LLISION

COLLISION REPAIR
RIDING THE WAVES
Gl M E

] Bumper to Bumper®




V// 4
COLLISION.

CHANGE

Ryan Bruno, President and CEO of CSN Collision,
gives his insights into the current challenges and
future outlook for the collision repair industry
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he collision repair industry
Thas arich history marked by
significant developments.

Initially, in the early 1920s, general
repair shops or blacksmiths often
carried out vehicle maintenance.

The industry lacked standardized
practices at the time, and as expected,
repairs varied widely in quality as a
result.

Insurance companies began playing
amore involved role in the industry
in the 1960s with the emergence of
Direct Repair Programs (DRPs), where
insurers partnered with preferred auto
body shops to streamline the claims
process. This shift brought about
more standardized repair practices
and increased accountability in the
industry.

As with the rest of the world, colli-
sion repair entered the digital age of
the1980s by embracing computerized
systems. Digitization of the industry
helped improve accuracy in estimating
repair costs, subsequently improving
customer relationships.

Moving into the 21st century,
the industry began to head in the
direction of technological progress
such as advanced driver assistance
systems (ADAS) and hybrid-electric
vehicles, all of which presented new
challenges.

As vehicle manufacturers released
new models and parts, technician
training and original equipment
manufacturer (OEM) certification
acquisition have had to keep up in
tandem to demonstrate knowledge
and skill in collision repair over time.

2019 cannot be glossed over, as the
ripple effects of COVID-19 are still felt
today and continue to influence the
industry.

The pandemic highlighted the
importance of safety measures and
accelerated the adoption of digital
tools for remote communication,
estimating, and workflow
management, which has had a
progressive impact on how business is
conducted in repair facilities.
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INDUSTRY CHALLENGES TODAY
Much like with other industries, there
has been an ebb and flow of rising
concerns within collision repair.

Of utmost importance is the skilled
labor shortage; however, other areas
of note include advancements in
automated technology, managing
and demystifying insurance, the
production and supply of parts, and -
finally, environmental and social
responsibility.

Skilled labor shortage - Finding
and retaining skilled technicians is
a persistent challenge. The aging
workforce, and a lack of interest in this
industry from younger generations,
contributes to a need for more
qualified professionals.

CSN Collision has begun exploring
recruitment opportunities with trade
schools. Additionally, the company
offers its network recruitment support
packages, allowing them to focus on
delivering timely, quality service.

Furthermore, CSN Collision has cre-
ated alearning management system
(LMS) populated with courses that
equip the company’s network with the
skills required to deliver the best possi-
ble experience to customers.

Courses vary from personal
development to managing
relationships with insurers. LMS is vital
to CSN Collision’s success; therefore,
the company commits to upgrading
and keeping the content fresh.

“WE ARE CONTINUOUSLY INVESTING

IN OUR STORES THROUGH TRAINING,
EQUIPMENT, OEM CERTIFICATIONS, OPENING
NEW LOCATIONS, AND INVESTING IN
CALIBRATION TECHNOLOGY. THESE ARE

THE KEY WAYS WE REMAIN FUTURE-READY
WHILE CONTINUING TO PROVIDE EXCELLENT
CUSTOMER SERVICE”

- RYAN BRUNO, PRESIDENT AND CEO, CSN COLLISION



/

Added to that is CSN Collision’s
expanded concentration on shop
success, focusing on productivity
through training sessions and
individual coaching programs.

“There are a lot more opportunities
in the collision repair industry now
than there has ever been,” states Ryan
Bruno, President and CEO of CSN
Collision.

“With new and upcoming
technologies, such as artificial
intelligence (Al), | think that we
will see a continued shift as the

industry increasingly becomes more
tech-forward. This will create more
opportunities to attract diversified
talent to the industry.”

Technological advancements - The
collision repair industry is grappling
with the rapid evolution of automotive
technologies. Keeping technicians
updated on new repair methods and
investing in advanced equipment are
ongoing challenges.

CSN Collisionis always on the lookout
for new training opportunities offered
by its OEM and vendor partners.

“We provide our network with the
channels to acquire certifications and
other training through mutually bene-
ficial relationships,” Bruno tells us.

Insurance complexity - Dealing
with insurance companies and
navigating complex claims processes
can be arduous for the customer.

Insurance policy and procedure
changes could add layers of
complexity for collision repair
businesses, especially when
navigating these changes with the
customers. =
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“At CSN Collision, our established
relationships with insurance providers
enable us to facilitate mutually
beneficial agreements between the
stores in our network and the insurers.
We also provide administrative
services that lighten the shops’
workload,” assures Bruno.

Supply chain disruptions - The
industry is susceptible to supply
chain disruptions, affecting the
availability of replacement parts.
Global events, as evidenced by the
COVID-19 pandemic, can also impact
the timely procurement of essential
components.

At CSN Collision, transparent
communication is vital to customer
satisfaction. Additionally, external
factors that could account for delays
are built into the company’s repair
timelines.

Environmental regulations -
Stringent environmental regulations
pose challenges as the industry
adapts to eco-friendly practices.
Implementing sustainable processes
and disposal methods may be seen
as costly and complex, but they are
worthwhile.

CSN Collision has consistently
demonstrated its pledge to be socially
conscious by contributing to local
communities and lowering its carbon
footprint.

The company has raised over
$600,000 for the Make-A-Wish

Foundation in support of granting
wishes for children living with critical
illnesses, and is involved in several
local support programs, such as
refinishing vehicles for families in
need.

“We have also partnered with
the Science Based Targets initiative
(SBTi), and although in the initial
stages, we have already made
impactful changes within our
corporate office, such as replacing
all lighting with high-efficiency bulbs
that will reduce the use of electricity
by approximately 30 percent,”
informs Bruno.

“Inaddition, CSN Collision partici-
pates in automotive parts recycling;
we have two bumper recycling pro-
grams in place, with a view to expand-
ing them. We remain committed to
identifying and implementing other
improvements in the areas of environ-
mental, social, and governance (ESG).

ABOUT RYAN BRUNO

Throughout his career, Bruno has
held progressively senior roles at a
number of leading organizations,
including the Bank of Canada,

TD Securities, Bell Canada, and
Definity Insurance. His areas

of expertise include economic
analysis, mergers and acquisitions,
financial analysis, and business
strategy.

Bruno has a strong understanding
of and passion for the collision
repair industry, having worked

in a management capacity at his
family’s collision repair business
throughout high school and
university. This passion led him

to join CSN Collision as Chief
Financial Officer in 2018, before he
later became President and CEO
in 2020.
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THE INDUSTRY TOMORROW
The future of the collision repair
sector will include even more change.
Closing the labor gapis at the
forefront of every business, and this
industry is no different.

Continued advancements in the
way that vehicles are manufactured,
combined with strong population
growth in Canada, will lead to a surge
in demand for technicians capable of
repairing the vehicles of tomorrow.

A Chartered Financial Analyst
(CFA®) Charterholder, Bruno

also has a Bachelor of Arts in
Economics from Brock University
and a Master of Business
Administration (MBA) from the
Rotman School of Management at
the University of Toronto.

“WHAT DIFFERENTIATES US IS THE
CAPABILITIES OF THE OPERATORS AND
REPAIR FACILITIES IN OUR NETWORK.

WE EXECUTE THE MOST COMPLEX REPAIRS
ON THE NEWEST AND WIDEST RANGE OF
VEHICLES, LEADING TO THE HIGHEST
CUSTOMER SATISFACTION LEVELS”

- RYAN BRUNO, PRESIDENT AND CEO, CSN COLLISION
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We strive for unparalleled efficiency to deliver
exceptional service in the markets we serve.
Our team is dedicated to creating value
throughout our ever-growing network and
becoming our customer’s most trusted partner.

Whether it’s paint, tools or supplies,
we make sure we have the proper inventory
to meet your needs, day after day.

[] BumpertoBumper®  Auto Parts Plus
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ABOUT CSN COLLISION

Founded in 2002, CSN Collision was created to help independent body
shops improve their operations through performance reviews, ongoing
training, and marketing support.

A collision repair network that operates in Canada, the US, and Europe, the
company offers a wide variety of services. In addition to collision repair,
several shops within the CSN network also provide windshield repairs

and replacements, wheel alignments, hail repair, paintless dent removal,
detailing, and some minor mechanical operations.

The company prides itself on having standards that ensure a consistent
experience of quality, integrity, and commitment to daily improvement
across its network. These standards are achieved using advanced repair
techniques, employing skilled technicians, and utilizing industry-leading
equipment and materials.

Through a combined approach of following OEM procedures for safe
repairs and maintaining positive industry relationships, CSN Collision also
prioritizes making the collision repair experience better today than it was
yesterday.

Cooperation with network members, insurance partners, automotive
manufacturers, and other industry stakeholders sets CSN Collision
apart. The company has developed strong relationships that contribute
to it being the primary network of independent auto body shops. CSN
Collision’s relationship with shops, partners, suppliers, and staff is
collaborative and critical to its overall success.

The company currently has over 375 locations across North America and
Europe, and would like to have 425 by the end of 2025. With an eye on
growth, CSN Collision’s key focus remains maintaining superior customer

satisfaction and a positive brand reputation, which wi ourage success

for the stores in its network. L
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Technicians joining the industry will
have the opportunity to work with
very interesting technology, such as
ADAS systems, electric vehicles (EVs),
autonomous vehicles, and specialized
materials such as carbon fiber and
aluminum.

“Al will have an immeasurable
impact in collision repair as it
relates to administration, claims
management, and repair processes,
bringing about cost reductions, an
uptick in efficiency, and a better
experience for customers, repair
facilities, insurers, and all industry
stakeholders,” Bruno notes.

Additionally, ever-changing
consumer expectations will push the
industry towards enhanced customer
experiences, digital solutions, and
streamlined services.

Collaboration with insurance
providers and continued investment
in training programs will be essential
for adapting to changing customer



expectations and ensuring a skilled
workforce. Overall, with the right
strategies in place, the collision repair
industry will successfully transition to
a sustainable and digitally integrated
future.

“Sustainability will also play a
transformative role in the industry,
forcing a re-evaluation of some
business models,” insights Bruno.

“Changes in vehicle construction
will inform the upgrading of repair
equipment, which will prompt
investment in training and draw in the
younger generation.

“Even as we do our best for the
environment, we recognize that there
is always room for improvement.
Therefore, we aim to lead by example
from within our corporate office and
provide resources to the stores so
they can improve as well,” he adds.

Regardless of the drive towards a
more technologically adaptive future,
skilled labor remains at the helm of

the industry’s future.

CSN Collision values the expertise
of the shops and affiliates within
its network, as well as its corporate
team. An engaged team, including
dedicated partners, is what makes
businesses scalable.

“Through a focus on the growth
and performance of our shops, our
goal is to scale up our network to
all markets and solidify mutually

beneficial industry partnerships while

maintaining premium service to our
customers,” Bruno outlines.

“Businesses that integrate various
demographics will be successful,
while others might find the future
more challenging.

“Equity, diversity, and inclusion are
integral to the growth of any industry,
especially one experiencing a severe
shortage of skilled labor. We must
prioritize making the collision repair
industry more appealing to demo-
graphic groups that traditionally may

not have considered it a viable option.”
Collaborating with other industry
players is an excellent opportunity
to overcome some of the sector’s
challenges.
“The future is bright for the industry
as long as we work together to make
our vision tangible,” concludes Bruno. @

MCcCsN
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Tel: 1-866-400-4276
communications@csncollision.com
csncollision.com
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