremely high customer satisfaction scores.
The Class of 2009 Premier Achievers attained scores in the top four percent of facilities that
use the AutocheX service throughout the U.S. and Canada. They include collision repair
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Mitchell News Releases Q4-2009 (con’t.)
facilities of all sizes, from small, family-run businesses to large consolidators, and represent
36 states across the U.S, as well as British Columbia, Canada. Approximately 30 percent of
the facilities were repeat winners, having also won the award in 2008.
“The Premier Achiever Award program recognizes the hard work and outstanding
accomplishment of top-performing collision repair facilities in North America for customer
service and satisfaction,” said Jason Bertellotti, Vice President of Mitchell Repair Solutions.
“These facilities consistently provide the best possible repair experience for their customers.
As AutocheX marks our 20th anniversary this year, it was especially gratifying to celebrate
this milestone at NACE with shop owners and managers who truly understand and embrace
the importance of customer satisfaction.”
Family owned and operated Kniesel’s Collision Center in Citrus Heights, California, is a sixtime Premier Achiever Award winner, having won the award every year since 2004. Co-owner
Tom Kniesel, who attended the 2009 ceremony, explains how his business has achieved
such an excellent track record for satisfying customers, saying, “It’s a family tradition. For 40
years my family has built a reputation for excellence by delivering unsurpassed customer
service. Our team works very hard to build lasting customer relationships through quality,
integrity, and a personal touch, so it’s very gratifying to have our efforts recognized with the
Premier Achiever Award.”
Mitchell’s AutocheX team and insurance company representatives honored Premier
Achiever Award winners with well-deserved recognition at the ceremony. On hand to present
the award to facilities participating in their respective repair programs were:
•T
 racy Tramm, Service Manager – Allstate’s Good Hands® Repair Network,
Allstate Insurance Company
•R
 ick Lewis, Unit Manager, Immediate Repair Program, Automobile Club of
Southern California (ACSC)
•C
 lifton Meaders, Vendor Management Supervisor, California State Automobile
Association (CSAA)
•J
 ohn Resko, California Zone Manager, Farmers Insurance
•M
 ike Wilson, Manager, Material Damage Services Business Support,
Insurance Corporation of British Columbia (ICBC)
•J
 im Gadberry, Associate Vice President, Material Damage Technical Claims,
Nationwide Insurance

On hand to congratulate winners at the eighth annual AutocheX Premier Achiever Award ceremony
were, from left to right: Ray Kihara (AutocheX Director of Sales and Marketing, Mitchell International),
Mike Wilson (Manager, Material Damage Services Business Support, ICBC), Rick Lewis (Unit
Manager, Immediate Repair Program, ACSC), John Resko (California Zone Manager, Farmers
Insurance), Jim Gadberry (AVP of Material Damage Technical Claims, Nationwide Insurance), Clifton
Meaders (Vendor Management Supervisor, CSAA), Tracy Tramm (Service Manager, Allstates Good
Hands Repair Network, Allstate Insurance Company), Bob Benjamin (Vice President of Operations,
Sterling Autobody Centers), Jason Bertellotti (Vice President Repair Solutions, Mitchell International)
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Mitchell News Releases Q4-2009 (con’t.)
“It was a pleasure to participate in the Premier Achiever Award ceremony and to have the
opportunity to thank our high-achieving Blue Ribbon partner facilities for their dedication to
providing top-quality service to our mutual customers,” said Jim Gadberry, Associate Vice
President of Material Damage Technical Claims for Nationwide Insurance. “Their superior
performance reflects their genuine customer-first approach and passion for excellence. We
are very proud of the 2009 Premier Achievers and congratulate them on receiving this
prestigious award.”
AutocheX was founded in September 1989 by Dennis Kiyohara, Ray Kihara, and Rick
Wakazuru. In addition to customer satisfaction measurement, notable early services
included the AutocheX “Red Book” Directory and the AutocheX National Rating Service
which evaluated collision repair facilities based on their customer service, financial stability,
equipment, and training.
In 2001, AutocheX was acquired by Mitchell International. Since then, Mitchell has continued
to invest in further developing the company’s expertise in the realm of measuring, analyzing,
and reporting customer satisfaction and loyalty in the auto insurance claims and collision
repair industry. Today, AutocheX conducts tens of thousands of surveys each month and has
compiled the largest database of completed customer satisfaction surveys in the industry.
AutocheX is dedicated to not only providing the most objective and actionable “voice of
the customer” data, but also to advancing the level of customer service in the collision
repair industry. AutocheX and the participating insurance companies present the Premier
Achiever Awards each year as a way of recognizing collision repairers that have proven their
devotion to quality, service, and customer satisfaction.
For a list of the 2009 AutocheX Premier Achiever Award winners, please visit
www.AutocheX.com.

In an Unprecedented Move, Mitchell Provides Customer Vehicle Statusing and OEM
Information to the Industry Free of Charge
Free Mitchell RepairCenter™ QuickStart package helps shops increase customer
satisfaction, access the most up-to-date collision repair information, and optimize their
estimate-to-RO sequence
San Diego, CA—December 1, 2009—Mitchell International, Inc., a leading provider of
information, workflow, and performance management solutions to the Collision Repair
and Property & Casualty claims industries, today announced that it is now offering
Mitchell RepairCenter™ QuickStart free to the entire U.S. collision repair market. Mitchell
RepairCenter QuickStart provides collision repairers with instant access to vehicle repair
web-statusing capabilities, the latest OEM repair data and procedures from Ford, GM, and
Chrysler—including continuous updates to help ensure repairers are using the most current
information—and the ability to convert estimate files from all major estimating systems into
repair orders. Collision repairers are encouraged to visit the new Mitchell RepairCenter
Website—www.mitchellrepaircenter.com—to access this free package.

Mitchell RepairCenter

™

IT’S YOUR SHOP. IT’S YOUR WORKSPACE.

™

“We are excited to be the only solution provider to share this valuable content free of charge
with shops across the country,” said Alex Sun, Mitchell’s President and CEO. “I truly hope
that repairers will take advantage of the free download because I am confident that this
offering can immediately help repairers, who are challenged now more than ever, to operate
more efficiently.”
“Today is a very exciting day for us because we’re able to offer shops of all sizes the
opportunity to download Mitchell RepairCenter and realize the benefits of being able to
manage the repair, the customer, and the business, all from a single Workspace,” said
Jason Bertellotti, Mitchell’s Vice President of Repair Solutions.
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Bertellotti added, “In just a few clicks and a matter of minutes, shops will be able to use
Mitchell RepairCenter QuickStart’s vehicle web-statusing tool, which they can implement on
their own Website or via Mitchell’s hosted Website to instantly inform customers of vehicle
repair status. Shops will also have no-cost access to Mitchell RepairCenter TechAdvisor,
which gives them up-to-date OEM repair data and procedures from the Detroit 3 auto
makers so they will always be working with the most current information available.”

Get immediate access to Mitchell RepairCenter QuickStart using Mitchell’s secure Website
www.mitchellrepaircenter.com. Shops can also select a 30-day, free trial of other
RepairCenter packages at the site, and learn about the complete Mitchell RepairCenter
Shop Workspace.
Bertellotti concluded, “Collision repair shops of all types will immediately see how quick and
easy it is to put Mitchell RepairCenter QuickStart technology to work. All they need to do is
to visit our Website, select and download the programs, and they’ll be up and running in a
matter of minutes.”
To download the free Mitchell RepairCenter QuickStart Package and learn more about the
new Shop Workspace, visit www.mitchellrepaircenter.com.

Launch of Mitchell RepairCenter™ Leads to Record Sales at NACE
More collision repairers continue to choose Mitchell’s leading solutions to efficiently manage
the repair, the customer, and the business
San Diego, CA—November 19, 2009—Mitchell International, Inc., a leading provider of
information, workflow, and performance management solutions to the collision repair and
P&C claims industries, today announced a record-breaking 35 percent increase in NACE
trade show sales of its industry-leading collision repair solutions, including the new Mitchell
RepairCenter™ Shop Workspace and ClaimTools™, Mitchell’s ruggedized digital camera
photo management solution.

Mitchell RepairCenter

™

IT’S YOUR SHOP. IT’S YOUR WORKSPACE.™

“Ive always felt that Mitchell was committed to providing tools that make shops like ours
successful,” says Rick Caron, President of Gamboa’s Body & Frame, Inc. “Once we saw
a demonstration of RepairCenter at NACE, there was no question that it was a must-have
solution for our facility. In RepairCenter, we’ve found the all-in-one solution that my team has
been asking for.”
Mitchell Industry Trends Report
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Mitchell RepairCenter, unveiled at NACE 2009, is the first of a new class of software
solutions—the Shop Workspace—that will transform how repair shops run their business
for years to come. Building on its strength of over 20 years experience in providing
market leading business management systems, repair information content, and customer
satisfaction services functionality, RepairCenter gives shops the ability to choose from a
comprehensive set of over 30 modules to meet their needs today, while giving them the
unique ability to select new modules as their business evolves.
“We are extremely pleased with the overwhelming positive feedback we received for our
solutions during this year’s NACE,” said Marc Brungger, Executive Vice President of Auto
Physical Damage Solutions for Mitchell. “Our team works hard to lead the industry in
innovative solutions that boost efficiency and profitability for collision repairers operating
under challenging business circumstances. The excitement that our customers and industry
colleagues expressed about our new solutions at NACE, in addition to record-high contract
signings at this show, is the ultimate validation for us because it truly shows that we hit the
mark in bringing value to shops of every size,” he added.

Mitchell International Announces SmartAdvisor™ Real Time Partner Bridge
New industry standard empowers carriers with an instant PPO repricing and enhanced
savings audit solution that continuously improves the workers’ compensation medical
claims process
San Diego, CA—November 16, 2009—Mitchell International, Inc., a leading provider
of information, workflow and performance management solutions to the Property &
Casualty claims and Collision Repair industries, today announced the availability of the
SmartAdvisor™ Real Time Partner Bridge, which allows medical bill review organizations
to conduct instant Preferred Provider Organization (PPO) repricing and enhanced savings
audits using real-time access to the industry’s most complete and up-to-date medical billing
compliance application.

Mitchell SmartAdvisor™

SmartAdvisor is a leading medical claim cost containment solution that helps workers’
compensation claims payers evaluate and settle their claims faster and more accurately.
The SmartAdvisor team will be on hand for one-on-one demonstrations of the SmartAdvisor
software suite and its applications at the National Workers’ Compensation and Disability
Expo, booth #111, at the McCormick Place in Chicago. November 18-20.
“The SmartAdvisor Real Time Partner Bridge reduces bill review turnaround time by an
average of three days compared to conventional Electronic Data Interchange (EDI),” said
Nina Smith, Senior Vice President and General Manager of the Mitchell International
SmartAdvisor Solutions Division. “The Real Time Partner Bridge gives our customers a true
strategic advantage in a time when the workers’ compensation marketplace is experiencing
significant challenges, such as increased indemnity and medical costs while premiums
decline.”
The Real Time Partner Bridge is built on standard XML file formats and leverages
Software-on-Demand technology, so that users can instantly obtain the latest repricing
data from PPOs, negotiation partners, specialty reviewers, and other specialty networks.
In direct contrast to the traditional pend and transmit approach to information exchange
in the workers’ compensation marketplace, the Real Time Partner Bridge gives payers
instantaneous visibility into performance and process benchmarks using only the most
current, accurate PPO contracts and repricing data. Mitchell can in most cases implement
the standard Real Time Partner Bridge in under 30 days, compared to the 90-100 days
needed for EDI installations.
“The Real Time Partner Bridge is a significant technology development in the workers’
compensation bill review marketplace, delivering huge process improvements by reducing
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turnaround time and ensuring accuracy by using only the most current PPO contracts and
repricing data. This will likely become an industry standard based on its ability to allow
customers to realize substantial operational efficiencies,” said Brian Sharp, CEO of Prime
Health Services, which has been using the Real Time Partner Bridge with SmartAdvisor for
the past six months.
SmartAdvisor is a comprehensive bill review solution for workers’ compensation that leads
the industry in its unique combination of performance software, client services, and bestin-class partnerships. SmartAdvisor’s unique capabilities include customizable workflow
modeling, Capstone business decision rules engine, SmartReports data analytics and
reporting tools, Claims Examiner Portal for fast, secured, real-time access to bill data, and
a proven technology platform that delivers on average 50-70% straight-through processing
for improved efficiencies and lower costs.
Please visit www.mitchell.com/smartadvisor for more information or contact Mitchell
SmartAdvisor Solutions directly at 1-800-421-6705 to schedule a demo of the SmartAdvisor
bill review system. Visit us as well at Booth #111 at the National Workers’ Compensation
and Disability Expo being held from November 18-20 at McCormick Place in Chicago.

Mitchell International Unveils New Technology Enhancements to SmartAdvisor™
Upgrade to .NET Framework and New Custom Report Builder Feature Give Carriers Ability
to Achieve Greater Operational Efficiencies
San Diego, CA—November 9, 2009—Mitchell International, Inc., a leading provider of
information, workflow and performance management solutions to the Property & Casualty
claims and Collision Repair industries, today announced that SmartAdvisor will upgrade
to the latest Microsoft development framework, .NET 3.5. In addition, SmartAdvisor will
introduce Custom Report Builder, a new functionality in the SmartReports™ portfolio to
allow end-users to design, run and distribute their own custom reports. These technology
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improvements into place immediately. SmartReports’ reporting tools, coupled with flexible
workflow and a robust business rules engine allow clients to better analyze business trends
and immediately put into place workflow or program changes designed to deliver greater
operational efficiencies—on their own—without the need for additional support from the
software supplier.”
SmartAdvisor is a comprehensive bill review solution for workers’ compensation that leads
the industry in its unique combination of performance software, client services, and bestin-class partnerships. SmartAdvisor’s unique capabilities include customizable workflow
modeling, Capstone® business decision rules engine, SmartReports data analytics and
reporting tools, Claims Examiner Portal for fast, secured, real-time access to bill data, and
a proven technology platform that delivers on average 50-70% straight-through processing
for improved efficiencies and lower costs.
Please contact Mitchell SmartAdvisor Solutions for more information and to schedule a
demo of SmartAdvisor at www.mitchell.com/smartadvisor or call us at 1-800-421-6705.
Visit us as well at Booth #111 at the National Workers’ Compensation and Disability Expo
being held from November 18-20 at McCormick Place in Chicago, IL.

Mitchell International Acquires Scene Genesis
Expanded portfolio offering helps improve collision repair process for shops, insurers and
independent appraisers through seamless information exchange
San Diego, CA—November 6, 2009—Mitchell International, Inc., a leading provider of
information, workflow and performance management solutions to the Property & Casualty
claims and Collision Repair industries, today announced that it has completed the purchase
of Scene Genesis. Scene Genesis is a web-based workflow and connectivity solutions
provider dedicated to improving the claims handling process for insurers, independent
appraisers and shops alike. Innovative products such as SceneExchange, which creates a
web-based marketplace that encourages open communication among all parties involved
in the repair process, and SceneAccess, an end-to-end web-based solution, put efficient
claims handling into action for insurers.
Ian Cunningham, CEO, Scene Genesis, said, “Mitchell’s commitment to innovation and
continued focused on improving the claims process for all parties involved is truly exciting.
It’s a great fit for Scene Genesis and its customers.”
“We’re proud to have Scene Genesis solutions as a part of our offerings and excited about
new tools such as SceneExchange which benefit all those involved in the claimrepair shops,
insurers, insureds and claimants,” added Marc Brungger, Executive Vice President, Mitchell
International. “We will continue to serve the needs of our combined customer base, many of
whom we share in common, while expanding our current solution set with new value added
options.”
SceneExchange is an online community that connects shops that have the capacity to
perform repairs with vehicle owners who are able to select a service provider of their
choice. Shops can register to be a part of the SceneExchange network free of charge and
can submit bids based on cycle time for as many repairs as they choose, helping them to
increase the amount of vehicles coming through their shop for repair.
Ted James, Body Shop Manager, Cook-Whitehead Ford said, “Being a member of
SceneExchange has increased the amount of appraisal requests coming through our
organization by 5%. SceneExchange’s core value of giving shops the opportunity to bid
for jobs based on cycle times, perfectly complements our commitment to quickly turn
around high quality repairs for our customers. And since, potential customers are able to
see reviews of the quality work we provide from people who have actually had a personal
experience with us, the feedback is that much more powerful.”
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Repairers who would like to become a part of the SceneExchange community are
encouraged to visit the Mitchell Booth #N3087 at NACE, which is being held from November
5-7 at the Mandalay Bay Convention Center in Las Vegas. Collision repairers can also visit
www.mitchell.com for more information.

Mitchell to Unveil GlassMate® 6.0 and GlassMate® Mobile at NACE 2009
Cutting-edge solutions transform AGRR process, dramatically accelerating both repair and
replacement times and increasing customer satisfaction levels
San Diego, CA—November 05, 2009—Mitchell International, Inc., a leading provider of
information, workflow and performance management solutions to the Property & Casualty
claims and Collision Repair industries, today announced that it will unveil GlassMate™ 6.0
and GlassMate® Mobile at NACE 2009 being held November 5-7 at the Mandalay Conference
Center in Las Vegas. Repairers are encouraged to visit Mitchell’s Booth—#N3087—to see a
live demo. GlassMate software is a leading point-of-sale system that delivers efficiency and
automation to the Auto Glass Repair and Replacement (AGRR) market.

Mitchell GlassMate 6
®

Auto glass software

GlassMate 6.0, slated to hit the market in January 2010, will feature several powerful
product upgrades to help streamline the AGRR process by dramatically accelerating repair
and replacement times and, in turn, increasing customer satisfaction levels. GlassMate
6.0’s new Hot Spot Graphics simplify the part selection process by allowing users to easily
identify and add hardware parts associated with a glass replacement to the invoice with
a single click of the mouse. Users can also benefit from Enhanced Parts Ordering, which
allows them to use their internet connection to link to major suppliers, look up pricing and
verify availability—all in real time. Auto Notification alerts users of acknowledgements and
assignments requiring their action, allowing them to keep each job moving. All of these new
enhancements that will help significantly improve the AGRR process will be provided at no
extra charge as a complimentary upgrade to existing GlassMate customers.
GlassMate Mobile, also being released in January of 2010, is integrated with GlassMate
6.0 and provides users with the unique ability to access all of the vital information they
need on-the-go—including access to NAGS® parts and pricing information by Year/Make/
Model or VIN along with work order schedule information using smartphones such as the
Blackberry® and the Apple® iPhone™. GlassMate Mobile also eliminates the burden of
carrying bulky catalogs around when working out in the field, putting all of the information
users need to complete jobs—from the ability to view work order details like vehicle location
and parts information down to custom notes—right at their fingertips.
Jason Bertellotti, Mitchell’s Vice President of Repair Solutions, said, “As the glass repair
marketplace has continued to evolve, the need for the latest in technology has become
paramount. GlassMate 6.0 and GlassMate Mobile undoubtedly deliver the latest
advancements to auto glass participants. These cutting-edge solutions provide users
with all the data they need to make the AGRR process as efficient as possible, and since
these solutions are integrated and easy-to-use, they will be a welcome innovation to the
marketplace.”
Repairers attending NACE 2009 should visit Mitchell’s Booth #N3087 to learn more about
GlassMate 6.0 and GlassMate Mobile, including pre-ordering. Those interested in learning
more can also go to glass.mitchell.com and enter their email address to receive additional
information, as well as call (800) 551-4012 for more information.

PDA Selects Mitchell International for Extended Estimating Solutions
Top vehicle and property appraiser renews contract and expands relationship to include
WorkCenter™ Compliance Manager and WorkCenter™ Total Loss solutions
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San Diego, CA and Fort Worth, TX—November 4, 2009—Mitchell International, Inc., a
leading provider of information, workflow and performance management solutions to the
Property & Casualty claims and Collision Repair industries, today announced that PDA
Corporation, the largest automobile inspection and appraisal service network in the country,
has signed a renewal contract extending the PDA relationship with Mitchell for the next seven
years. Under the terms of the contract, PDA will extend its use of Mitchell claims processing
solutions to include UltraMate® Premier Suite, UltraMate® Motorcycle Estimating, TruckEst™
Estimating, WorkCenter™ Compliance and WorkCenter™ Total Loss. Empowered with this
comprehensive tool kit of Mitchell products, PDA is well equipped to ensure top claims
performance throughout its nationwide network of appraisal franchises.
“PDA has selected a wide range of Mitchell estimating products because they enable us to
provide the industry’s most accurate appraisals, which in turn reduces turnaround time and
decreases claim loss adjustment expense for our customers,” said Rodney Caudill, CEO at
PDA Corporation.
PDA’s network of 265 franchise offices and more than 700 auto and property appraisers
conducts a high volume of vehicle appraisals throughout the U.S. Reviewing and correcting
estimates with multiple trading partners is an absolute necessity, which is why PDA chose
WorkCenter Compliance. PDA’s decision to add WorkCenter Compliance to its roster of
Mitchell estimating products was based on its ability to dramatically streamline the estimating
process by eliminating errors and inaccuracies up front before the estimate is committed
and sent to the insurer. The result, reduced cycle time and decreased friction with partners
will add to PDA’s business performance.
“PDA’s commitment to an expanded partnership validates Mitchell’s progress in building
additional, valuable claims workflow solutions around the estimating process,” said Scott
Kozak, Senior Vice President of Auto Physical Damage Insurance Service and Sales for
Mitchell International. “We look forward to continuing to deliver the best in estimating and
workflow to PDA and the physical damage claims marketplace.”

Mitchell Launches New Product Category into Collision Repair Market
Mitchell RepairCenter™ offers the first Shop Workspace solution for repair shops; a new
class of collision software that includes free, downloadable modules for the entire repair
market
San Diego, CA—November 3, 2009—Mitchell International, Inc., a leading provider of
information, workflow and performance management solutions to the Collision Repair and
Property & Casualty claims industries, today announced the launch of Mitchell RepairCenter,
the industry’s first Shop Workspace. Building on the strength of its market leading business
management systems, repair information content, and customer satisfaction services
functionality, Mitchell RepairCenter represents the first of a new class of software solutions—
the Shop Workspace—that will transform how repair shops run their business for years to
come.The Mitchell RepairCenter takes collision repair software solutions far beyond current
offerings, giving shops the ability to manage the repair, the customer, and the business, all
from within their own personalized Workspace. Collision repairers are invited to design their
own Shop Workspace firsthand at Mitchell’s Booth #N3087 during NACE at the Mandalay
Bay Convention Center in Las Vegas from November 5th-7th or visit www.mitchell.com
for more details.

Mitchell RepairCenter

™

IT’S YOUR SHOP. IT’S YOUR WORKSPACE.™

Mitchell RepairCenter enables shops to manage their business their way and dramatically
improves how the collision repair industry purchases and puts software to work in their shop.
Shops of all sizes will build their own Workspace by selecting from over 30 comprehensive
modules that span the three key areas upon which great shops focus: the repair, the
customer, and the business.
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“We truly believe every shop will benefit significantly from Mitchell RepairCenter, so as a
part of this exciting new release we are announcing that we will offer Mitchell RepairCenter
QuickStart free of charge to the market. Beginning December 1st, the entire collision repair
market can download Mitchell RepairCenter QuickStart for free and immediately put it to
work for their shop,” says Jason Bertellotti, Mitchell’s Vice President of Repair Solutions.
Mitchell RepairCenter QuickStart will deliver immediate value to shops through RC Statusing
(track and communicate repair status to customers and partners), RC TechAdvisor (detailed
repair procedures for GM, Chrysler, and Ford), RC Customer Experience Management
(access to advanced CSI reporting), and RC Estimating Integration (automated Repair
Order generation from all major estimating solutions). Mitchell RepairCenter QuickStart can
be downloaded by any collision repair shop at no charge starting on December 1st by
visiting www.mitchellrepaircenter.com.
Mitchell RepairCenter creates the complete, customer-focused, repair order centric shop.
With functionality within the following areas of operation—Opportunity Tracking and FollowUp, Financial Management, Customer Experience Management, Repair Procedures
Management, Imaging and Paperless Office, Production Management, Parts Management,
Labor Control and Estimating—Mitchell RepairCenter keeps shops focused on exceeding
their customers’ expectations. Mitchell RepairCenter sets new standards for collision repair
shops, not only by offering an overall repair-centric solution, but by delivering an industry
first: a Shop Workspace that gives all collision repair shops real product choice and reduces
overall cost of ownership.

About Mitchell RepairCenter
Mitchell RepairCenter equips repair shops to control and manage day-to-day operations from
a single Workspace location. Mitchell RepairCenter’s repair and opportunity management
capabilities help close more business, identify bottlenecks and improve productivity to
maximize the number of jobs shops can profitably handle at any given time. Its integrated
accounting modules help to improve cash flow and track parts purchasing and credit, while
key performance indicators roll up into dashboard viewing for easy, real-time analysis.

Mitchell RepairCenter™ provides at-a-glance coverage
on all key shop activities and KPI reporting.

Mitchell Industry Trends Report

38

Mitchell News Releases Q4-2009 (con’t.)
Mitchell RepairCenter is a shop’s single, integrated access point for the critical repair
procedure data that technicians need to overcome unique repair challenges posed by
today’s complex vehicle designs, in a safe and efficient manner.

Mitchell RepairCenter™ TechAdvisor improves
technician efficiency with instant repair know-how.

Comprehensive customer experience management tools built within Mitchell RepairCenter
improve customer loyalty, helping shops earn high customer satisfaction marks and
increased referral business.

Mitchell RepairCenter™ CEM: Built upon 20 years of leadership
in customer satisfaction indexing (CSI) and research
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New features include online production management and repair status updates from a new
Mitchell-hosted Website or via smartphone.

Mitchell RepairCenter WorkSpace-On-the-Go:
Repair Status reporting to customers and shop teams.
“Mitchell continues to drive technology innovation within the collision repair market to help
shops reach their maximum performance. Guided by our core philosophy—It’s Your Shop.
It’s Your Workspace™—the Mitchell RepairCenter will redefine how shops manage their
business for years to come,” says Bertellotti.

Mitchell International Expands Partnership With APU Solutions
Direct access to real-time inventory of recycled and aftermarket parts increases efficiency
for collision repairers and insurers
San Diego, CA—October 29, 2009—Mitchell International, Inc., a leading provider of
information, workflow and performance management solutions to the Property & Casualty
claims and Collision Repair industries, today announced that it has expanded its partnership
with APU Solutions®. Mitchell signed a reseller agreement with APU Solutions® to augment
its estimating, shop management, and workflow solutions by providing APU Solutions®
PartsNetwork™ to streamline recycled and aftermarket parts selection and sourcing.
Both carriers and collision repair facilities can benefit from the capabilities of APU Solutions®
PartsNetwork™, an online software solution that provides real-time inventory searches and
procurement for alternative parts. Enabling PartsNetwork™ to be used in conjunction with
the Mitchell estimating solution provides collision repairers and carriers increased access
to accurate parts pricing and availability. By ensuring availability of parts specified on
estimates, the new solution reduces supplements and cycle times. Additionally, the new
solution provides carriers with enhanced reporting capabilities on alternative parts selection
and trends.
“Efficiency is key at a time when the economy is challenging the way collision repair industry
participants operate,” said Jesse Herrera, Mitchell International’s Senior Vice President
of Product Management and Marketing. “By working with APU Solutions to expand our
partnership, we’re able to help both collision repairers and insurers reduce cycle time and
in turn increase efficiency and ultimately customer satisfaction with the claims experience.”
Charles Lukens, APU Solutions’ Chief Executive Officer and Board Member, said, “We
are excited about expanding our existing partnership with Mitchell to further streamline
workflows and provide even greater efficiency gains for all collision repair partners involved
the auto claims process. As always, we remain committed to serving the industry by helping
to reduce the friction caused by phantom parts, which this enhanced access can help
eliminate by ensuring that parts specified on estimates are in fact available.”
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Mitchell International Adds Leading Technologist to the SmartAdvisor Division
Leadership Team
Ken Mihara to lead development of the next generation SmartAdvisor™ software solutions
San Diego, CA — October 28, 2009 — Mitchell International, Inc., a leading provider of
information, workflow and performance management solutions to the Property & Casualty
claims and Collision Repair industries, today announced the appointment of Ken Mihara as
Vice President of Product Delivery, Mitchell SmartAdvisor Solutions Division. As a 28-year
veteran of the information technology industry Mihara adds deep experience and expertise
in developing innovative technology solutions for improved operational outcomes to the
SmartAdvisor leadership team. In his new role, Mihara will be responsible for leading product
development and market entry for the SmartAdvisor™ suite of workers’ compensation
solutions. SmartAdvisor is the insurance industry’s most trusted medical billing and cost
containment solution.
For over 12-years Mihara has distinguished himself at Symantec™ Corporation where he
held positions as Director of Engineering and, more recently, as Symantec Vice President.
As a leading technologist and executive manager at Symantec, Mihara acted as a prime
mover in the company’s rapid growth and leadership in the internet security market.
Of note, Mihara directed engineering teams of over 300 professionals and was responsible
for development and production of the entire award winning Norton™ Consumer Software
product line, featuring Norton™ Antivirus, Norton™ Internet Security, Norton Systemworks™,
Norton Utilities™, Norton 360™, Norton™ Confidential, and Norton GoBack™.
Since the acquisition of the SmartAdvisor Solutions Division from the Fair Isaac Corporation
in 2008, Mitchell has invested significant energy and capital resources in strengthening
the division’s products and executive leadership. Earlier this year Mitchell made a highprofile hire when it named Nina Smith, a seasoned technology business leader, to serve
as the senior vice president and general manager of the company’s SmartAdvisor Solution
Division.
“Ken Mihara is a significant addition to the SmartAdvisor leadership team. His proven
experience leading large and very successful, innovative software development teams
will be an important catalyst in the future development of SmartAdvisor,” said Nina Smith.
“Ken’s unique ability to develop highly sophisticated, yet simple to use software, significantly
adds to our existing expertise helping customers contain and efficiently manage workers’
compensation claims costs. Our customers will be the winning beneficiaries of Ken’s
capabilities, and we welcome him to the SmartAdvisor team.”
SmartAdvisor is a comprehensive bill review solution for workers’ compensation that leads
the industry in its unique combination of performance software, client services, and bestin-class partnerships. SmartAdvisor’s unique capabilities include customizable workflow
modeling, Capstone® business decision rules engine, SmartReports™ data analytics and
reporting tools, Claims Examiner Portal for fast, secured, real-time access to bill data, and a
proven technology platform that delivers up on average 50-70% straight-through processing
for improved efficiencies and lower costs.

Mitchell Acquires ClaimTools™ Cutting-edge Digital Camera Photo Management
Solution
Technology revolutionizes vehicle repair photo management, helping shops realize
immediate time-savings and reduced cycle times
San Diego, CA—October 28, 2009—Mitchell International, Inc., a leading provider of
information, workflow and performance management solutions to the Property & Casualty
claims and Collision Repair industries, today announced its acquisition of Vancouver,

Mitchell ClaimTools

™

Advanced Digital Camera & Photo Management
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Canada-based ClaimTools™—the creators of the industry’s leading digital camera and photo
management solution designed to improve shop operations. ClaimTools’ innovative solution
transforms the time consuming process of capturing, sorting and accessing collision-related
photographs into an efficient, streamlined process that enables shops to visually document
the repair and improve communication with insurance partners and parts vendors at any
stage of the repair process.
Jesse Herrera, Senior Vice President, Product Management and Marketing for Mitchell
International, said, “We are extremely excited about the value that combining ClaimTools
photo management technology with Mitchell’s existing portfolio brings to our collision repair
and insurance customers. ClaimTools fits perfectly as an integrated component of Mitchell
RepairCenter™ and WorkCenter™ by eliminating the time consuming and manual processes
of managing digital photos.”
Shops using ClaimTools can experience instant time-savings ranging from 10 to 30 minutes
per repair order, which can dramatically reduce cycle times. Insurers also benefit through the
ability to easily share photos with repair partners, subrogation and SIU. Since ClaimTools
helps users effortlessly capture and wirelessly transmit vehicle photos—conveniently storing
them in clearly identified folders—the vehicle photo location process is quick and easy.
Anyone in the shop—from estimators and technicians to customer service representatives—
simply affixes a bar code sticker directly to the vehicle and the customer file, scans the
bar codes using the built-in scanner in the “ruggedized” digital camera and takes as many
photos as they choose. After taking the photos, the camera wirelessly transmits the highresolution images, eliminating the hassle of manually docking the camera to transfer the
photos. The camera’s intuitive technology even automatically knows which vehicle the
photos are associated with and the status of each vehicle so that it is easy for any member
of the team to quickly send the photos to insurers and parts suppliers.
ClaimTools enables everyone working on the repair order to fully capture estimate dollars
associated with point of impact, replacement parts, supplement requests, prior damage,
and other vital components of the repair process. In addition to complete ease-of-use, the
solution offers shops peace of mind by backing up all photos daily to a secure off-site data
center in case shops ever need to recover their photos.
“Joining Mitchell is the perfect fit for ClaimTools. Mitchell has such a rich legacy for delivering
superior value to collision repairers through data, workflow automation and service,” said
ClaimTools’ Founder Dan Casler. “Together, we can now provide access to the ClaimTools
solutions for each and every North American collision repairer looking to improve repair
profitability and eliminate the administrative headaches associated with managing photos.”
ClaimTools’ intuitive photo management technology will become an integral part of
RepairCenter™—the industry’s first shop Workspace—which Mitchell will unveil at this
year’s NACE being held from November 5-7 at the Mandalay Bay Convention Center in Las
Vegas. Collision repairers are encouraged to visit Mitchell’s Booth at NACE (#N3087) see a
live demo of the technology.
ClaimTools is available today to Mitchell customers by contacting Mitchell at (800) 2389111. To learn more, repairers can visit www.mitchell.com/claimtools.

Mitchell to Unveil Industry’s First Shop Workspace at NACE
RepairCenter™ increases overall shop efficiency by providing total interoperability in a single
Shop Workspace environment
San Diego, CA—October 19, 2009—Mitchell International, Inc., a leading provider of
information, workflow and performance management solutions to the Collision Repair and
Property & Casualty claims industries today announced that it will unveil the industry’s first

Mitchell RepairCenter

™

IT’S YOUR SHOP. IT’S YOUR WORKSPACE.™

Mitchell Industry Trends Report

42

Mitchell News Releases Q4-2009 (con’t.)
Shop Workspace at this year’s NACE. The new Mitchell RepairCenter™ brings shops of any
size the flexibility to manage the repair, the customer, and the business—all from a single
cohesive Workspace—by enabling them to select from a comprehensive set of functionality
and modules. Collision repairers are invited to design their own personalized Workspace
firsthand at Mitchell’s Booth #N3087 during the show at the Mandalay Bay Convention
Center in Las Vegas from November 5th-7th.
This groundbreaking Workspace reinforces Mitchell’s relentless commitment to helping
shops be more competitive and profitable by leveraging its 22 years of providing leading
business management systems to more shops than any other company and its 63-year
history improving efficiency, profitability, and growth within collision repair shops. Mitchell
used this firsthand knowledge to drill down and understand how all employees—from
technicians and estimators to owners and managers—access the key tools they need
across all areas of the shop to achieve ultimate productivity.
In doing so, Mitchell found that what shops needed most was the ability to manage the
repair, the customer, and the business all from within a single Workspace. RepairCenter
delivers end-to-end performance to serve the needs of everyone involved in the repair
process, including the technician (who fixes the vehicle), the customer (who expects quality
service), and the shop owner (who manages the day-to-day business).
“As the leader in providing business management solutions to the industry, it was clear
that we needed to extend beyond what is found in today’s shop systems,” said Jason
Bertellotti, Vice President of Repair Solutions, Mitchell International. “With monumental
changes occurring in the industry—from complex vehicle repairs to increased competition
and tightening margins—we’ve combined repair, customer, and business management into
a single Workspace that is robust yet scalable to meet the needs of any size collision repair
shop.”
Bertellotti added, “While there are definitely similarities in how collision repair shops run
their business, each is unique in how they adapt to industry changes in order to grow their
business. RepairCenter takes our ultimate goal of taking shops to the next level by providing
them with a solution that’s the right fit for their business needs today, while also giving them
the opportunity to easily choose to add capabilities as their business needs evolve over
time.”
For more information on RepairCenter visit www.mitchell.com.

Mitchell Plans Special 20th Anniversary Edition of AutocheX Premier Achiever Award
Ceremony
Collision repair facilities to be recognized for excellence in customer service and satisfaction
San Diego, CA—October 5, 2009—Mitchell AutocheX, a leading provider of customer
satisfaction measurement and performance management solutions to the collision repair
and claims industries, today announced that it will honor collision repair facilities that have
achieved exceptional customer satisfaction ratings in 2009 at its eighth annual Premier
Achiever Awards ceremony. This year’s event will again take place during NACE (on
Thursday, November 5 at the Mandalay Bay Convention Center in Las Vegas), and will also
include a special celebration to honor the 20th anniversary of AutocheX.

AutocheX

a Mitchell International company.

“As we mark our 20th year and reflect on how far the industry has progressed in serving
customers with a notable dedication to excellence, it is a privilege to honor those collision
repair facilities that consistently demonstrate a genuine commitment to customer service
and satisfaction each and every day,” said AutocheX co-founder Ray Kihara, who currently
serves as Director of Sales and Marketing for the AutocheX group.
Added Kihara, “AutocheX is committed to not only providing the most objective and
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actionable voice-of-the-customer data, but also to advancing the level of customer service
in the collision repair industry.” AutocheX and the participating insurance companies present
the Premier Achiever Awards each year as a way of recognizing repair facilities that have
proven their devotion to quality, service, and satisfaction.
Collision repair facilities receiving a 2009 Premier Achiever Award are the top performing
facilities for customer satisfaction from throughout the U.S. and Canada that use the
AutocheX service. AutocheX, Mitchell International’s customer experience management
group, collects satisfaction data and provides performance benchmark reports and analysis
to collision repair facilities and many of North America’s leading insurance carriers and
service companies.
“As the customer satisfaction and loyalty movement continues to gain momentum the
AutocheX group is poised to lead the era of Customer Experience Management (CEM),
with services designed to help manage and improve the customer’s overall experience with
the collision repair facility,” said Jason Bertellotti, Vice President of Mitchell Repair Solutions.
AutocheX was founded in September 1989 by Dennis Kiyohara, Ray Kihara, and Rick
Wakazuru. From the beginning, the company’s focus was on providing services to all
constituents of the collision repair industry. In addition to customer satisfaction measurement,
notable early services included the AutocheX “Red Book” Directory and the AutocheX
National Rating Service which evaluated collision repair facilities based on their customer
service, financial stability, equipment, and training.
In 2001, AutocheX was acquired by Mitchell International. Since then, Mitchell has continued
to invest in further developing the company’s expertise in the realm of measuring, analyzing,
and reporting customer satisfaction and loyalty in the auto insurance claims and collision
repair industry. Today, AutocheX conducts tens of thousands of surveys each month and has
compiled the largest database of completed customer satisfaction surveys in the industry.
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Mitchell Brand Advertising at Work (con’t.)
The new RepairCenter ad series continues with this advertisement for our all-new
RepairCenter shop workspace—delivering full shop-focused functionality that goes
beyond what is found in today’s business management systems. In shop terms, it means
they can manage the three areas shops care about the most: 1) the repair, 2) the
customer, and 3) the business—all in a single, cohesive workspace. Shops can build
the workspace that’s right for them by choosing from over 30 modules that fit how they run
their business. With the RepairCenter solution: It’s your shop. It’s your workspace.
™

Mitchell RepairCenter

™

IT’S YOUR SHOP. IT’S YOUR WORKSPACE.™

© 2010 Mitchell International, Inc. All rights reserved.
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