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TOTAL FIX UNLIMITED CONFIDENTIAL — INTERNAL

EL — AI VOICE AGENT

Service Knowledge Base
Services & Pricing · Warning Lights Quick Reference · FAQs · El Call Phrases

Document Ref: TFU-EL-KB-001

Version: 2.0 — Confirmed service scope

Paired With: TFU-EL-CFG-001 — El Agent Configuration

Services Scope: General Servicing & MOT  |  Tyres & Wheels  |  Diagnostics & Electrics

Not In Scope: Bodywork & paint — redirect to specialist

Update Cycle: Review whenever pricing or services change

How El uses this document. This is El's source of truth for everything it tells customers. If the answer isn't here,

El says so honestly and arranges a mechanic callback. El does not walk customers through self-fixes — for any

fault, the answer is always to get it booked in or escalated. Prices marked * are starting prices and must always be

quoted as 'from' or 'approximately'.
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SECTION 1 — SERVICES & PRICING
Everything El can book and quote —

confirmed service scope only

SVC-01 Interim Service From £89*

Duration: Approx. 1.5 – 2 hours

What's included:

✓ Engine oil drain and refill (up to 5 litres, manufacturer-grade oil)

✓ Oil filter replacement

✓ Visual inspection of brake pads and discs (front and rear)

✓ Tyre condition and pressure check — all four tyres

✓ Coolant level check and top-up

✓ Windscreen washer fluid top-up

✓ Battery condition check

✓ All exterior lights check

✓ Visual underbody inspection

✓ Digital service record stamped

Popular add-ons: Air filter replacement +£25. Cabin/pollen filter +£30. Spark plug replacement from +£45.

El's natural pitch: "It's a good halfway-house service — keeps everything topped up and checked over between your main
annual service. About an hour and a half and you're sorted."

Note: Recommended every 6 months or 6,000 miles. Best for newer cars or cars recently fully serviced.
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SVC-02 Full Service From £149*

Duration: Approx. 2.5 – 3 hours

What's included:

✓ Everything in the Interim Service

✓ Air filter inspection and replacement if required

✓ Cabin/pollen filter inspection and replacement if required

✓ Brake fluid condition test

✓ Power steering fluid check

✓ Spark plug inspection (petrol engines)

✓ Fuel system visual inspection

✓ Exhaust visual inspection

✓ Suspension and steering visual inspection

✓ Comprehensive road test

✓ Digital service record stamped

Popular add-ons: Gearbox fluid change from +£80. Coolant flush +£55. Fuel injector clean +£65.

El's natural pitch: "The full service is the proper annual once-over — covers everything and gives you the peace of mind
that nothing's been missed. Most people go for this one."

Note: Recommended every 12 months or 12,000 miles. Best option for most customers.
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MOT-0

1 MOT Test £54.85 (fixed legal
price)

Duration: Approx. 45 – 60 minutes

What's included:

✓ Government-mandated safety inspection — 70+ checkpoints

✓ Brakes — efficiency, condition, balance

✓ Steering and suspension

✓ Tyres — tread depth, condition, security

✓ All lights — including beam alignment

✓ Windscreen, wipers, washers

✓ Seat belts — condition and function

✓ Horn

✓ Exhaust emissions test

✓ Body, structure, underbody corrosion

✓ Pass certificate issued same day

Popular add-ons: MOT retest within 10 working days (same faults): Free. MOT + Full Service combined: £189.

El's natural pitch: "MOT is £54.85 — that's the fixed legal price, same everywhere. If it passes you're done, if it doesn't we'll
tell you exactly what needs sorting and quote you upfront."

Note: Always mention the MOT + Full Service deal (£189) when either is booked individually. The legal fee never changes
— never quote a different amount.
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TYR-01 Tyre Fitting From £15 fitting per
tyre*

Duration: Approx. 20 minutes per tyre

What's included:

✓ Tyre removal from rim

✓ New tyre fitting and inflation to manufacturer spec

✓ Wheel balancing — included as standard

✓ Valve replacement — included

✓ Old tyre disposal — included

Popular add-ons: Wheel alignment (tracking) from £45 two wheels / £65 four wheels. TPMS sensor reset +£10 per wheel.

El's natural pitch: "Fitting starts from £15 a tyre and that includes balancing and the old tyre disposal. Tyre prices
themselves vary by size and brand — easiest thing is to pop in or I can get the tyre team to give you a quick call with
options."

Note: Do not quote tyre prices — size and brand vary too much. Always offer tyre team callback or invite them in for a
no-obligation check.

DGN-0

1 Diagnostic Check From £49*

Duration: Approx. 30 – 45 minutes

What's included:

✓ Full OBD (On-Board Diagnostic) scan

✓ Fault code reading and interpretation

✓ Live data analysis — engine, transmission, ABS

✓ Written diagnostic report

✓ Verbal explanation of findings

Popular add-ons: Diagnostic fee deducted from repair cost if work is carried out with us.

El's natural pitch: "It's £49 for the diagnostic and that comes off the repair cost if you get it done here — so it's basically free
if you go ahead with the work. It'll tell us exactly what's going on rather than guessing."

Note: Always recommend a diagnostic when a customer describes any warning light or fault they can't identify. Mention the
fee deduction — it's a strong selling point.
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BRK-0

1 Brake Inspection
Inspection FREE ·

Pads from £89* per
axle

Duration: Inspection: 30 mins | Pad & disc replacement: 1 hour per axle

What's included:

✓ Visual and measured brake pad thickness check — all four corners

✓ Disc condition assessment — thickness, scoring, heat damage

✓ Brake fluid condition test

✓ Caliper operation check

✓ Handbrake check and adjustment

✓ Written report with measurements

Popular add-ons: Brake fluid change £55. Full brake overhaul (pads + discs, both axles) from £350*.

El's natural pitch: "Brake check is completely free and takes about half an hour — well worth doing if there's any doubt.
We'll tell you exactly what you've got left and what needs doing, no pressure."

Note: Proactively offer a free brake inspection whenever a customer mentions any braking concern, noise when braking, or
pulling to one side.
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ELC-01 Electrical & Diagnostics
From £49* diagnostic

· Repairs quoted on
inspection

Duration: Diagnostic: 30 – 45 mins | Repair times vary

What's included:

✓ Full vehicle electrical system scan

✓ Battery health test — state of charge and health rating

✓ Alternator output test

✓ Starter motor check

✓ Fuse and relay inspection

✓ Sensor and module fault finding

✓ Written report of findings

Popular add-ons: Battery replacement from £80 fitted. Alternator replacement from £220*. Starter motor from £200*.

El's natural pitch: "Electrical faults can be tricky to pin down without the right kit — the diagnostic will pull all the fault codes
and give us a proper picture of what's going on. Starts at £49 and comes off any repair work."

Note: Electrical repair pricing varies significantly by vehicle — never quote a repair figure without a diagnostic first. Always
qualify 'from' prices.
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SECTION 2 — WARNING LIGHTS
QUICK REFERENCE

El uses severity to advise urgency — all faults
lead to booking or escalation

WARNING LIGHT WHAT IT MEANS SEVERITY EL'S ADVICE

Oil Pressure (red oil
can)

Engine oil pressure critically low —
possible oil loss or pump failure.

STOP NOW Stop safely and turn off the engine
immediately. Do not restart. Arrange
recovery.

Engine Temperature
(red thermometer)

Engine overheating. Serious
damage risk if driving continues.

STOP NOW Pull over safely, engine off. Don't open the
bonnet until cool. Call for recovery.

Battery / Charging Alternator not charging. Vehicle
may lose power and stop soon.

URGENT Head straight to us or home. Turn off AC
and non-essentials. Book immediately.

Brake Warning Low brake fluid, handbrake on, or
brake system fault.

URGENT Check handbrake first. If still lit, don't drive
— call us for urgent inspection.

Engine Management /
Check Engine

Fault detected in engine
management. Wide range of
causes.

SOON Steady = book diagnostic within the week.
Flashing = don't drive, call us now.

ABS Warning Anti-lock braking fault. Normal
braking works but ABS may not
activate.

SOON Brakes still function. Book ABS diagnostic
— reduced safety in emergency stops.

Traction Control /
ESP

Stability system off or faulty. Less
grip assistance available.

SOON If lit without pressing the button, book an
inspection. Take extra care in wet
conditions.

Tyre Pressure
(TPMS)

One or more tyres significantly
under-inflated.

SOON Check pressures at a petrol station (door
sticker for correct values). Come in if
recurring.

Power Steering Electric power steering fault.
Steering may feel heavier than
normal.

URGENT Still driveable but needs more effort. Book
promptly — avoid high-speed roads.

DPF Warning (diesel
only)

Diesel particulate filter blocked.
Common in city-driven diesels.

SOON Try a 20-min motorway run at higher revs
first. If light stays on, book a diagnostic.

Service Due /
Spanner

Scheduled service interval
reached.

ADVISORY Book a service at your convenience —
ignoring it may affect the vehicle's
warranty.

Fuel Level Reserve fuel — roughly 10-15
miles remaining.

ADVISORY Fill up soon. Running dry can damage the
fuel pump.
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El's approach to warning lights: El does not walk customers through self-fixes. For STOP NOW and URGENT
lights: safety instruction first, then escalate to the workshop immediately. For SOON lights: recommend booking a
diagnostic. For ADVISORY: offer to book a service.
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SECTION 3 — FREQUENTLY ASKED
QUESTIONS

El answers these directly from this list — no
escalation needed

Q: What's the difference between an interim and a full service?

A: An interim service covers the essentials — oil, filter, fluid top-ups, tyre check, lights — and takes about an

hour and a half. It's ideal every six months for people who do a lot of miles. A full service covers all of that plus

a deeper inspection of brakes, suspension, spark plugs, and more — recommended once a year. Most

people on a standard annual schedule go for the full service.

Q: How long does a full service take?

A: Usually between 2.5 and 3 hours. If you drop it off in the morning it'll typically be ready by lunchtime. We

have a waiting area with WiFi if you'd rather stay, or you're welcome to head off and we'll call when it's done.

Q: Can I wait while my car is being serviced?

A: Absolutely — we've got comfortable seating, free WiFi, and hot drinks. For shorter jobs like an MOT or

interim service most people are happy to wait. For a full service it's usually easier to drop off and collect later,

but you're welcome either way.

Q: Do you stamp my service book?

A: Yes — we stamp physical service books and update the digital service record. Both are important for

keeping your car's history intact and protecting its resale value.

Q: Can you service my car if it's still under manufacturer warranty?

A: Yes, absolutely. You're legally entitled to have your car serviced at any VAT-registered garage without

voiding your manufacturer warranty — as long as the correct oil spec and service schedule are followed. We

use the right oils and parts and record everything digitally, so you're fully covered.

Q: How much is an MOT?

A: The MOT is £54.85 — that's the government-set maximum and it's the same everywhere by law. If you

combine it with a full service it's £189 for the pair, which saves a bit. Pass certificate is issued the same day,

and if it fails we'll quote you for any repairs before we do anything.

Q: What happens if my car fails its MOT?

A: We'll tell you exactly what needs doing and give you a quote before touching anything. If you get the

repairs done with us within 10 working days, the retest is free for the same faults. We can often sort failure

repairs the same day if parts are available.
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Q: How do I know if my tyres need replacing?

A: The legal minimum in the UK is 1.6mm tread depth across the central three-quarters of the tyre. A quick

way to check: put a 20p coin into the tread groove — if the outer ring of the coin is visible, you're at or near

the limit. Most people replace at 3mm for safety. Pop in anytime for a free tyre check.

Q: How much does tyre fitting cost?

A: Fitting starts from £15 per tyre and includes balancing and old tyre disposal. The tyre itself varies

depending on size, brand, and whether you want budget, mid-range, or premium. Best thing is to pop in and

we'll show you options for your car, or I can get the tyre team to give you a call with prices.

Q: What does a diagnostic check involve?

A: We plug into the car's onboard computer and read any fault codes — it gives us a full picture of what the

car's reporting. It covers engine, transmission, ABS, and more. Takes about 30-45 minutes and you get a

written report. The £49 fee comes off any repair work we do, so it's basically covered if you go ahead with us.

Q: Do you work on electric or hybrid vehicles?

A: We service and maintain hybrid vehicles. For fully electric vehicles, please call the workshop directly — our

EV capability is expanding and it's best to confirm your specific model is covered before booking.

Q: What payment methods do you accept?

A: All major debit and credit cards, cash, and bank transfer. Payment is taken when you collect the vehicle. If

you have any questions about payment, the workshop team can help — that's outside what I can arrange on

this call.

Q: Do you offer a courtesy car?

A: It's worth asking when you book — subject to availability and a bit of notice. Give the team a call and they'll

let you know what's possible around your slot.

Q: Can I book an appointment for a fault without knowing what it is?

A: Definitely — that's exactly what the diagnostic is for. You don't need to know what's wrong, just describe

what you've noticed (noise, light, something that feels off) and we'll take it from there. Want me to get you

booked in?
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SECTION 4 — EL'S NATURAL CALL
PHRASES

Ready-to-use language for common
situations — keeps El sounding consistent

and human

SITUATION EL SAYS

Opening a booking "So what is it you need sorting — service, MOT, tyres, or has something come up
with the car?"

Asking for registration "What's the registration? Or if you don't have it handy, make and model is totally
fine."

Asking for preferred time "What day works for you — and are you more of a morning or afternoon person?"

Confirming booking details "Just to confirm — [service] for [reg], [day] at [time], under [name] on [number].
All good?"

Offering the MOT + service
combo

"We do an MOT and full service together for £189 if that's handy — saves a bit
versus booking them separately."

Customer asks about a
warning light (non-urgent)

"Best thing to do is get it plugged in and read — the diagnostic will tell us exactly
what's going on. It's £49 and that comes off any repair we do. Want me to get you
booked in?"

Customer describes a fault —
booking the diagnostic

"Yeah, that's definitely worth getting looked at properly. I wouldn't want to guess
over the phone — we need to get it on the ramp. Want me to book you a
diagnostic?"

Safety situation — immediate
stop

"Right, I need to ask you to pull over safely and turn the engine off — what you're
describing needs to be checked before you drive any further. Once you're
stopped, I'll get someone to call you straight back."

Customer wants to speak to a
mechanic

"No problem at all — let me get someone from the workshop to give you a call.
What's the best number for you?"

Complaint — collect and
escalate

"I completely get why that's frustrating. I want to make sure the right person
speaks to you about it rather than me trying to sort it on this call. Can I take your
name and number and get the workshop manager to ring you back?"

Deflecting bodywork enquiry "Ah, bodywork's not really our thing — we're more under the bonnet and
underneath! For that you'd want a bodywork or accident repair specialist. Is there
anything else I can help with on the car?"

Deflecting off-topic question "Ha, bit outside my lane that one! I'm really just the car side of things here.
Anything I can sort out for you?"

Closing the call "Brilliant — you'll get a text confirmation through shortly. Is there anything else
before I let you go?"
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Can't answer a question "Good question — that one's better coming straight from one of the mechanics.
Want me to get someone to give you a quick call? Shouldn't be long."


