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GOINGBACKTO
BASICS FIRST

Virginia Auto focuses on the
services customers want,
not amenities they don't.

By Tschanen Brandyberry, Managing Editor

s Matt Allen, owner of Virginia Auto Service
in Phoenix, puts it, what makes this shop good
is not about having a fancy waiting room with

gourmet coffee.

Actually, he says the waiting area is very
small and there is no gourmet coffee. But that’s OK, because the
majority of the shop’s customers commute, dropping off their
vehicles and taking advantage of Virginia Auto’s shuttle service.

“It wasn’t necessarily the business plan, it just turned out that
we just don’t have customers that wait and we’ve never really
had the request for all that kind of stuff,” Allen says. “We still
have WiFi available for the few people that do wait, but it’s just
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worked out that way.”
The shop provides
free transportation for
customers, most of
whom accept the offer
to the office areas sur-
rounding the shop. In
addition to the shop’s
custom-wrapped
Scion, it also offers
loaner cars. When cus-
tomers pick up vehicles
at the end of the day,
each has been washed
with de-ionized water.
The free car washes
started as a service

for customers whose
vehicles received a
major service, but }
they soon realized it’s T | -
what customers want. ‘ ’l”
“And after some il
time, we found that

in the heat here it’s Virginia Auto Service
difficult to wash cars Phoenix

and have them look 1

good,” he explains. 15

“That’s when we
went to the de-ion- Service Center, AAA, NARPRO,
ized water so we can NAPA, BBB

now wash cars and ; ‘ 10

we can actually park
them soaking wet
and they don’t spot. ‘
We try to wash every ahicl 58
single car, even if it’s &ysy
just for a tire repair.” €1.4 million
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Employing a

Technical Background

Allen also understands what his technicians want. He started
learning about cars when he was 12, following around his
older sister’s friends. He fixed cars at a gas station in northern
Virginia, worked on a race team and then bought his own shop
in Phoenix.

“I'm on the business side. I do stay current, I do attend training
with the technicians. 'm the second set of eyes when someone
gets stuck on something or someone’s hung up on something
with diagnostics,” he says. “If it’s not going right and needs a fresh
set of eyes, that’s when I come out and get involved.”

That background has helped him keep his technicians up-to-
date. The staff attends regular training classes, paid for by the
company, which also provides them with nearly any specialty
tool they need.
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