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Boyd Group Pilots
High-Tech Appraisal Program

erber Collision &
GGIass is making use
of new technology as
it pilots a Centralized Ap-
praisal Program (CAP) at

four lllinois repair centers

a customer brings their ve-
hicle to one of the four pilot
locations, the estimating
experience is an integration
of new technology and a
traditional appraisal. A cus-
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operates the Onsight 100
mobile device and connects
through a secured WiFi net-
work with an appraiser in the
centralized estimating office
at the Elmhurst location to

Improvement

(Buffalo Grove, Chicago/ discuss and stream video of
Halsted, Downers Grove,
and Skokie). The technol-
ogy is the product of Winni- 2
peg, MB-based Librestream N ===
Technologies, a wireless i >
device company specializ- : v

ing in mobile collaboration. o)) \& -

While apprehensive of the )

new method at first, it has 0 LA

quickly gained acceptance
amongst the appraisers
involved in the pilot study.
“One of our most experi-
enced appraisers initially
figured there would be no
way to do a proper ap-
praisal without actually see-
ing the car, but he is now a
convert,” says Brock Bul-
buck, President & COO of
The Boyd Group Inc.
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Undeliverable mail please return to:
3570 Portage Avenue

Winnipeg, MB R3K 028 Customer Service Manager Alison Shields, Buffalo Grove

demonstrating vehicle inspection with use of MCD at NACE.

How does the technol-
ogy work?  Librestream
developed the Onsight 100,
a wireless, mobile video
collaboration device. When
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Estimator Gary Wilmoth, EImhurst, demonstrates to NACE
attendees how he prepares a vehicle damage appraisal via
use of mobile video collaboration.
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Boyd Group Pilots
High-Tech Appraisal Program

the damaged vehicle so a damage appraisal

Appraiser, sitting at their PC, is able to control
the Onsight 100 device and remotely operate
the lighting and zoom functions and capture

still images as needed to include with the

damage appraisal and for future reference.

Results of the pilot study reflect a seven
point increase in estimate accuracy and
a three to four point increase in the repair
centre “Capture Rate”. These encouraging
results are good news for the upstart com-
pany. “We have been trying to explain [to the
home and property insurance market] that

you can write an accurate appraisal using

video technology, but no one knew if you
could or not,” explains Librestream founder
and CEO Kerry Thacher. “Now that they see

you can, it is sparking a lot of interest in the :

- larger insurance market.”
can be generated in real time. The Centralized

From Gerber’s
point of view, the results are equally as im-
pressive. Brock explains “We have proved
that the overall quality of the estimating and
appraising process has improved.” Gerber
President & COO Tim O’Day adds, “When we

- launched our CAP initiative with Librestream

our goals were to improve appraisal accu-
racy and customer service and increase our
workforce flexibility and operational efficien-

- cy. We were able to achieve all those goals

using Librestream’s Onsight technology.”

At the International Autobody Congress and
Expo (NACE) held in Las Vegas in early No-
vember, Librestream was attracting a lot of at-
tention form the insurance industry, including

those in the property and casualty business
as well as US auto insurers. The company is
confident that their video collaboration tech-

Boyd Group Income Fund
Internal Controls

s a public income trust on the Toronto
AStock Exchange, the Fund is required to

comply with Canadian securities regu-
lations. New regulations have just been final-
ized that require management to design/eval-
uate and report on the Fund’s internal controls
(equivalent to the Sarbanes-Oxley Act in the
U.S.). The Fund takes internal controls seri-
ously, not only for compliance purposes but
also because it makes good business sense.

2

behavior of its employees can be found in our
Code of Business Conduct and Ethics - avail-
able on our Quality System website in Canada
and on the Gerber Intranet in the U.S. If you
have any questions about our internal control
assessment or any of our policies, contact
Jeff Murray, Manager, Financial Reporting at
(204) 895-1244 ext 265 or Dan Dott, CFO at

 (204) 895-1244 ext 229, -

nology will be seen as a solid method of in-
creasing productivity and efficiencies in an in-

- creasingly fragile economy. Brock states that
. Gerber’s involvement in the pilot project will
- continue at the four larger Illinois locations to

further test the centralized appraisal process.

“We are optimistic that this will have a growing
and continuing application in our business. To
what degree, we are unsure as of yet,” Brock
explains. He adds that management is con-
vinced that its appraising work will improve
using the Librestream technology, but the
cost henefits need to be evaluated further. wm

- Written by Ashley Kodak,

with information from

“Video Technology Wins Appraisers’ Trust”,
by Martin Cash, Winnipeg Free Press,

Nov. 12/08 and http://www.librestream.
com/solutions_cr.php.
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The Fund’s expectations with respect to the
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Introducing the NPS:
Net Promoter Score

he CSI scoring system is an
Timportant piece of our busi-

ness, allowing our customers to
provide us with important feedback
so that we can make improvements
to our systems and service delivery.
While all of the questions asked dur-
ing a CSI survey are important, one
that we pay special attention to is the
referral question, that is, “Would you
refer your family and friends to [Shop
ABC]?”. This question remains a part
of our surveys, but the evaluation pro-
cess has recently changed for our U.S.
shops. CSi Complete has introduced
the Net Promoter Score (NPS) and Ger-
ber has embraced this new concept.

NPS has been gaining in popular-
ity within the automotive industry and
other industries as well. NPS is based
on the principles outlined in Fred Reich-
held’s book “The Ultimate Question.”
The premise is that customers can be
classified into three basic categories:
Promoters, Passives, and Detractors.
The Net Promoter Score is based off a
relatively simple formula of the percent-
age of Promoters minus the percentage
of Detractors.

A 0-10 scale-based question is neces-
sary in order to segregate the different
categories of customers. The CSi Com-
plete question reads as follows:

“On a scale of 0-10, with 10 being the
best, how likely are you to refer [Shop
ABC] to family and friends?”

Because of the new format, the re-
ferral question can no longer be an-

The Net Promoter
Score is based on
the concept
that customers
can be classified
into three
basic categories:

PROMOTERS
PASSIVES
DETRACTORS
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swered with a yes/no response; now,
it prompts the customer to assess
their likelihood to refer the shop on a
scale of one to ten. Those customers
that answer between 0 and 6 are put
in the Detractors category. Customers
that answer a 7 or 8 are put in the Pas-
sives category. Those that answer 9
and 10 are Promoters. Brief definitions
of each:

PROMOTERS - Customers that report
high loyalty and account for more than
80% of referrals. These customers are
true advocates for our business.

PASSIVES - Show up to 50% less loyal-
ty and referrals than the Promoters. Not
completely happy or unhappy. Usually
highly motivated by price.

DETRACTORS - Account for more than
80% of negative word-of-mouth. Their
criticisms and attitudes diminish a com-
pany’s reputation, discourage new cus-
tomers and de-motivate employees.

The NPS system allows us to attain a
more accurate assessment of wheth-
er the repair experience we’re provid-
ing is of a quality level that will result
in positive customer referrals. In future
issues, we’ll report on Gerber’s prog-
ress with the NPS system. =

- Written by Ashley Kodak,

with information from

“CSi Complete Unveils New NPS Report”
from CSi Complete, http://csicomplete.
com/news/ENewsJan08
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