NEW VEHICLES & NETWORKING ISSUE

QUALITY
COACHWORKS
JANUARY 2013

I

VOL. 31 • NO. 1

I

LCTMAG.COM

CUSTOMIZES LIMOS
FOR A NEW ERA

2013
Vehicle
Models
Get Down With
the Details
REPORT CARD: How is the
Cadillac XTS Performing?
6 WAYS to Enhance
Your Client Services
Learn What RITZ-CARLTON
TRAINING Can Do For You
Expert Gives Primer on
WINTER LIMO TIRES
CHECK OUT OUR
NEW LOOK FOR 2013

LCT Contents 01.13
F E AT U R E S
NEW VEHICLES

20 2013 Models Create A New Generation
The annual LCT new vehicle models gallery offers a preview of vehicles headed
to the International LCT Show, including the electric Tesla Model S.
NETWORKING

26 How To Loop Yourself In
Are you doing all you can to keep your business connected? Here are seven tips
to help your business circulate for success.
COVER STORY: INDUSTRY PROFILE

Cover Story Dominick Vitelli practices
limousine design and conversion as a
form of art.
COVER PHOTO: RON RENNELLS, LCT ART DIRECTOR

28 No Limo Like Any Other

Coachbuilder Dominick Vitelli combines creativity with quality to capitalize on
a more global and customized era of limousine manufacturing.
CUSTOMER SERVICE

36 Six Tips You Can Never Forget
You are only as good as your last customer’s impressions. Learn how to always
enhance the client experience.
HR/TRAINING

40 Luxury Lessons

20. The above vehicle could be a gamechanger in the chauffeured vehicle
market.

An industry CEO leads his operation to adopt the virtues and practices of the
Ritz-Carlton’s high-end customer service training program.
OPERATIONS: MAINTENANCE

44 Winter Tires Vs. Snow Tires
Knowing the difference is one key guideline in selecting the best radials for your
feet during the winter season, regardless of climate.
VEHICLES

46 Scoring The Cadillac XTS
One of the largest chauffeured transportation companies in the world shares its
frst progress report on the new luxury sedan.

36. What your clients say behind your
back really is your business. Know what
they expect.

D E PA R T M E N T S
3 Social Media
14 Publisher’s Page
16 LimoScene
50 Small Fleet Business
52 Smooth Operations
54 Global Operator
56 In Focus

58 Industry Association
60 NLA News & Views
62 Travel Market Spotlight
65 Farm In/Farm Out
78 Dealer Showroom
81 Ad Index
82 Editor’s Letter

Look for These Industry Faces Inside This Issue

LIMOUSINE, CHARTER & TOUR (ISSN 1097-4814) (USPS 734-790) is published monthly by Bobit Business Media, 3520 Challenger Street, Torrance,
Member of:
California 90503-1640. Periodicals postage paid at Torrance, California 90503-9998 and additional mailing offices. POSTMASTER: Send address changes to
LIMOUSINE, CHARTER & TOUR, P.O. Box 1068 Skokie, IL 60076-8068. Please allow 4 to 6 weeks for address changes to take effect. Subscription Prices
- United States $28 per year; Canada $38 per year; Foreign $50 per year. Single copy - $5; Back Issues - $10; Fact Book - $40. Please allow 4 to 6 weeks to
receive your first issue. Bobit Business Media reserves the right to refuse non-qualified subscriptions. Please address Editorial and Advertising correspondence
to the Executive Offices at 3520 Challenger Street, Torrance, California 90503-1640. The contents of this publication may not be reproduced either in whole or in Printed in USA
A Bobit Business
Media Publication part without consent of Bobit Business Media. All statements made, although based on information believed to be reliable and accurate, cannot be guaranteed
and no fault or liability can be accepted for error or omission. For your Information: We sometimes make our subscriber information (i.e. fax, e-mail or mailing address) available
to carefully screened organizations whose products and services may be of interest to you. If you prefer not to have your information made available, please write LIMOUSINE, CHARTER &
TOUR, P.O. Box 1068 Skokie, IL 60076-8068.

2

LIMOUSINE, CHARTER & TOUR JANUARY 2013

WWW.LCTMAG.COM

COVER STORY / INDUSTRY PROFILE

Custom Builder Leads a

New Limo Culture
Quality Coachworks redefnes limousine
manufacturing as it makes one-of-a-kind
vehicles for a growing global market.
By Martin Romjue, LCT editor
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Quality Coachworks owner Dominick Vitelli
(lower left) brings his artistic perfectionism
to custom limousine interiors, such as (left)
this converted Cadillac Escalade SUV, a (top)
Chrysler 300 140” stretch limousine interior,
a (middle) Hummer Triple Axle 200” stretch
interior, and a (bottom) Porsche Cayenne
130” stretch. If a customer wants it built, it
will get done, Vitelli says.

Welcome to the new era of stretch
limousines: Each one is a special vehicle, custom-designed by an experienced
creator who controls and knits together
every last detail. Since starting his company in 2008, Vitelli has developed his
custom, quality oriented formula into a
thriving business that is outgrowing its
facilities while streaming in more demand from around the world. About
four-ffths of Quality clients hail from
outside the U.S.

Always a Way

ONTARIO, CALIF. — DOMINICK VITELLI

walks around the parking lot of his
coachbuilding business, pointing at different custom-converted stretch limousines and minibuses.
“That one is going to Japan. This one
to Korea,” he says, alternately stabbing
the air with his fnger in the direction of
each vehicle. “China, Canada, Australia,”
he adds, naming and pointing out each
vehicle by the country of its client.
The lot at Quality Coachworks is full
on this day in late November, with fnished chauffeured vehicles waiting to be
exported worldwide. Each one is unique,
possessing its own DNA of parts, amenities, colors, materials and designs.
There’s a white Cadillac Escalade
stretched 120 inches, bound for a Europe-

an corporation; a white Lincoln MKT 100inch stretch with a tan and burgundy interior and a left side “ffth door” headed for
Japan; a Sprinter van converted to party
mobile with bright 1980s-era, “New Wave”
ceiling lights and patterns, ready for a Canadian operator; and a 36-inch stretched
black Escalade, with two forward facing
captain’s chairs and two rear facing jumper seats. The lower jumper seats are for
employees or assistants of “lower status,”
as defned by Chinese culture.
Each vehicle has its own story, and
no two are completely alike. Some vehicles are destined for traditional limousine operators, some for corporations
and CEOs, and others for celebrities and
clients with newfound wealth from the
global economy.

Vitelli’s business philosophy is simple
and effective: Yes, I can build that. Whatever the order or specifc request, Vitelli
draws upon his three-decade custom limousine building career to fnd the right
parts, carry out new designs, and fulfll
the vision of the client. It’s not always
easy, he admits, but he fnds a way to
get it done.
“The most important thing is that the
people who leave here are happy with
their car,” Vitelli says.
His wife of 23 years, Brenda Vitelli,
adds, “We’ll make it a 122.5 inch stretch if
that’s what they want or we’ll move armrests a few inches if needed. That’s what
we’re all about.”
Dominick and Brenda share an offce, each with a desk and computer on
opposite sides of the room. He runs the
creative, visionary side of the business,
focusing on design and production; she
is the practical, detail-oriented business
partner who runs accounting and marketing. “He’s very creative,” Brenda says of
Dominick. “He likes fabrics, textures and
colors, which he puts together very well.”

A Flair for Design
The creative part is second nature to
Vitelli, a native of Brooklyn, N.Y., who
demonstrated his artistic side as a teenage tagger in New York City in the late
1970s, when graffti frst took shape as an
art form. While going through a stack of
old photos in his offce, Vitelli explained
how he would plan his graffti art, using tissue paper to outline his shapes and
designs before flling them in with spray
paint. His graffti art is featured in a book
about graffti culture called Graffti New
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Quality Coachworks can convert any vehicle, even this Jeep Wrangler bound for Catalina Island.

York, By Eric Felisbret (2009), which can
be found at Barnes & Noble. Vitelli also
has a following of about 4,000 graffti art
Facebook fans.
“I was lucky enough to be part of an

era where it was very well respected,” he
says of his graffti days.
Vitelli visited Southern California for
the frst time in 1981 as a teenager, working for his Uncle Vini Bergeman’s Ultra

Need a new insurance option for your
limousine operation? Call LimoInsure.
LimoInsure offers 35 years experience and tailored insurance
solutions that help safeguard businesses against
general liability and commercial auto liability claims.
Competitive rates • High limits – up to $5 million coverage •
Broad range of deductibles to ﬁt your budget • Premium ﬁnancing
or in-house monthly installments available on all policies •
Same-day certiﬁcates, and no radius restrictions • 24/7 claims support •
Program offered exclusively through Zurich, rated “A+” by A.M. Best*.
Visit LimoInsure.com or call India Myhre at 1-866-562-4048 today.

Limousine, one of the frst custom limousine manufacturers in the nation. He
returned to New York City later that year
to fnish school. He also was accepted
into the New York High School of Art
& Design, but Southern California came
calling again. He returned to Ultra fulltime in 1983, a move that would set him
on his lifelong career path as a custom
coachbuilder.
At Ultra, Vitelli learned the basics of
coachbuilding, such as cutting vehicles
and installing interior components. He
also was able to develop his fair for creative interiors and designs, since Ultra
specialized in making unique stretch
limousines for individual customers.
At the time, 40-inch stretches were the
max, but Uncle Vini was among the frst
coachbuilders to stretch a limousine up
to 113 inches, he recalls. “Every vehicle
was different. We never did the same vehicle twice.”

Good Times
In 1994, Vitelli moved on to Krystal
Enterprises in Brea, Calif., where he
worked for 15 years as a production
manager, learning the high standards of

BROADEN YOUR
HORIZONS
ADVERTISE IN LCT’S

FARM IN/FARM OUT SECTION
Connecting People Around the World

LimoInsure is not available in all states. Nationwide coverage except AK, HI, LA, MA, NY. *Ratings as of
January 2012. For the latest ratings information, access www.ambest.com. Insurance product obligations are
the sole responsibility of each underwriting insurance company. Insurance coverages underwritten by individual
member companies of Zurich in North America, including Zurich American Insurance Company. Certain
coverages not available in all states. Some coverages may be written on a nonadmitted basis through licensed surplus
lines brokers. LimoInsure is not a subsidiary or afﬁliate of Zurich. ©2012 Zurich American Insurance Company
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QVM and CMC-based limousine manufacturing. His time at Krystal tracked its
rise and status as the leading limousine
manufacturer in the world until it got hit
by the recession in 2008 and went bankrupt earlier this year.
“They were very quality and customer service oriented,” Vitelli says. “They
would do anything for a customer.”
Working for so long under Krystal’s
owner and founder Ed Grech gave Vitelli a long lesson in business practices,
production and quality control. He also
helped design Krystal limousine interiors. He admiringly refers to his mentors
as “my two uncles,” calling them “Uncle
Vini and Uncle Ed.”
“The industry used to be more exciting
and fun,” Vitelli recalls. “People were just
getting into the business and limousines
were getting big in Southern California.
The early 1980s had a booming economy with start-ups and big parties. We
couldn’t build them fast enough.”
Limousine trade shows were a bit
more free-form, with coachbuilders focused on the creative retail market in an
atmosphere reminiscent of a car show,
Vitelli says. The industry now is more

centered on OEM, corporate vehicles.
“It’s very serious and safety-oriented,”
he observes.
The 1980s also was an easier time
to be an operator. Financing was more
available, insurance costs were lower,
and regulations overall were looser, with
small operators being able to park their
stretch limousines in their driveways and
run them mostly on weekends, he says.

Ultra + Krystal = Quality
By working at Ultra and Krystal, Vitelli
acquired a solid foundation to launch his
own company, Quality Coachworks, in
2008. He likes to sum up his manufacturing approach as “Slow + Quality.” The
“Slow” evolved from the creative range
Vitelli developed at Ultra; the “Quality”
comes from his many years working under Grech and Krystal’s longtime executive vice president, John Beck.
With a strong skill set and attention
to details, Vitelli jokingly admits, “I’m a
tremendous pain in the ass and a perfectionist when it comes to making cars.”
That comes in handy given all the advances in technology and computer sensors, which makes vehicles more diffcult

to cut and convert and require more labor
and parts. Since each vehicle is custommade, each requires its unique mix of
parts, labor skills, building time and specially tailored production workfow, Vitelli says. He has to spend more time shopping around for the right custom parts
from fewer suppliers. “You really have to
think on your feet. All cars are different.”
On average, it takes about 60-120 days
to a make a custom converted vehicle,
depending on the specs and time needed
to get special parts. Quality Coachworks
has beneftted from the loose job market
of recent years, being able to fnd experienced craftsmen and workers who make
up most of its workforce of 35 employees.
Quality has averaged about 100-120
vehicle orders annually over the last fve
years. About 80-90% of clients are foreign, with the rest devoted to domestic
party limo and V.I.P. markets. Of all the
vehicles it produces, about 70% are for
business purposes and 30% for clients’
personal use.
The most common types of conversion requests include mobile offces,
blinged-out party interiors, and customized corporate/V.I.P. limousines and

The New Newell VIP 4500:

More Than a Limo.

In its spaciousness, opulence and comfort, the Newell VIP 4500 outdoes the most
luxurious limo. It also offers Newell’s legendary quality, style and performance.

VIP 4500 Features:
 Custom interior and
seating placement.
 600-hp diesel engine;
ZF active suspension.

 Sleek exterior by
Porsche Design.

For more details,

 Options include full bath, galley,
sofa sleeper, and more.

visit newellcoach.com
or call 1-888-3NEWELL.
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Quality Coachworks carefully chooses experienced manufacturing craftsmen to cut and convert customized limousine vehicles that fulfll the
detailed demands of its clients and the design vision of founder Dominick Vitelli.

minibuses. Hummer H2s, Cadillac Escalades, Lincoln Navigators and MercedesBenz Sprinters rank as the most popular
vehicles to customize. Most clients buy
their base vehicles and bring them to
Quality for custom conversions.

A Family Touch

Quality’s head of accounting and marketing,
Brenda Vitelli, with “Ratchett,” one of the
Vitellis’ three Pomeranian “offce assistants.”
32

Quality Coachworks revolves around
family, as Dominick and Brenda now
include their two sons in the workfow.
Dominick Jr., 21, helps with the company computers and information technology, while Andrew, 19, acquires and
ships various parts. Vitelli jokes that his
14-year-old daughter already wants to
run the company someday. The Vitellis
also beneft from the constant presence
of three Pomeranians, “Gigi, Rocco and
Ratchett,” who waltz in and out of their
offce tracking company activity. “All of
us multi-task,” Brenda adds.
As a family business, the Vitellis keep
fnances simple and conservative: Buy
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only what you can afford. While Quality Coachworks is close to outgrowing its
13,000 square-foot workshop and offce
facility, Vitelli plans to make do renting
additional storage space nearby instead
of buying a new building. It’s better to be
cautious and wait another two years on a
new facility, he says.
“You save frst then spend,” he says.
“You never spend money you don’t have.
We run a tight ship.”
Although the limousine industry has
gotten more corporate with slightly
smaller sedans and more use of buses,
the custom stretch limousine market will
never disappear, at least for the wealthy
private user niche and party vehicle niches, Vitelli says.
“I think the [traditional] limousine industry has died. People want more Sprinters, buses and our custom limousines.
You’ll always have people out there who
want something different.”
—Martin@LCTmag.com
WWW.LCTMAG.COM

