
DISCOVERY PHASE AND INITIAL COMMITMENT
Note: The discovery phase is to establish a course of action

  STEP 1:

  Customer drop off  ‘questions’
This is the time to start gathering information from the customer about the vehicle’s 
issues.  Get as much detail as you can by encouraging the customer to think more 
carefully, via ‘thanks, that helps’ or  ‘knowing that sends me in the right direction’. 

We know the questions we need answers to.  The customer does not.

  Listen to the car’s ‘complaint’
Spend time during this stage to gather more information and start building a file of 
the vehicle’s condition. 

Ensure that you experience the problem the customer is complaining about. 

Ensure the issues you experience are the same as the ones the customer is talking 
about. 

This is the time to start compiling a list of issues found. 

Pre-diagnostic checklist

  When did the problem first start? 

  When does the problem occur?  

  Has any work recently been done to 
the vehicle? 

  Has the vehicle recently been to a 
panel shop?

  What sort of fuel do you use? E10?  

  When did you last fill the tank? 

  When is the vehicle due for service?

  Vehicle’s general history  

  Service history – is it overdue? 

  Perform a visual inspection. Look 
for issues that may cause problems, 
including checking all hoses and 
checking for oil or coolant leaks, poor 
wiring or corrosion 

  Listen to the sound of the engine. 
Listen for any strange noises or 
anything that doesn’t sound normal 

  Check the air intake and induction-
system condition. Is it dirty? Is there 
carbon build-up?  

  Inspect and test for missing, 
modified, inoperative or tampered-
with powertrain and mechanical 
components 

  Check for anything that may be 
related to the vehicle’s problems. 
Examples include tyre pressures and 
sizes for anti-lock braking (ABS) and 
traction-control issues

  STEP 2:

  Initial evaluation ‘inspection’
This is the first inspection stage. Inspect the vehicle and gather information about 
the general condition of the vehicle.

Inspection options:



  Check battery, main earths, cranking and charging voltage 
 (AC & DC)

  The battery. How does it look? Age? 
Bulging sides? Perform a battery-load 
test  

  Is it the correct battery for the vehicle? 
If in doubt, replace with one you know 
is good while you undertake your 
diagnostics  

  Main chassis and block earths. Disable 
the engine from starting and test from 
the centre of the negative terminal to 
the block, then the chassis while the 
vehicle is being cranked over 

  What is the voltage drop? It must be 
less than 0.3V  

  Starting of the vehicle. What is the 
cranking voltage? Check for excess 
starter-current draw. Check cranking 
time  

  Charging-system testing. What is the 
charge rate at the battery terminals?

  What is the voltage drop between the 
alternator and the battery terminals? It 
must be less than 0.3V 

  Check vehicle’s main fuses and 
connections

  General tests - Carry out general tests in the area of concern. 

Try and get a good understanding of the 
system or section of the vehicle where 
you suspect the problem might be. This 
is the time to start feeling confident 
about your ability to diagnose the issues.  

Remember, there is usually more than one 
or two reasons for a fault. 

  Wiggle connectors and electrical cables

  Listen for air leaks

  Scan vehicle - Time to electronically check the vehicle. Note all findings

  Connect your scan tool and fully scan 
all control modules in the vehicle. 
Collect information and note or print 
all fault codes. DO NOT CLEAR CODES 
AT THIS STAGE

  Research system operation using 
technical information to determine 
diagnostic procedures

  Use appropriate diagnostic procedures 
based on available vehicle data and 
service information.

 Determine if available information is 
sufficient to proceed with effective 
diagnosis

  Determine the relative importance of 
observed vehicle data. Inspect live data 
and look for any obvious discrepancies 

  Differentiate between powertrain, 
mechanical and electrical/electronic 
problems, including variable valve 
timing (VVT) and variable valve lift 
(VVL) systems

  Obtain budget commitment
Without budget commitment, do not proceed further. When a budget is committed 
to, the customer should be given a clear understanding of what is going to be done, 
the time needed to undertake the next phase and the costs involved in that phase.

  STEP 3:

  Inform customer - Time to talk with the customer

  List issues found. For example, 
the vehicle is overdue for service. 
Suggestion – time to get the vehicle 
back to correct service requirements. 
Items such as oil degradation can 
influence multiple electronic sensors 

  Some questions for the customer may 
be required as a result of the tests and 
checks so far

 For example, when was the aftermarket 
radio fitted? It looks like a new battery 
has been fitted – when was that 
installed? 

 When was the last time you towed a 
trailer?

  Suggest next phase of process and 
costs involved 


