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Statement:  April 22, 2008

Since its inception six years ago in Las Vegas, Brake Team, a chain of 25 automotive repair shops, has been committed to providing outstanding, reputable service at a fair price.  To that end, every Brake Team store is a member of the Better Business Bureau, and many locations have regularly been named to the BBB honor role for operating in a complaint-free environment.  Service technicians do not receive incentives or commissions for the amount of work diagnosed or performed.   

On Friday, April 11, Brake Team management learned that a few of its Las Vegas stores may be the target of an undercover investigation.  It appears that allegations may be forthcoming that suggest inconsistent measurements by company technicians may have led to recommendations for an unnecessary repair.  Upon learning of this situation, the company immediately began its own investigation.  Brake Team General Manager Brian Dupuis said the company accepts full responsibility for the work recommended and performed at its stores.  “Our track record over the last six years speaks for itself,” he explained.  “I can guarantee you that if we’ve made a mistake, we will rectify it to the complete satisfaction of our customer, and we’ll take whatever action necessary to make certain it doesn’t happen again.”  

In order to maintain the high level of service for which the company has become recognized, Brake Team management has initiated proactive measures designed to bolster its already robust quality assurance program.  Some of those initiatives under consideration are as follows:

1.
Formalize Motorist Assurance Program (MAP) program in all stores.—Created by the Automotive Maintenance & Repair Association (AMRA) in 1994, MAP is designed to enhance the consumer’s experience through a set of repair guidelines and standards, which minimize the opportunity for human error in making repair suggestions and recommendations.  Brake Team has always followed the parameters set forth by MAP, but is now considering becoming a full program member.  This would provide BT managers and technicians with even more information to help them evaluate various situations and make appropriate recommendations.

2.
Replace digital micrometers with mechanical micrometers.—Micrometers are devices used to measure brake rotors and drums.  BT had been previously using digital micrometers, which require calibration and could possibly generate inaccurate readings if too much pressure is applied to the gauge or if the tool is dropped.  The company is considering switching out its digital micrometers with mechanical versions and then retraining all managers and technicians on proper use.  
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3.
Conduct ongoing audits of invoices.—Brake Team management has always performed spot audits of invoices in all its locations.  The company is now considering doing ongoing audits for invoices issued by the company, which would hopefully help detect any inconsistencies quickly, and allow them to be corrected.  

4.
Empower new quality assurance manager to create and implement additional QA programs as necessary.—Automotive industry veteran, Ed Kirkpatrick, assumed his new duties on Monday, April 21.  Kirkpatrick will visit Las Vegas stores daily to make certain managers and technicians are adhering to MAP standards, that measurements are accurate, and new employees are trained on BT policies and procedures.  He will provide technicians continuous training. Relocating from Oregon, Kirkpatrick is ASE-certified (Automotive Service Excellence) in all areas of automotive mechanics, and as a service consultant.  He has been a mainstay in the industry for 21 years and a master technician since 1996.  
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