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Faster, Better, Cheaper – There is an old saying 
that: “You can have any two; but not all three. 
You can have it faster and cheaper, but it won’t 
be better. You can have better and cheaper, 
but it won’t be fast. You can have it faster and 
better, but it won’t be cheap.”

We are going to go against the conventional 
wisdom and declare that you CAN have all three. This may not be a popular opinion in view of 
heightened emphasis on OE repair standards and repair procedures, and the pushback against 
insurers’ attempts at cost-containment.

While collision repair is not quite rocket science, the 
“FASTER, BETTER, CHEAPER” moniker came 
to prominence in 1992 when Daniel Goldin was 
appointed NASA Administrator with a directive to cut 
costs without sacrificing performance. 

Consolidators and private capital have long eyed 
collision repair as an opportunity to profit by reducing 
waste and cutting costs through greater standardization of processes and materials and by 
reducing redundant administrative costs.

In the context of collision repair, we will define these terms as:
BETTER = Fully meets specification and repair standards as perceived by the customer
FASTER = Promptly without unnecessary delays and idle time
CHEAPER = Performed cost-effectively by efficient utilization of time, space, and human resources

Since collision repairs are more complex and complicated than ever; we must seek to simplify 
the repair process.  We do not advocate cutting corners on quality, which is really defined by 
“adherence to specification”. However, achieving BETTER by doing it right the first time, every 
time, is both FASTER and CHEAPER!
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The cost of repairs is increasing due to rising parts prices and additional repair operations 
resulting from the complexity of the auto itself, ADAS, and more stringent OE repair standards. 
However, the greatest impact on shop costs, output, and capacity has more to do with how the 
repair itself is managed from customer greeting to final delivery.

In recent years, “touch time” or “throughput” has been defined as the number of labor hours 
produced per day the vehicle is in the shop’s possession (key to key). Typically, 75% or more of 
the time a vehicle is in the shop’s possession is sitting, waiting for parts, supplement approvals, 
or other non-production processes. Unnecessary delays due to poor repair planning, inefficient 
parts procurement, and re-work waste both human and capital resources.

Productive collision centers have learned to 
triage repairs (or job sorting) so small repairs can 
proceed through production more quickly and 
larger jobs can be managed according to their 
size and complexity. Up front ADAS diagnosis 
and full disassembly of larger repairs enables 

complete and accurate damage reports to be written, thereby dramatically reducing reactive 
supplements. This fosters timelier repair / replacement decisions and effective parts sourcing so 
that dispatched repairs can proceed to completion without interruption. These proactive actions will 
also reduce or eliminate the re-dos and rework that stops production in its tracks.

The industry’s focus must be on “doing things right the first time, every time”. That results 
in BETTER repair; a FASTER repair; and a CHEAPER repair.

A Tip to Consider
To produce a repair that meets or exceeds the customer’s expectations, promptly and cost-
effectively, focus on the front end of the process including creating complete and accurate 
damage reports and complete documentation of all needed repair operations and materials. 
This will enable technicians to complete repairs on a timely basis and increase shop output and 
capacity, as a result.

Today’s collision center managers must focus on process management:
 • Sort Jobs (triage)
 • Perform complete diagnosis and detailed repair documentation
 • Timely parts procurement
 • Effective management of work through the shop

Faster, Better, Cheaper are mutually compatible goals when working in the context of meeting 
the needs of each individual customer by doing everything right, the first time, every time.


