
EDUCATION AND LEARNING

The automotive repair and service sector is 

a major contributor to Canada’s economy. 

It provides service to the owners of approxi-

mately 17 million vehicles in Canada, and is one of the

largest employers within the Canadian labour market.

In 2005, the Canadian automotive repair and service

sector employed nearly 256,000 people at 37,500 out-

lets across Canada, including 27,300 mechanical repair

shops, 6,500 collision shops, 3,500 parts and wholesale 

dealers, and 200 motorcycle shops.1 Sales for the sector

in 2002 were estimated at approximately $15.6 billion—

$9.3 billion in parts, and $6.3 billion in services.2

Founded in 1988, the Canadian Automotive Repair

and Service (CARS) Council is a not-for-profit organiz-

ation that works in partnership with businesses, educa-

tional institutions and national organizations to develop

the skills and knowledge of employees, managers and

trainers in the automotive repair sector. By offering a

range of programs including interactive distance learning,

career awareness, workplace mentoring and coaching,

and labour market information, CARS has been able to

address many of the challenges facing the automotive

repair sector. These include: filling gaps in technical

and non-technical skills; keeping up with the increased

technological sophistication of most cars and trucks;

and attracting young people to work in the sector.3
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This case study looks at the CARS Interactive

Distance Learning (IDL) program, a subscription-based

televised broadcasting system that provides high-quality,

instructor-led interactive technical automotive training

and non-technical business skills training. The objec-

tives of the study are to identify:

1. the economic and workplace-related impacts that

the IDL program has on businesses within the auto-

motive repair and service industry;

2. the benefits that employees gain by participating 

in the IDL program; and

3. the keys to success of the IDL program and insights

as to how this interactive distance learning and

skills development model might be replicated or

adapted by other Sector Council programs.

Qualitative and quantitative data used in this study

were gathered using a number of research tools, including

a review of Sector Council, government, and automotive

repair and service literature; and a series of in-depth

interviews with 14 automotive repair and service man-

agers, owners and employees, IDL studio instructors

and program managers, and CARS Council staff.4

THE INTERACTIVE DISTANCE 
LEARNING PROGRAM

Broadcasting out of a state-of-the-art training facility

and studio in Richmond Hill, Ontario, since March 1999,

the CARS IDL program has proven to be an indispen-

sable learning and skills development initiative for the

automotive repair and service industry. Employers,

employees and customers who frequent service and

repair shops that use the IDL program all benefit greatly. 

Today, between 600 and 700 automotive repair and

service shops across Canada subscribe to the IDL 

program, representing about 2.6 per cent of all such

shops.5 In 2004, more than 11,000 IDL exams were

written by participants—a clear indication of the value

of the program for repair and service industry workers,

managers and owners.6

SATELLITE BROADCAST SERVICE
Using a subscription-based televised broadcasting

system, with satellite technology, the IDL program 

provides high-quality, nationally recognized learning

modules on automotive repair and business skills, in both

English and French. CARS developed the program, in

part, so that shop-floor workers and managers could

interact with trainers and upgrade their technical and

non-technical skills without leaving their places of work.

It was also implemented as a cost-effective, reliable,

efficient and readily available means of reaching thou-

sands of automotive repair and service shops across the

country, in real time.7 CARS IDL is able to offer its

services, with the same intended outcomes and impacts

for all participants, anywhere in Canada. 

ADDRESSING INDUSTRY NEEDS 
THROUGH IDL TRAINING COURSES

IDL courses provide training and certification in

maintaining and repairing automotive parts and systems

(e.g., power-trains, anti-lock braking systems), as well

as in service-related topics such as accounting prac-

tices, customer service, communication strategies and

business planning.

Although the IDL program’s ability to deliver cost-

effective training to a large and widely dispersed industry

is a major strength, its greatest value for shop owners,

managers and employees is the quality of instruction

and the curriculum and learning process it uses. Each

course is targeted to meet the specific needs of the fast-

changing automotive repair and service industry and its

different occupations, from service technicians to owners/

managers. IDL staff, program developers and instructors

keep in close communication with their clientele in the

industry to ensure that the courses are accurate, up-to-

date and relevant, and that they meet the day-to-day

service and repair needs of the shops that use the IDL

service. 

TECHNICAL AND NON-TECHNICAL 
SKILLS TRAINING

IDL courses typically focus on the two-year-old and

older vehicle market, and address the technical skills

needed in a shop’s day-to-day repair work. The non-

technical courses that IDL offers focus on customer

relations, technical interpretation information for front-

line staff, and management initiatives to help shop

owners in areas such as accounting practices and law. 

CARS has been able to address many of the 

challenges facing the automotive repair sector.
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IDL curriculum developers have also recently begun

to incorporate essential skills components such as problem-

solving, reading, communicating, analyzing and under-

standing in all the training courses.

Currently, there are more than 175 technical and

non-technical IDL courses offered in English through

CARS—more than 320 if one counts the French courses

as well. CARS has also just recently begun to expand 

its blend of technical and non-technical skills training

courses to include the collision repair industry, which 

is made up of roughly 6,500 workplaces and employs

approximately 38,000 individuals across Canada.8

Every IDL course comes with its own learning

guide and exam. Individuals who access a learning

module are expected to review the learning guide,

watch the two-hour interactive program and, where

appropriate or required, complete the accompanying

test (which is available online but can also be printed).

Individuals who pass the corresponding tests receive a

certificate that recognizes their successful completion

of an IDL course. 

EQUIPMENT REQUIREMENTS AND COSTS
The IDL equipment that automotive service and

repair stores need to run the IDL program is minimal: 

a television, a satellite receiver and antenna, and a room

to watch the learning programs.9 A VCR is optional,

but many shops use one to tape courses and build their

own IDL-training resource libraries.

Most shops already have a television and VCR set

up in their lunchrooms or staffrooms, so this typically

is not an added expense. However, the satellite receiver

and antenna need to be purchased through Telesat—

a Canadian satellite communications and systems man-

agement company—and cost approximately $2,000,

including installation. The monthly user fee for shops

to access the IDL training courses is $190 a month, or

approximately $2,280 a year. This is a flat-rate monthly

fee that all shops must pay, regardless of the number of

employees on staff, the number of employees taking

courses, or the number of training courses actually taken. 

The $190/month IDL subscription fee gives auto-

motive repair and service shops access to:

• more than 100 unique technical training courses in

English and French;

• more than 75 unique management and business

skills courses in English and French;

• a growing number of collision repair courses in

English and French;

• a toll-free number and e-mail address so that 

participants can call or write with any questions

they might have;

• student certification; and

• technical support for the training system.

First-year set-up and subscription costs for a shop

are approximately $4,280. After the first year, a shop

pays only the monthly subscription fee. Although this

might seem like a substantial investment for repair and

service shops—particularly for the smaller and more

remote ones—it pales in comparison to the costs asso-

ciated with similar classroom-based training programs.

These cost anywhere from $200–$250 per course/per

employee (excluding travel and accommodation costs,

The Canadian Automotive Repair and 
Service Council

The Canadian Automotive Repair and Service (CARS) Council
helps build and support successful businesses in the industry by
addressing the human resource training development needs of the
car and truck repair and service industry in Canada. By providing
human resource and training tools that are convenient, accessible
and custom-designed for the industry, employers and professionals
are able to access best practices, obtain the latest skills and learn
all about the latest technologies and trends. 

The CARS Council supports technicians and business owners
through its IDL broadcasts, in-depth research on topics like labour
market information to identify needs and issues in the industry,
and a mentoring and coaching program to teach professionals 
how to share their skills and knowledge with new apprentices. 

CARS also supports training and professional development through
a range of activities, including: offering a national accreditation
program for post-secondary motive power programs; adhering to
recognized standards; producing information packages to promote
learning and awareness about the automotive repair and service
industry; offering professional development courses to ensure
appropriate training of the workforce; and producing a career infor-
mation kit, consisting of separate guides for students, educators
and industry, as well as posters and a CD-ROM. 

Finally, CARS provides support and leadership to the automotive
repair and service industry through a host of tailor-made services,
including: ad-hoc advocacy through collaborations with governments
and organizations; the Sector Council’s website, which features news
and information about the industry; research and position papers
on key areas of concern; and online feedback forums and other
consultation tools that allow employers and employees to be heard.

The investment required for an IDL program pales

in comparison to the costs associated with similar

classroom-based training programs.
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which are an added expense for rural shops that must

send technicians to larger cities, which can be four

hours or more away). 

COST OF IDL TRAINING VS. 
OFF-SITE TRAINING

Over a three-year period, the IDL program costs a

shop $8,840. If a shop is committed to training, embraces

the concept of lifelong learning and understands that

skills and human capital development contribute to a

more productive and profitable business, then the IDL

program will more than pay for itself. For example, it 

is not uncommon for an employee, manager or owner

to take eight IDL training courses in a year, for a total

of 16 hours of learning.10 A shop with 5–8 employees

would, therefore, take between 40 and 64 courses in a

year, or 120–192 courses over three years. The cost per

course over three years is $73.50 if 120 courses are

taken, and $46.05 if 192 courses are taken—far less

expensive than the classroom alternative. If a shop were

to take the same number of courses of equal value and

quality over three years, using traditional classroom

training, at a cost of about $200 per course, the total

costs would be $24,000 for 120 courses or $38,400 for

192 courses. The total savings to the shop of using the

IDL program would be either $15,160 or $29,560 in

direct-training costs, and equivalent amounts in travel,

accommodation and meal expenses.

It is probably true that a shop using traditional

classroom-based learning would simply take fewer

courses: for the cost of three years of IDL training, a

shop would get the equivalent of just over 40 traditional

classroom-based courses. However, if learning is valued

by a shop as a tool that helps employees work faster

and smarter, then the more training opportunities it can

offer at an affordable price, the better. 

PERSONALIZED IDL LEARNING REGIMES
Every month, the IDL studio offers between 

20 and 30 interactive, instructor-led courses from which 

to choose—with one or two shows offered each day, in

both official languages. Shop managers and employees

can look at the IDL course schedule and calendar,

which is posted on the CARS website and published in

trade magazines, such as Canadian Technician, well in

advance. Not only does this give structure to the training

and development plans of individual employees, it also

caters to the interests and business needs of shop man-

agers and owners by giving them the opportunity to

consult with their employees and pick the learning topics

that are of most interest and value to them. For example,

a technician might be asked to take a refresher course

on air-conditioning fundamentals before the busy

spring and summer season.

By better aligning training to business cycles and

needs, owners and managers are able to take advantage

of the skills and knowledge strengths of each employee,

thereby maximizing productivity. One Canadian Tire store

manager noted that the learning and skills training offered

through IDL programming is relevant in 85 per cent of

the shop’s day-to-day tasks; the remaining 15 per cent

of training focuses on specialized products and services. 

IDL ASSESSMENT TESTS
IDL has a series of assessment tests that shops can

use to determine employees’ skills sets and help develop

relevant and individualized training programs. In addi-

tion, the IDL assessment tests ensure that unnecessary

training is not purchased or used—potentially saving a

shop time and money. 

IMPACTS OF THE IDL PROGRAM

The IDL program offers employers and employees

an engaging, consistent, cost-effective, inclusive, con-

venient and targeted learning and skills development

program—one that is unmatched in the industry.

IMPACT ON BUSINESS
Employers are able to offer their employees timely,

relevant and critical skills upgrading. The program is 

a cost-effective, inclusive learning system that can be

utilized by all employees, no matter where a store is

located. It benefits a shop’s bottom line by developing

more efficient, productive, knowledgeable and informed

employees, reducing error rates and improving customer-

satisfaction and customer-retention rates.

1. IDL Is Cost-Effective
Businesses that use CARS IDL training instead of

off-site training save money and time, which translates

into improved performance and productivity. 

If a shop is committed to training and it values

learning as a tool that helps employees work faster,

the IDL program will more than pay for itself.
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One Canadian Tire store manager interviewed for

this case study noted that if the store did not subscribe

to IDL, it would not be sending people to training, as it

is otherwise too costly and takes too much time away

from work. By using IDL instead of off-site learning, the

store is able to gain between 6 and 8 hours of productive

time per employee/per course; this ultimately translates

into thousands of dollars of productivity gains for a

store.11 Employees who take IDL’s two-hour on-site

courses are able to apply it the same day, whereas tradi-

tional classroom training would take the employee out

of the shop for a day or longer.

Another Canadian Tire store manager indicated that

when a training course is scheduled to run on the satel-

lite network at an inconvenient time—perhaps during

the busy part of the day or during a particularly busy

season—they will tape it and keep the learning module

on file for an employee to borrow. Because CARS IDL

runs its program across five time zones, scheduling

does become a bit of a challenge at times, and taping

shows for later viewing often is a necessity. One store

has built up a library of 88 IDL courses that employees

take home on a regular basis to study.

An independent shop owner noted that with seven

technicians on staff, the $190 cost of the IDL program

was exceptionally good value—working out to be about

$27.14 of training costs per employee a month. All

employees sign an employment contract specifying that

part of their job is to keep up-to-date on new technologies

and skills—and the IDL program is the first training

that technicians turn to. Interestingly, on account of the

IDL program being relatively inexpensive and cost-

effective, the shop owner is able to pursue other training

programs when necessary and not have to worry about

going over his training budget.

Table 1 illustrates how IDL training yields produc-

tivity gains by minimizing costs and lost working hours

in comparison to off-site classroom training.

Another independent shop owner said that if his

employees took 20 courses in a year, the IDL program

would more than pay for itself, as “you can’t get any-

thing better or cheaper for the knowledge and skills

training offered.” According to the shop owner, this is

especially true for recent hires just out of high school,

apprentices, and technicians who have been in the

industry for 3–5 years.

To encourage staff to take training, the service 

manager at a Canadian Tire store in Mississauga (one

of the most productive Canadian Tire stores in Canada

in 2004) has made IDL training part of an employee’s

contract—staff are expected to complete 10 IDL courses

in a specified period of time (typically one or two years).

Technicians who complete the IDL courses and pass

the accompanying tests with an 85 per cent rate are

given two hours’ pay.

2. IDL Enhances the Performance and 
Productivity of Workers

By using IDL, automotive repair and service shops

are able to stay on the cutting edge of the industry.

According to one Canadian Tire store manager in Nova

Scotia,12 when a shop uses IDL, it removes any bad

diagnostics from the process. The results are that the

quality of work improves, profitability increases and

customers are satisfied. Employees who are able to

work better and faster are gold to a shop, because they

allow it to repair and service more cars in a day.

The program is a cost-effective, inclusive learning

system that can be utilized by all employees.

Table 1
IDL Productivity Quotient
(IDL training vs. off-site training)

Technician IDL Off-site

1. Time commitment to course 
(including travel time) 2 hrs 8 hrs

2. Average billable rate/hour $90/hr $90/hr

3. Average hourly wage $25/hr $25/hr

4. Lost labour profits/hour (productivity) (2 – 3) $65/hr $65/hr

5. Lost parts profits/hour $50 $50

6. Total lost labour profits per course (1 x 4) –$130 –$520

7. Total lost parts profits per course (1 x 5) –$100 –$400

8. Total labour & parts lost profits per course (6 + 7) –$230 –$920

9. Travel costs, meals, etc. $0 –$40

10. Total lost profits –$230 –$960

IDL Productivity gains vs. off-site losses (per course) +$730

Source: The Conference Board of Canada.
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Today, most service and repair technicians get paid

at a flat-wage rate. Shops like to hire workers who can do

the job properly within an industry-recognized standard

time.13 IDL training helps to get employees working

both faster and smarter by focusing on the fundamentals.

One Canadian Tire store manager noted that techni-

cians who complete an IDL course and then apply their

learning in the shop are significantly more productive

than they were before, as they are able to diagnose

problems faster and more accurately and then fix the

problem correctly the first time.

Another Canadian Tire store manager in Ontario

reiterated this point. He noted that technicians who use

the IDL training are quite a bit more proficient than

those who do not use IDL: “They have a broad knowl-

edge of many different models, makes and components,

and are seen as being ‘specialists’ in everything.” The

skills and knowledge that an individual gains through

an IDL course is quickly passed on to other technicians

working on the shop floor. IDL course graduates become

mentors of sorts to those who have yet to take a partic-

ular learning module—passing on time-saving and cost-

saving proficiencies to all members of the team. 

A small independent shop owner noted that by having

technicians take IDL training, the store very rarely, if

ever, has to turn away work. “Our technicians can diag-

nose problems and solve them quickly and effectively—

whereas other local stores that do not subscribe to the

IDL service are unable to do so. As a business, I am

able to earn more money by doing repairs and services

that other shops cannot.” 

The bottom line is that the IDL program helps busi-

nesses be progressive and proactive. 

3. IDL Identifies and Builds Human Capital Capacity
CARS IDL also offers employers an effective 

way to test and measure the skills and knowledge of

employees, and to identify any gaps. Even before shops

have their employees take IDL training, many will 

utilize the IDL skills tests as a proxy to measure and

assess the knowledge and skills of their employees on 

a particular product, component or system. By doing

so, they are able to identify skills gaps and implement a

training program that targets the needs of the shop and

any weaknesses of employees.

In one informal study conducted a couple of years

ago at 20 Canadian Tire stores, shop technicians were

tested (using IDL tests) before and after they had taken

IDL courses. The findings were significant: 90.6 per

cent of staff who had taken IDL training passed their

tests, providing convincing evidence for Canadian Tire

stores of the value and impact of the program.

IMPACT ON EMPLOYEES
Employees who are IDL-trained are far less likely to

have to depend on a trial-and-error approach to fixing

problems. Not only is their work more accurate and

professional, but IDL trained technicians are also more

likely to meet or exceed industry performance standards

for the amount of time it takes to complete a job. 

IDL teaches technicians how to look at problems

and solve them in the most logical and efficient means

possible, based on industry best practices. IDL instruc-

tors take a problem and go through a step-by-step process

of addressing and eliminating the most obvious and

easiest answers first and then applying the right solutions.

At the end of the day, technicians are more productive

and the shops are more profitable.

Ultimately, technicians with better skills will have

fewer customers coming back to them with complaints.

Happy customers often become repeat customers, and

repeat customers will often tell friends and family

about a reliable and dependable shop, which often

translates into new business.

Certification of Achievement
CARS issues a certificate of achievement for suc-

cessful completion of an IDL course. These certificates

can be used by technicians to build up their skills port-

folio, and are recognized by most shops across the

country. It has become common practice for employees

to post their certificates of achievement on the walls of

their shops—giving customers a level of confidence in

the quality of workers hired and in the work being done. 

Many shops utilize the IDL tests to identify 

skills gaps.
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KEYS TO SUCCESS

RELEVANT AND ACCURATE TRAINING 
FOR ALL

The IDL training courses are developed with the

industry and service shops in mind. As such, a technician

working in a “mom-and-pop” shop in Thompson River,

Alberta, gains as much from an IDL course on fuel

injection systems as a technician working in a 20-bay

garage in Mississauga, Ontario. 

KNOWLEDGE OF THE REPAIR AND 
SERVICE INDUSTRY’S NEEDS

The IDL program developers know the industry

inside and out. All IDL curricula are developed based on

industry needs, which are carefully monitored through a

number of working groups made up of industry represen-

tatives. A new course offering will be carefully reviewed

to ensure that its objectives, rationale and detailed

learning outcomes match the needs and interests of the

industry. In order to remain relevant and vibrant, the

IDL team talks with businesses on a monthly or some-

times weekly basis to make sure that their expectations

are being met. Where necessary, training courses are

fine-tuned and modified to better meet industry needs. 

IDL IS ACTIVELY PROMOTED
All training programs take a while to get up and

running, and the IDL program is no exception. The

Canadian Tire chain, for example, started with 50 stores

in the IDL program seven years ago, but now 351 of its

452 stores participate. The CARS Council and program

staff constantly promote the IDL program and its merits

to the industry through trade magazines, conferences,

trade shows, business associations and its network of

repair and service shops.14 But more has to be done if

the IDL program is to truly penetrate the small inde-

pendent shops and become part of a learning culture. 

One independent service manager in Ottawa suggested

that CARS staff go around to the shops and actively

promote the service, because relying on trade magazines

and word of mouth is not enough. And the service man-

ager at the Canadian Tire store in Mississauga suggested

that in addition to issuing certificates, CARS should

consider issuing cloth badges or crests for technicians

to put on their coveralls—much like the National 

Institute of Automotive Service Excellence (ASE) in

the United States.15 If for example, a technician suc-

cessfully completed 20 IDL courses in four different

areas (e.g., tires, tune-ups, customer service, front

ends), he/she would be issued an IDL gold badge. 

Instilling a culture of learning in a shop is not

something that CARS IDL can do on its own. However,

by designing the most practical and effective training

courses possible, and measuring the value and impacts

of the learning, CARS IDL has been able to increase

the numbers of shops participating in the program by

10 per cent a year.16 Through its partnership with

industry leaders like Canadian Tire, it continues to

build recognition and support for learning cultures

within the automotive repair and service industry.

THE IDL PROGRAM IS SELF-SUFFICIENT
The CARS IDL program is self-sufficient. User

service fees pay for the wages of all IDL non-curriculum

development staff, including IDL instructors, adminis-

trators and operations managers. Government of Canada

resources, through its Sector Council program, are used

to develop new curricula and training courses—including

lesson plans, tests and any graphics, video clips and

images used in the courses—for the mechanical repair

and collision industry programs.

Interestingly—and somewhat exceptionally within

the world of workplace training and skills development—

industry paid 100 per cent of the costs for the develop-

ment of the satellite studio and control room through

user service fees. 

Without question, it takes the commitment and 

support of a large corporation like Canadian Tire to

make a training program like CARS IDL sustainable

and successful. It also requires a commitment on the

part of the training program to hire the best instructors,

and be willing to update, adjust and add training programs

as products, technologies, and components change.

More has to be done if the IDL program is to truly

penetrate the small independent shops and become

part of a learning culture.
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In addition to collecting monthly user fees from

shops, CARS IDL also sells satellite time to suppliers

who use the service to offer retail partners customized

training on new vendor-specific products. As well,

Canadian Tire buys time on the IDL satellite to share

learning best practices and communicate with its chain

of stores.

CARS USES THE MOST EFFECTIVE
LEARNING TECHNOLOGY FOR ITS SECTOR

In the early days of developing the IDL program,

the Government of Canada funded a research project to

look at different learning technologies in Canada and the

United States that might be used as the training plat-

form for the IDL program. After carefully examining

the options of CD-ROM, video-conferencing and the

Internet,17 the project focused on the successes that

GM and Ford had experienced in the United States

using satellite television for their learning programs.

This ultimately helped CARS in its decision to go with

a satellite-based learning technology. A Canadian Tire

service manager who is also a licensed technician noted

in an interview that the IDL program is a very effective

platform because: 

• It is a live broadcast that can also be taped and

viewed at the participants’ leisure (e.g., evenings,

weekends). 

• Technicians can call the instructor with a question

while working on a product or part using a toll-free

number (with a level of anonymity that is impossible

in classroom-based learning environments). 

• Many different cameras are used to get the most

accurate and close-up shots of the service or 

repair procedure being taught. In contrast, a class-

room hands-on demonstration typically involves

15–20 technicians jockeying around the hood of 

a small engine hoping to catch a glimpse of what

the instructor is doing. 

CONCLUSION

Given the rate of change to products, systems and

components within the automotive repair and service

industry, more and more shops are looking to skills

development and training as the key to their longevity

and survival. With the support of hundreds of repair

and service shops across Canada, the demand for IDL

training continues to grow, and with a strong and dedi-

cated staff focused on providing the most relevant,

timely and accurate training possible, the future of 

the program remains bright.

Today, IDL is recognized within the industry as

being the most effective and cost-efficient means to

overcome business challenges through the development

of human resource capacity. IDL is not the be-all and

end-all of training. One Canadian Tire store manager,

for example, noted that the program satisfies 75 per cent

of his shop’s training needs, while the other 25 per cent

comes from other hands-on learning programs. However,

if it is used properly, and if the management of a shop

commits to it and to a culture that supports lifelong

learning and human capital development, the IDL pro-

gram will continue to have a positive impact on an

organization’s bottom line. 

Association of Canadian Community Colleges
(ACCC)

Community colleges across Canada have been involved in auto-
motive repair and service apprenticeship training for more than 
20 years. At least five colleges have IDL site licences that allow
instructors to use the IDL service as a professional development
tool—keeping them up-to-date on the latest service and repair tech-
niques, car models, components, parts and diagnostic procedures.

The ACCC also has an Automotive Repair and Service Affinity
Group in place, made up of 34 community colleges from across
the country. They come together to share ideas, best and worst
practices and advocacy concerns, and to explore and promote their
common interests.

The IDL program does not compete with colleges: it focuses on
trades training whereas colleges focus on apprenticeship training.
IDL caters to technicians who are already licensed by the provinces.

To remain successful, CARS must be committed to

hiring the best instructors and to updating, adjusting

and adding training programs as necessary.
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1 Based on data from a 2005 Sector Study, and historical data from “It’s Time
to Get the Whole Picture,” CARSNews (Winter Issue, February 2005), p. 1;
and Bridging the Gaps: Issues and Challenges Facing the Canadian
Automotive Repair and Service Industry (CARS, June 1999).

2 Automotive Industry Association of Canada (AIA), 2003 Outlook Study—
An Industry in Motion.

3 CARS is a national not-for-profit Sector Council whose activities and strategic
direction are driven by the industry’s human resource and training needs,
identified through comprehensive stakeholder research. National industry
associations provide the foundation of the organization, and include: the
Association of International Automobile Manufacturers of Canada (AIAMC),
the Automotive Industry Association of Canada (AIA), the Canadian Automobile
Dealers Association (CADA), the Canadian Vehicle Manufacturers’
Association (CVMA), and the National Automotive Trades Association
(NATA). For more information on CARS, visit www.cars-council.ca.

4 Between April and May 2005, interviews were conducted with automotive
repair and service-related business owners, managers and employees, as
well as CARS Council and IDL staff. A list of organizations participating in
this study is provided in the acknowledgements at the end of this report.

5 This figure represents the utilization rate of the mechanical repair shops
only, as the collision repair courses are still under development. As noted
later in this study, Canadian Tire, the country’s single largest employer in
the sector, uses the IDL program in more than 350 of its 452 shops. 

6 Although it is hard to estimate how many individuals participate in IDL
training courses—as not all of them will write the tests—it is estimated 
that between 8,000 and 12,000 individuals a year participate directly in the
IDL program. Many of them pass on their learning to co-workers through
mentoring and coaching activities.

7 As late as 1996, CARS was offering lots of training courses across Canada
using traditional off-site methods. Canadian Tire had 49 stores that were
used for training centres, but the company was also interested in seeking
out new approaches to training because the costs of sending employees to
off-site classroom-based training was becoming prohibitive. In a visit to
Southern Alberta Institute of Technology (SAIT) by a Canadian Tire educa-
tion manager, satellite technology was seen as a viable means of offering
training to a broad audience. Canadian Tire approached CARS and shortly
thereafter, a research study was implemented (paid for by Human Resources
and Skills Development Canada [HRSDC] to explore viable alternatives. In
the end, satellite technology proved to be the most effective for the industry
and CARS IDL soon began operations—with the support and backing of
Canadian Tire.

8 Canadian Automotive Repair and Service Council, CARS Collision Repair
Project—Design Phase, Final Report (British Columbia: CARS, March 2004),
p. 2.

9 All of the shops interviewed for this case study use either a lunchroom or
staffroom in which employees watch the IDL courses. A few shops, however,
did indicate that they have a dedicated training room for their learning and
skills development needs.

10 Interviewees for this case study indicated that many employees take the
equivalent of one training course per month, or 12 courses per year.

11 Not surprisingly, all of the repair and service shops interviewed for this
study support workplace learning. They know that if they do not keep up
with the latest technologies, car models, component parts and diagnostic
procedures through skills training, they will quickly fall behind in the 
industry and ultimately lose their customer share. One Canadian Tire 
manager summed up his belief in the IDL program as follows: “We do 
it because we need it, not because it meets some corporate objective.”

12 Nova Scotia happens to have the most users of the IDL program of all of
Canadian Tire’s 22 regions.

13 There are three industry-recognized standards: Mitchell, Motors and Chilton.
These standards set out an industry recognized and accepted average time
that it takes to get a job done–be it replacing a muffler or brakes.

14 To reach the smaller, independent garages, CARS IDL has focused its 
attention on the WD JOBBER market.

15 For more information on the ASE, go to: www.asecert.org/. 

16 The IDL program is growing at a rate of about 10 per cent per year; however,
over the coming years, this rate is expected to increase significantly as the
full collision repair IDL curriculum and training courses come online.

17 Although the Internet has many advantages, it was not selected as the pre-
ferred operating platform because of limited access to high-speed connections
in auto repair and service shops across the country (particularly in more
rural and remote areas) as well as limited access to Internet connections 
in service and repair shop cafeterias, lunchrooms and staffrooms. With
satellite technology, a television can be hooked up to the IDL feed anywhere,
and can also be moved from room to room. 
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