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The Price of Not Knowing:
Where Doubt Meets Dollars

Dr. Axel Wheeler
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“I'll get customers who

don’t push back, but One familiar case always manages to find its way
they’ll say something into the F&l department: uncertainty.

like, ‘l don't really know Most people don’t walk into a dealership or a
. , repair facility with a working knowledge of how
about this stuff. b Y & 8

their vehicle functions. They know how it drives,
.. how it feels, and when something doesn’t sound
The conversation just right. Beyond that, they're relying on someone else
kind of hangs there. to tell them what’s happening and what it will cost.

What'’s the best way to A few years into ownership, that reliance becomes

handle that?” real. The vehicle has miles on it, factory coverage
Is gone, and every repair becomes a judgment call.
A customer hears a noise, gets a diagnosis, and is
given a number—often for a part they don't
recognize. If it feels reasonable, they approve of it.
If it doesn't, hesitation sets in, because
“reasonable” is hard to define without context.

Put that same repair in another shop with a
different estimate and the doubt compounds. The
part hasn't changed, but the price has—and now
the question becomes, “Am I being overcharged?”

With no clear way to validate the answer,
frustration follows.

That'’s the gap a service contract fills. It removes
the need to evaluate each repair in isolation and
keeps the experience consistent, whether the issue
Is minor or major. The focus shifts from questioning
cost to simply getting the vehicle back on the road.



And when the unexpected happens—breakdowns, towing, the need for a rental—coverage
keeps an inconvenience from becoming a disruption. Over time, reliability matters just as
much as the financial side.

When someone says, ‘| don’t know,” what they’re really expressing is a lack of certainty in a
situation that can get expensive quickly. Providing them a way to avoid that position
altogether changes how they look at the decision in front of them.

Customers don’t need to understand every component in their vehicle to make a solid
decision. They just need to feel comfortable with what happens when something goes wrong.

Help them see what ownership looks like a few years down the road,
when the questions get harder and the numbers can get bigger.
That's where this decision starts to make a lot more sense.

When the diagnosis is uncertainty,
the best treatment is knowing you're

covered before the question even comes up.
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