
I asked Lana to tell us a bit about who she
is and where she’s come from as a way to
introduce herself. She initially went to Uni
and partially completed a degree in
business marketing and management,
but opted to take up an administration
and bookkeeping role for a business
importing Greek wines and spirits. “I did
this for about 10 years before becoming 
a stay-at-home mum. However, I
continued to work part-time as a
bookkeeper and, following completion 
of a Cert IV in Personal Training, also
worked as a fitness instructor.”

Getting involved in the collision
repair industry was more circumstance
than an underlying desire. Lana
returned to full time work, this time

with her former husband, who was
already in the collision repair industry.
“I was once again running the front
office doing the administration and
bookkeeping, but when we went our
separate ways, I retained a share in
this business with a couple of other
partners. Initially, I was not involved in
the workshop.”

However, after some time, the other
partners wanted to exit the business.
So, relying on her entrepreneurial nature
and a desire to succeed in business, she
became the sole proprietor. “With the
support of some experienced people in
the industry, I embarked on a steep
learning curve to come to grips with the
key operational functions of running a

collision repair business. If I was to be
successful, I knew I needed to learn
every aspect of the business, which in
the first instance was really daunting.”

Lana said she also had to deal with
the stereotypical reactions to a woman
on the shop floor, where, she says, it
really is still a male-dominated
environment. However, they all got over
that fairly quickly and now she says she
has a great group of guys who are
always willing to help her learn.

Lana’s business was also one of
the first to join the collision repair
network, Fix Auto. I asked her to take
us back to the beginning. It all started
when she attended the first roadshow
that introduced Fix Auto to Australia.

Lana Pagiamtzis
Fix Auto Mulgrave
WE MET WITH ONE OF THE INDUSTRY’S NEXT GENERATION OF LEADERS AND BUSINESS OWNERS AND
DISCOVERED THAT THERE IS SO MUCH MORE TO LANA PAGIAMTZIS THAN MEETS THE EYE. A TRUE
INSPIRATION TO WOMEN EVERYWHERE.
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“I was really blown away by the
quality of the presentation and the Fix
Auto franchise model. It was so
different to my pre-conceived ideas of
franchising in Australia.”

As Fix Auto was so successful
internationally, Lana saw great
potential for her business in Mulgrave,
which was only reinforced when
owner and global CEO Steve Leal also
ventured out to Australia to reinforce
the message and vision for the brand
in the market.

As a relatively new business owner
in the collision industry, and with the
business not yet realising its potential,
Lana saw huge value in the support
and guidance that Fix Auto had to
offer, especially as smaller independent
businesses were under increasing
pressure to survive. At that time, their
main source of work provision was
private and local business customers.
They also utilised their own tow trucks,
which they still have today, as they are
viewed as a real value-added service to
their client base. 

“I then had the opportunity to
attend a Fix Auto Conference in
Canada, and meeting so many
franchisees and employees there was a
real eye-opener. We visited sites and
looked at the body shop management
software and I knew then that this is what
we needed. By the time I left Canada, in
May 2016, I had joined the network.”

Lana explained what it’s like from
a franchisee’s perspective. Not only do
they get all the support and guidance
that they expected, but they also have
business reviews and planning
meetings to set the business in the
right direction. By professionalising
the business under the Fix Auto
banner, Fix Auto Mulgrave has been
successful in attracting several new
customers and work providers. This is
further supported by the team at Fix
Auto Australia who are continuously
developing national opportunities with
work providers to support the
Australian network as a whole.

I turned to Stuart Faid, Regional
Vice President and Head of Business
Asia, Australia and New Zealand for
his view: “We are really proud to have
someone of Lana’s capability on the

team. Lana embodies everything that
is important to us in our network. She
is open to change, ensures she does
whatever it takes to make her business
thrive, and is passionate about every
customer that comes through her
doors. Watching Lana and her
business evolve and grow with us has
been an absolute pleasure for me and
the whole team.” 

I asked Lana to share her greatest
achievements as a professional
businesswoman, and she stated that
taking the leap of faith and joining the
Fix Auto network was one of the
biggest steps in her career. She
believed that doing it on her own was

always going to test her, but she is
happy to be where she is right now.
“Progressing from front-of-house to
owning and running the business has
also been a massive achievement.”

In addition, Lana was named Fix
Auto brand ambassador at the 2019
annual conference, which she also sees
as a huge achievement. “It’s recognition
for all our hard work as we have grown
and developed over the first three
years. Being recognised as a strong
businesswoman in this great network
really does give me a huge thrill.”

Lana also has some clear views on
how to get more women into the
industry, beginning with educating
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women that this is not a “dirty,
unattractive industry run by blokes”.
She explained, “We all know it’s an
industry full of high-end technology
that continues to develop and being
involved puts us at the cutting edge.
You just have to look at the Fix Auto
brand to see how corporate we as an
industry can be, from front of house, all
the way to the back end of the
workshop.” According to Lana,
education is the key to ensuring women
understand that they can build a career
in the industry and not simply be
restricted to the front-of-house roles.

Lana was also invited to sit on the
next-generation franchisee panel at
the 2019 conference and shared this
experience. “As the ownership and
leadership within the industry is an
ageing demographic that is
transitioning out of the industry, the
next generation of repairers are
coming through, coinciding with the
next generation of systems, processes,
technology and professionalism.” The

panel was designed to give the next
generation of shop owners the
opportunity to discuss the changes
and challenges within the industry
that are impacting on the franchisees
in their respective countries.

This was a nice segue into how Fix
Auto franchisees keep up to date with
the latest technology. “We are all too
aware of the changing nature of
electronics on the vehicles, but when
we at Mulgrave are faced with a
challenge we cannot address, we revert
to, and rely on, the manufacturer.”

Internally, they maintain their
systems utilising the group
arrangements established by Fix Auto,
such as the body shop management
system, iBodyshop, and their paint
suppliers, to ensure they have the
latest technology to optimise their
processes and, of course, there is the
steady stream of investment in new
equipment in the workshop.

“With the breadth of makes and
models we repair, our relationship with

the OEM is crucial that we have access
to the most up-to-date repair
procedures to ensure every car is
repaired correctly. However, the ever-
changing technology presents both
challenges and opportunities.”

And speaking of opportunities, I
asked what the future holds for Lana
Pagiamtzis, and of course, she
returned to her entrepreneurial
predisposition. “I see great
opportunities to expand within the Fix
Auto network, perhaps to a larger site,
perhaps with additional repair
franchises, or even diversify into a
Novus Glass franchise.”

Lana now feels comfortable
enough in the current business to be
already looking to the future. “Now
that I’m satisfied that we have our
business really working well, I’d like to
think that the group would be open to
such a discussion. I’ve seen the
success that franchisees with multiple
businesses have in Canada and I really
think this can be the same for us here
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in Melbourne.”
As it turns out, at the 2019 Fix

Auto global conference, Lana met a
woman who is the first franchisee to
have all three of the Fix Network
aftermarket brands in her portfolio: Fix
Auto, Novus and Speedy. This has
opportunity written all over it for Lana
to perhaps become an MSO of Fix
Auto sites or an aftermarket
entrepreneur across the brands.
Nothing would surprise me.

Faid added: “We have worked hard
to support Lana’s vision for excellence
since she joined our network and we
continue to work with her as those
goals evolve. We advocate all our
partners growing where possible,
whether this is the scale of their
existing operations, venturing into
bigger facilities, or even adding new
facilities into their portfolio. As Lana
has one eye on her future expansion
plans, she knows she does this with a
committed partner in Fix Auto to
support her every step of the way.”

I asked Lana to share some final

words of advice for women
contemplating a career in collision and
typically, she was strongly optimistic.
“Don’t fear the industry! It may still be
male dominated, but there are more
and more women creating successful

careers in collision repair. Look beyond
the stereotype ‘panel shop’, be open-
minded and see it as a business
opportunity where you can really
make a difference,” she advised. 

“In a phrase – be brave.”
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