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INTRODUCTIONCONTENTS

A market reshaped by cost and risk
The used vehicle market is in a phase of structural, not cyclical, change. Across hundreds of thousands    
of live warranties and millions of pounds paid in claims, one signal stands out above all others - cost pressure 
is becoming the defining force in every decision made by dealers, consumers and manufacturers. 

The era of ‘cheap to fix’ motoring is over. Claims are higher, parts take longer to source, labour is more 
expensive and consumers are now making fundamentally different choices about when, where and how 
they maintain their vehicles.

Repair cost inflation remains the most immediate headwind, with the sharpest rises not in ‘hero repairs’ 
but in everyday failures - sensors, infotainment units, ADAS modules, EV battery ancillaries and even basic 
service parts. The financial tolerance for an unexpected failure has shrunk while the exposure of each job 
has increased, driving warranty strategies from defensive to proactive across stock, PDI and retention.

EV reality and dealer response
EV reliability remains one of the most misunderstood topics in the market. Our data shows EV claim 
frequency is not materially higher than ICE, but when faults do occur, the average claim value is significantly 
higher due to parts price, calibration and specialist labour. Electrification does not remove liability; it 
relocates it. The best dealers are already reflecting this shift in product design, pricing and messaging.

Meanwhile, operating conditions have tightened - margins, stock and finance have all compressed. 
The most resilient dealers are insulating, not gambling: using structured risk transfer to stabilise stock, 
warranties to anchor post-sale trust and finance tools to remove consumer friction in aftersales decisions.

Looking ahead - and WSG’s positioning
Our data shows households are delaying non-critical repairs, deferring upgrades and prioritising flexibility 
over discounting. This is not a demand problem - it is a liquidity problem. In the next 12-18 months, the 
combination of regulation, technology, finance, AI and electrification will push warranty from ‘optional 
protection’ to ‘core risk infrastructure’ across the automotive value chain.

That is precisely why WSG has reinvested over £1m across cars, LCV, HGV, motorcycles and leisure. In 
2026 we will double down on two fronts: deeper data-led product design aligned to actual failure patterns, 
and industry collaboration that raises confidence, transparency and retention for our dealer partners.

Those who control risk will control growth. This report exists to help you do exactly that.

Kindest regards

John Colinswood
CEO, Warranty Solutions Group
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2026 EMERGING TRENDS

How dealers can balance caution with confidence in a margin-tight market

Dealer sentiment heading into 2026 is best 
described as broadly cautious with focused 
optimism in the right places. 

The market is moving beyond the turbulence of 
supply shortages and pricing distortions, yet many 
dealer groups remain disciplined on stock levels, 
fixed costs and cash control. Where confidence 
does exist, it’s typically anchored to structure - 
guaranteed OEM allocations, strong aftersales 
yield and a more predictable used-car pipeline.
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To help dealers manage these pressures, WSG is 
investing heavily in data analytics, underwriting 
strength, EV technical capability and reinsurance 
solutions. 

Our goal is to make warranty and aftersales 
decisions faster, fairer, and more profitable, using 
data to identify component-level risk and reduce 
claim cycle times.

EV-focused retailers are among the most upbeat. 
As used-EV values stabilise for desirable models 
and service demand begins to normalise, these 
dealers are finding new confidence in their aftersales 
and warranty revenue streams. 

Premium and luxury retailers also retain a degree of 
optimism, supported by resilient affluent buyers -                                 
although rising inventory costs and longer sales 
cycles temper expectations.

Across both groups and independents, one message 
stands out: aftersales is now the stabiliser of 
dealer profitability. 

Predictable revenue from servicing, parts and 
warranty & protection products is seen as the key 
buffer against economic noise.

EV-focused retailers are among the 
most upbeat. 

Those with flexible stocking models 
and diverse B2B channels, however,                       
are proving more resilient.

Franchised groups are cautiously optimistic, 
maintaining close alignment with manufacturer 
incentives while prioritising margin preservation 
over volume. 

Independents remain sensitive to used-car price 
volatility and tightening consumer finance options. 

If there’s one takeaway for dealers in the next 12 months, it’s this:                         
adopt a segmented, data-led aftersales model. 

Separate high-risk exposures into insured or reinsured layers and monetise the 
predictable maintenance demand through transparent, modular products.

 The cost of ignoring that shift is not just lost margin - it’s lost trust.

This shift is being driven by product design, 
transparent pricing and governance discipline. 

At WSG, we’re seeing dealers build segmented, 
modular warranty offers that give customers 
genuine choice, while allowing dealers to protect 
profitability without damaging relationships.

This is increasingly important as claim severity 
rises faster than claim frequency, particularly in 
EV segments. While overall claim numbers remain 
stable, the average cost per claim is rising, driven 
by component complexity, parts inflation and rising 
labour charges. 

Our live data shows EV claims are less frequent in 
some categories but significantly more expensive 
when they occur, largely due to battery-adjacent 
systems and advanced electronics.
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Another critical theme for 2026 is the                 
self-funded warranty risk. Too often, dealer 
principals underestimate the volatility of 
reserves and governance overheads. 

Our analysis shows almost a quarter of 
dealer funds are under-reserved, with 
some dealers needing to inject tens of 
thousands of pounds to meet unexpected 
claim runs. 

In today’s cash-tight environment, that’s 
an avoidable vulnerability.

Self-funded warranties

The smartest operators are reframing aftersales and 
warranty strategies not as reactive safety nets, but 
as proactive engines for margin and customer trust. 
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BEYOND THE SALE

How 2025 redefined value creation for OEMs and dealers

The role of value-added products
A major development has been the way OEMs 
and franchised dealer networks now perceive 
value-added products. Warranties, service plans 
and other protection solutions are no longer 
viewed simply as risk management tools but as 
key instruments for customer retention and brand 
trust. These products have become central to how 
manufacturers and dealers build long-term value.

Rather than a box-ticking exercise at the point of 
sale, warranty programmes are being integrated 
into wider brand strategies, enhancing customer 
confidence, improving retention and contributing 
directly to aftersales performance. They help to 
bridge the traditional gap between the showroom 
and the workshop, ensuring customer relationships 
continue long after the initial purchase.

This renewed emphasis on retention has also 
prompted closer alignment between OEMs and 
their dealer partners. The shared objective is now 
clear: to deliver consistent, measurable outcomes 
that enhance both customer experience and 
profitability across the lifecycle of every vehicle.

Reliability data for strategic advantage
The availability of real-time reliability and warranty 
claims data has played a pivotal role in shaping 
these strategies. WSG’s data, derived from live claims 
rather than owner surveys, has become a trusted 
resource for OEMs and corporate dealers alike. 

It provides a factual view of how vehicles perform 
in real-world conditions and helps identify which 
models deliver the reliability standards customers 
expect.

For manufacturers and large fleet operators, this 
data-driven insight is influencing stock decisions, 
model selection and remarketing strategies. 

In many cases, the use of independent reliability 
data has also helped strengthen the credibility 
of manufacturer claims, supporting transparent 
communication between OEMs, corporate clients 
and end-users. It is helping to close the information 
gap that has historically existed between 
manufacturer testing and customer experience.
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Partnerships built on insight
The challenges of electrification, fluctuating 
residual values and changing ownership models 
continue to test the resilience of OEMs and dealers 
alike. Yet the events of 2025 have demonstrated that 
progress depends on collaboration and data-led 
decision-making.

Partnerships built on insight, rather than incentives 
alone, are proving the most durable. Manufacturers 
that embed customer protection, reliability and 
aftersales value into their business models are not 
only supporting dealers more effectively but also 
creating stronger, more sustainable relationships 
with their customers.

In an increasingly competitive and transparent 
market, value is no longer defined purely by the 
product itself but by the confidence, consistency 
and peace of mind that surround it. 

The OEMs and dealer groups that recognise this 
shift and act upon it, will be the ones that define 
the next phase of automotive growth.
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The sector underwent a subtle but significant realignment in 2025. After several turbulent years, 
manufacturers used this year to reset their priorities. The emphasis has shifted decisively from volume 
to value, from transactional selling to sustained customer relationships.

Evolution in incentives, stock and 
aftersales support
As supply and production levels stabilised during 
2025, many OEMs re-evaluated their approach 
to incentives, stock allocation and aftersales 
support. The emphasis has shifted from short-term 
volume growth to long-term customer satisfaction 
and dealer sustainability.

Manufacturers are rewarding networks not just for 
sales but for broader measures of performance 
such as customer satisfaction, warranty uptake 
and service retention. 

Stock allocations and bonus structures 
increasingly reflect the importance of these 
metrics, encouraging dealers to align more closely 
with brand objectives and customer outcomes.

At the same time, aftersales programmes are 
evolving to deliver greater value and reassurance to 
drivers. Jointly funded service initiatives, enhanced 
warranty offers and improved digital engagement 
platforms are creating a more connected 
ownership experience. 

These measures reflect a broader understanding 
that maintaining loyalty through reliability, 
transparency and protection is often more valuable 
than chasing market share through discounts.

Rather than relying on perception or 
historical performance, decisions are 
increasingly based on live intelligence 
- giving both buyers and sellers greater 
confidence in their choices.

The move from volume to value

Retailers are placing greater emphasis on stock quality, 
margin discipline and data-led pricing, rather than simply 
pushing for higher turnover. 

Vehicles that are well specified, competitively priced and 
presented with strong imagery and clear, transparent 
information are consistently outperforming the wider market, 
highlighting the growing importance of merchandising and 
pricing strategy in today’s retail environment.



AUTOTRADER INSIGHTS

Navigating the 2026 car market

Retailers are entering one of the most complex and transitional periods the market has seen in 
over a decade. The pandemic’s legacy, shifting consumer expectations, surge in used EV availability 
and a fragmented purchase journey are all reshaping how stock is sourced, priced, merchandised and 
ultimately sold. Autotrader’s latest insights reveal both the structural challenges and the strategic 
opportunities that will define the year ahead for retailers and manufacturers.
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The shockwaves of the pandemic
The used-car sector continues to be shaped 
by the production shortfalls of 2020–2022. 
Approximately 2.8 million fewer new cars entered 
the UK car parc during that period, resulting in a 
persistent shortage of younger stock that will last 
well into 2027. The consequence is a tighter pipeline 
of 1–3 and 3–5-year-old cars - the age bands that 
traditionally fuel much of the used market.

Independent retailers, however, are responding 
with agility. They are growing their holdings 
of younger used vehicles at a faster rate than 
franchise networks, narrowing a gap that 
historically disadvantaged them. This shift is 
influencing stock mix, pricing strategies and 
customer reach across the sector.

With reduced supply of the most desirable age 
profiles, the way retailers source and merchandise 
stock has never been more important.

Evolving consumer behaviour: complexity, 
convenience and the path to purchase
The modern car buyer is more digitally empowered - 
and more overwhelmed - than ever. While finance 
remains a central decision-making factor, ease 
of use increasingly dictates which retailers win 
the sale. The traditional notion of a simple four-
step process - find car, visit retailer, test-drive, 
finance - has been replaced by a path to purchase 
that Autotrader’s behavioural mapping suggests 
contains closer to thirty individual touchpoints.

Consumers are now juggling choices around 
brand, size, specification, trim, fuel type, 
taxation, insurance, charging habits, energy cost 
comparisons and finance. Over one-third of buyers 
say they would purchase more often if the process 
were easier. This is a defining opportunity for 
retailers: those who streamline complexity, offer 
structured guidance and remove friction at each 
step of the journey unlock incremental sales.

The shifting EV landscape: demand, 
values and battery confidence
The used EV sector is undergoing rapid change. 
Independent retailers and supermarkets are 
expanding their EV stock more aggressively than 
their franchise counterparts, contributing to rising 
sales volumes. 

The pricing gap between new EVs and new ICE 
vehicles continues to narrow - falling from a 55% 
premium two years ago to around 18% today - 
while in the used market EVs and ICE equivalents 
have largely reached parity. This has helped drive 
greater uptake in used EV ownership.

Forecourt dynamics reinforce this momentum.     
The fastest-selling used vehicles on AutoTrader 
today are 3–5-year-old plug-in hybrids, many of 
which are turning in around 25 days. 

However, this rapid churn masks a structural 
challenge: the volume of PHEVs produced during 
the pandemic years was severely reduced, 
meaning stock availability in this age band will 
tighten in 2026.

Layered on top of these supply constraints is the 
structural movement driven by Zero Emission 
Vehicle (ZEV) mandates. As more EVs flow into 
the second-hand market and as consumer 
sentiment remains cautious, retailers are 
operating in an environment where demand and 
supply dynamics vary significantly by fuel type. 
The result is a market that is full of opportunity 
but difficult to navigate without precision.

The rise of EVs adds even more complexity. Uncertainty around range, 
charging infrastructure, degradation and operating costs means buyers 
require more education and reassurance than with ICE vehicles. Retailers 
who can translate features into relatable benefits and who can myth-bust 
effectively, will convert interest into action far more efficiently.

Strong imagery, transparent pricing, data-
driven valuations and highly accurate 
descriptions of condition and specification 
are becoming decisive competitive tools.

Digital retailing: meeting buyers 
wherever they choose to interact

Battery confidence is, encouragingly, far 
stronger than it was just a few years ago. 
Most buyers find the idea of a modern EV 
battery acceptable, provided the vehicle 
comes with a full service history and 
evidence of responsible usage. 

Real-world cases of high-mileage EVs 
retaining strong battery performance 
are beginning to reshape consumer 
perceptions, reinforcing the importance             
of clear retailer communication and 
accurate vehicle histories.

The online car-buying experience has accelerated 
dramatically in sophistication. Consumers who 
once relied exclusively on leads and phone calls 
now expect the ability to reserve vehicles, begin 
finance discussions and communicate with 
retailers digitally at any hour.

Rather than replacing traditional contact channels, 
these digital-first products work alongside them 
to provide multiple ways for consumers to initiate 
conversations and progress their purchase journey. 

This flexibility is crucial: data shows that when 
buyers can interact online at their own pace, 
conversion improves and purchase anxiety decreases.

    Autotrader is developing new tools 
that align with these behaviours.

Trust, transparency and the rise of the 
informed buyer

Trust is now a fundamental currency in the online 
automotive marketplace. Buyers expect retailers 
to maintain up-to-date reviews, respond quickly 
to feedback and resolve issues proactively. The 
retailers who excel in these areas build strong 
advocacy and repeat business.

Autotrader’s Trusted Retailer programme is 
designed to recognise and reward these behaviours. 
Winners undergo a rigorous assessment process, 
including expert judging panels, extensive consumer 
input and mystery shopping. 

The visibility of this award, both online and 
on physical forecourts, helps retailers clearly 
differentiate themselves in an increasingly 
crowded marketplace.
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AUTOTRADER INSIGHTS

2026
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Data-driven decision making: stock, 
pricing and forecasting
With supply shortages, EV complexity and 
variable demand across segments, data has 
become essential.

Autotrader’s Retail Rating is a key tool helping 
retailers evaluate stock performance and margin 
potential. By analysing live supply, consumer 
demand and days-to-sell data, the Retail Rating 
provides a clear view of how quickly a vehicle is 
likely to sell if priced at market value. 

This intelligence allows retailers to make strategic 
decisions on what to buy, what to hold, what to 
discount and what to trade out of.

In a market where every buying decision carries 
greater risk, this level of insight gives retailers a 
measurable advantage.

Yet alongside this growth sits a clear warning. 
Brand loyalty is falling - and it is fastest among 
younger buyers and EV drivers. Only 36% of people 
repurchase from the same brand, a drop from 41% 
the previous year. Among EV drivers, repurchase 
rates fall to just 21%. As EV adoption increases, 
loyalty erosion becomes a strategic threat.

Younger drivers are at the centre of this shift. Their 
purchase journey is more fragmented, more digital 
and less connected to any single retailer or OEM. 
Many use brand websites primarily for research 
rather than lead generation and their willingness to 
switch brands is accelerating.

Growth, loyalty and the fight for the next 
generation of buyers
SMMT  Shows 1.9M million new cars registered 
in 2025 and Autotrader are predicting a modest 
increase to 2.035m for 2026. Used-car transactions 
are expected to rise by around 3%, reaching 8.2 
million as the sector continues its steady recovery 
from 2022.

Success in 2026 will hinge on the industry’s ability to simplify EV adoption, reinforce 
the benefits of new technology and make the entire buying journey significantly easier. 
Retailers and manufacturers who build trust, offer clarity and remove complexity will 
secure the next generation of car buyers, and position themselves strongly in a market 
defined by rapid evolution.

MODERN RELIABILITY: THE TRUE PICTURE

What really goes wrong: the anatomy of modern vehicle claims

The shift from mechanical failure to 
electronic fragility
One of the clearest trends in the data is the 
dominance of electronic and sensor-related faults. 

ABS wheel speed sensors, O2 sensors, NOx 
sensors and central locking solenoids appear 
consistently across almost every manufacturer, 
from volume brands to premium and performance 
vehicles.

For manufacturers such as Honda, Hyundai, Kia, 
Volkswagen, Volvo and Skoda, ABS wheel speed 
sensors rank among the most common claims. 
While the average repair cost is relatively low - 
often between £150 and £300 - the frequency of 
these faults means they account for a substantial 
proportion of total claims volumes.

This reflects a structural shift in vehicle design. 
Modern cars rely heavily on sensors to support 
braking systems, stability control, emissions 
monitoring and advanced driver assistance. 

Even minor sensor failures can trigger dashboard                           
warnings, fail MOTs or reduce vehicle performance,                                                                             
forcing owners into repairs that may feel 
disproportionate to the severity of the issue.

Small faults, big ownership impact
While many of these sensor-related repairs 
are individually affordable, their cumulative 
effect should not be underestimated. 

A vehicle that requires multiple low-cost 
repairs over a short ownership period can still 
become expensive and inconvenient to run.

When vehicles fail, it is rarely due to one dramatic 
mechanical breakdown. Instead, modern reliability 
is shaped by a pattern of recurring component 
failures, rising electronic complexity and 
increasingly expensive repairs.

Reliability is often discussed at brand or model 
level, but Warranty Solutions Group’s latest 
fault-level claims data reveals a more detailed 
and practical reality.

Based on vehicles with a minimum of 250 live 
policies, this data highlights the most common 
faults experienced across major manufacturers, 
alongside how frequently they occur and the 
average cost to resolve them.

Together, these insights provide a clearer picture 
of real-world ownership risk – and why reliability 
in 2026 is as much about cost management as 
mechanical durability.

For manufacturers such as Honda, 
Hyundai, Kia, Volkswagen, Volvo and 
Skoda, ABS wheel speed sensors rank 
among the most common claims. 

For consumers, this often translates into 
frustration rather than outright breakdown. 
For dealers and workshops, it creates 
a steady volume of work driven not by 
catastrophic failure, but by systems that are 
intolerant of minor faults.

This is increasingly what modern reliability 
looks like.

    
KEY                   

  
IN SI G H TS



Cooling systems remain a consistent 
weak point
Across a range of manufacturers, water pumps and 
cooling system components continue to feature 
prominently in claims data. Audi, Volkswagen, 
Seat, Skoda, Toyota and Volvo all record water 
pump failures as a leading cause of claims.

Although average repair costs typically sit in 
the £400–£500 range, these figures can rise 
significantly depending on vehicle architecture. 
In many modern engines, water pumps are tightly 
packaged or integrated with timing systems, 
increasing labour time and overall repair cost.

Premium vehicles: lower tolerance for 
failure, higher consequences
Premium manufacturers present a different 
reliability profile. Brands such as Jaguar, Porsche, 
Mercedes-Benz and Land Rover do not always 
record the highest fault frequencies, but their 
average claim values are consistently higher.

Jaguar’s data shows exposure around NOx sensors, 
turbos and timing-related components, with many 
repairs exceeding £1,500. Porsche stands out for 
high-cost failures involving transfer boxes, engine 
mounts and alternators, reflecting the complexity 
and performance orientation of its vehicles.

Land Rover illustrates the extreme end of this 
trend. While common faults such as window 
regulators or sensors may be relatively affordable, 
others - including DPFs, steering racks and 
drivetrain components - frequently exceed £2,000. 
These vehicles are engineered for capability and 
comfort, but that sophistication comes at a cost 
when faults occur.

Batteries: unavoidable, frequent and 
increasingly stressed
Battery-related claims appear consistently across 
all manufacturers in the dataset. From entry-level 
city cars to premium SUVs, batteries are now one 
of the most common reasons for warranty claims.

The increased electrical load placed on modern 
vehicles is a key factor. Start-stop systems, 
infotainment, driver assistance features and 
constant background monitoring place sustained 
demands on batteries, particularly for vehicles 
driven on short journeys or left unused for 
extended periods.

This highlights an important distinction between 
component cost and repair cost. Even when the 
failed part itself is relatively inexpensive, the design 
of modern engine bays can dramatically increase 
the total bill. 

As vehicles age and move beyond manufacturer 
warranty, these repairs become a more meaningful 
financial consideration for owners.

Diesel emissions systems continue to 
drive high-value claims
Across multiple manufacturers, diesel emissions-
related components remain a significant source of 
claims. DPFs, AdBlue injectors, AdBlue pumps and 
NOx sensors appear repeatedly in the data and are 
among the most expensive repairs outside of major 
drivetrain failures.

These systems are particularly sensitive to driving 
behaviour. Short journeys, infrequent motorway 
use and missed regeneration cycles all increase 
the likelihood of failure. In many cases, the vehicle 
itself is functioning correctly, but the usage pattern 
is incompatible with the technology.

This creates a mismatch between vehicle design 
and real-world use, which continues to drive 
claims volumes and costs. It also reinforces the 
importance of matching powertrain choice to 
driving habits – a conversation that is becoming 
increasingly important at the point of sale.

Gearboxes and drivetrains: rare but 
financially significant

Gearbox-related claims appear less frequently 
than sensor or cooling system faults, but they 
carry some of the highest average repair costs in 
the dataset. Toyota, Volkswagen, Hyundai, Kia and 
Skoda all show gearbox claims exceeding £1,200 
on average.

Although these faults represent a smaller 
proportion of overall claims, their financial impact 
is disproportionate. 

A single gearbox failure can exceed the combined 
cost of multiple lower-value repairs, making 
protection products particularly valuable for 
vehicles with complex transmissions or electrified 
drivetrains.
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The overarching message from WSG’s fault-level claims data is clear. Modern vehicles are 
not necessarily failing more often, but they are failing differently. Reliability today is defined 
by electronic sensitivity, system interdependence and rising repair costs rather than simple 
mechanical wear.

For dealers, this data provides an opportunity to reframe ownership conversations around 
real-world experience rather than brand perception. For workshops, it underscores the growing 
importance of diagnostics, software knowledge and manufacturer-specific expertise. For 
consumers, it highlights why extended warranties, maintenance planning and informed vehicle 
choice are no longer optional.

As the industry moves forward, understanding what actually goes wrong, and why, is essential. 
Our claims data shows that the most common failures are often small, frequent  and 
unavoidable, while the most expensive ones are tied to complexity. 

Managing that balance will define sustainable vehicle ownership                                                                                                           
in the years ahead.

While battery replacement is rarely expensive 
in isolation, its frequency makes it a recurring 
ownership cost. This trend reinforces the 
importance of preventative checks and 
realistic customer expectations around battery 
lifespan in modern vehicles.

Although these (gearbox) faults represent 
a smaller proportion of overall claims, 
their financial impact is disproportionate. 
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MOST RELIABLE MODELS
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Reliability still matters - but it means 
more than ever
Reliability remains one of the most powerful - and 
often misunderstood - drivers of car ownership 
decisions. While headlines frequently focus on 
electrification, performance and in-car technology, 
Warranty Solutions Group’s latest claims data tells 
a more grounded story. 

For most motorists, reliability is still defined by 
two very practical questions: how often something 
goes wrong and how expensive it is when it does.

Based on vehicles with a minimum of 250 live 
warranties, WSG’s data highlights clear differences 
in claim frequency and repair costs across brands, 
models and segments. Crucially, it shows why 
reliability can no longer be based on reputation alone.

The heart of the market still performs well
Mainstream hatchbacks remain a strong middle 
ground for reliability and cost control. Vehicles 
such as the Hyundai i30, Volkswagen Polo and 
Ford Fiesta record claim rates in the 11–12% range, 
reflecting a balance between modern technology 
and mechanical simplicity.

These models sit at the core of the UK car parc 
and are widely used across private and fleet 
ownership. Their performance highlights how well-
established platforms, familiar repair processes 
and competitive parts pricing continue to deliver 
value over the ownership lifecycle.

Crossovers and SUVs bring higher exposure
As vehicles increase in size and complexity, claim 
rates rise accordingly. Popular crossover and SUV 
models such as the Nissan Qashqai (20.11%), 
BMW X1 (20.31%) and Volkswagen Passat (20.48%) 
all sit around or above the overall average claim 
rate of 19.44%.

These vehicles offer flexibility, comfort and 
advanced safety systems, but they also introduce 
more components that are exposed to wear and 
failure. Higher kerb weights, complex drivetrains 
and increasingly sophisticated electronics all 
contribute to higher repair exposure.

When costs escalate quickly
Claim frequency tells only part of the story. Average 
claim values show how expensive modern repairs 
have become, particularly in premium segments. 
The Volvo XC40, for example, posts a relatively 
moderate claim rate of 14.37% but an average 
claim value approaching £930.

This reflects a broader industry trend. Advanced 
driver assistance systems, sensors, software 
calibration and specialist components mean even 
minor faults can carry significant repair bills. 

As a result, low claim frequency does not necessarily 
equate to low ownership risk.

Simplicity continues to deliver stronger 
reliability
At the most reliable end of the spectrum, compact 
and well-established models continue to perform 
exceptionally well. The Honda Jazz tops the table 
with a claim rate of just 3.72%, followed by the 
Toyota Yaris (4.11%) and Toyota Aygo (6.72%). These 
vehicles share common traits: simpler powertrains, 
proven engineering and strong parts availability.

Models such as the Hyundai i10, Dacia Sandero 
and Volkswagen Up further reinforce this trend. 
These cars are typically lighter, less complex 
and designed for everyday usability rather than 
performance or advanced driver systems. As a 
result, they offer more predictable ownership 
costs and fewer unexpected repair events – a key 
consideration in a cost-conscious market.

Models such as the Hyndai i10,                    
Dacia Sandero and Volkswagen Up              
offer more predictable ownership costs 
and fewer unexpected repair events 
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Crossovers and SUVs offer 
flexibility, comfort and advanced 
safety systems, but they also 
introduce more components that 
are exposed to wear and failure.

Supporting smarter ownership decisions in 2026
Affordability, reliability and cost certainty remain central themes. WSG’s claims data shows that 
simplicity still delivers resilience, while complexity increases exposure – regardless of brand or badge.

Strong, extended warranties, service plans and preventative maintenance are no longer optional 
extras. They are essential tools for managing the realities of modern vehicle ownership. For the 
motor industry, the opportunity lies in helping customers understand this balance and supporting 
them with solutions that reflect how cars are actually built, driven and repaired today.

What this means for dealers and 
workshops
For dealers and workshops, the data reflects a shift 
in customer expectations. Buyers are increasingly 
informed and focused on ownership costs, not just 
purchase price. Conversations are moving away 
from whether a vehicle might fail towards how 
much it will cost when it does.

Vehicles with lower claim rates but higher repair 
costs require a different ownership discussion to 
those with more frequent but lower-value repairs. 
Transparency around maintenance, protection 
and long-term affordability is becoming a key 
differentiator.

Premium vehicles carry a different 
risk profile
At the upper end of the market, both claim 
rates and repair costs increase sharply. 

Models such as the Porsche Macan, 
Jaguar F-PACE, BMW X5 and Range Rover 
all exceed 22% claim rates, with average 
claim values regularly topping £1,000.

The Land Rover Discovery stands out with 
the highest claim rate in the dataset at 
41.62%. These vehicles are often used 
for towing, long-distance travel or off-
road capability, placing greater strain 
on complex suspension, drivetrain and 
electronic systems. When faults occur, 
repairs are rarely straightforward.

    As a result, low claim frequency 
does not necessarily equate to low 
ownership risk.



Manufacturer reliability: why consistency now matters more than ever

MOST RELIABLE MANUFACTURERS
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Manufacturer reliability remains a defining 
factor in ownership decisions, particularly 
as repair costs continue to rise and vehicle 
complexity increases. 

WSG’s latest claims data, based on manufacturers 
with a minimum of 250 live policies, provides 
a clear view of how brands are performing in 
real-world conditions - not in controlled test 
environments or marketing claims.

The results reveal a notable shift at the top of 
the table. For the first time, Suzuki has overtaken 
Toyota to claim the number one position 
for manufacturer reliability, highlighting how 
consistency, simplicity and disciplined engineering 
continue to outperform scale and brand perception.

          For the first time, Suzuki has overtaken 
Toyota to claim the number one position for 
manufacturer reliability.

Suzuki sets the benchmark for real-
world reliability

Suzuki leads the manufacturer rankings with a 
claim rate of just 6.29%. This places the brand 
ahead of long-time reliability leader Toyota, 
which records a still-strong claim rate of 7.09%. 
While the gap between the two may appear 
modest, it is significant at scale, particularly 
when applied across thousands of vehicles and 
years of ownership.

Suzuki’s performance reflects a clear strategic focus on lightweight platforms, proven powertrains 
and restrained use of complexity. Rather than chasing rapid technological expansion, the brand has 
prioritised durability and serviceability - an approach that continues to resonate in claims data.

Average claim values for Suzuki remain controlled at £589, reinforcing the idea that when issues do arise, 
they are generally manageable in cost. This combination of low frequency and moderate severity positions 
Suzuki as a strong proposition for cost-conscious motorists navigating uncertain economic conditions.

Toyota remains a close second, not a 
distant one

Toyota’s second-place position should not be 
viewed as a decline in performance. A claim rate 
of 7.09% and an average claim value of £538 still 
places the brand firmly among the most reliable 
manufacturers in the market.

Toyota’s long-standing reputation for reliability is built on engineering discipline, global parts availability 
and conservative design decisions. The data suggests that while Toyota continues to perform 
exceptionally well, marginal gains by competitors such as Suzuki can still influence rankings in an 
increasingly competitive reliability landscape.

The steady middle reflects mainstream 
ownership realities
Manufacturers such as Honda, MG, Mitsubishi, 
MINI, Hyundai and Kia sit within a broad middle 
band, with claim rates ranging from around 10% to 
15%. This group represents a significant proportion 
of the UK car parc and reflects the reality of 
modern ownership.

These brands balance innovation with durability, 
offering advanced safety and infotainment features 
while maintaining manageable ownership costs. 

However, average claim values begin to rise in this 
segment, particularly for brands incorporating 
more electronic systems and hybrid technologies.

Premium brands bring higher cost 
exposure
As expected, premium manufacturers show higher 
claim rates and notably higher average repair 
costs. BMW, Audi, Mercedes-Benz and Porsche all 
exceed the overall average claim rate of 19.38%, 
with average claim values climbing sharply.

Porsche records the highest average claim value in 
the dataset at £1,176, while Jaguar and Land Rover 
combine elevated claim rates with some of the 
most expensive repairs. Land Rover, in particular, 
stands out with a claim rate of 35.82% and an 
average claim value exceeding £1,000.

These figures reflect the complexity of modern 
premium vehicles. Advanced drivetrains, 
air suspension, electronics and calibration 
requirements significantly increase repair exposure, 
particularly as vehicles move beyond manufacturer 
warranty. This emphasises the growing importance 
of specialist diagnostics and manufacturer-specific 
expertise.

Smaller brands still outperform 
expectations
Beyond the top two, several manufacturers 
demonstrate how size and market share do not 
necessarily correlate with reliability outcomes. 
Smart, Dacia and Mazda all post claim rates below 
11%, reinforcing the value of simpler vehicle 
architectures and clearly defined use cases.

Smart’s average claim value of £359 stands out 
as one of the lowest in the dataset, while Dacia 
continues to benefit from proven Renault Group 
components and straightforward engineering. 
Mazda’s slightly higher claim rate is offset by 
predictable repair patterns, reflecting a focus on 
mechanical integrity rather than over-engineering.

These results underline an important point: reliability often improves when vehicles 
are designed with restraint rather than ambition.
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For dealers and workshops,                  
this reinforces the need for 
informed conversations around 
maintenance planning and 
warranty cover, particularly as 
vehicles age beyond their initial 
ownership period.



    
KEY                   

  
IN SI G H TS

Make Claim rate Av. claim value

Suzuki 6.29% £589.39

Toyota 7.09% £537.94

Smart 9.32% £358.70

Dacia 9.49% £515.18

Mazda 10.36% £618.95

Honda 10.78% £496.91

MG 12.77% £393.09

Mitsubishi 13.74% £722.11

Mini 13.85% £639.13

Hyundai 14.59% £646.59

Kia 15.09% £603.45

Fiat 16.13% £460.77

Skoda 17.10% £518.26

Nissan 17.15% £610.10

Renault 17.29% £539.91

Ford 18.25% £607.47

BMW 18.50% £784.02

Volkswagen 18.87% £628.21

SEAT 18.95% £533.14

Volvo 19.60% £660.87

Citroen 21.49% £513.43

Peugeot 21.55% £610.17

Vauxhall 21.65% £528.46

Audi 21.91% £742.62

Mercedes-Benz 22.80% £724.36

Jeep 24.24% £707.99

Jaguar 24.33% £878.20

Porsche 24.54% £1,176.77

Land Rover 35.82% £1,039.29

19.38% £685.76

Reliability in 2026: a question of 
balance

As the industry moves into 2026, reliability is 
becoming less about avoiding faults entirely 
and more about managing their impact. 

Suzuki’s rise to the top demonstrates that 
consistency and restraint still matter, even in 
a market increasingly shaped by technology 
and regulation.

WSG’s claims data shows that simplicity 
continues to deliver resilience, while 
complexity introduces risk. For consumers, 
dealers and manufacturers alike, the 
message is clear: the most reliable vehicles 
are often those designed to do fewer things - 
but to do them well.

2024 vs 2025: rising costs

Comparing average claim values between 
2024 and 2025 shows that cost inflation 
is affecting manufacturers across the 
entire market. While absolute claim values 
remain higher at the premium end, the 
data indicates that volume brands are now 
experiencing comparable upward pressure. 

This is narrowing the historic gap between 
mainstream and luxury ownership costs and 
reshaping long-held assumptions around 
affordability.

Manufacturer reliability rankings EMERGING TRENDS

Trends among lower-cost and volume 
manufacturers
Among traditionally lower-cost brands, several 
manufacturers continue to show relative cost stability 
year on year. Citroen, Honda and SEAT all recorded 
minimal movement between 2024 and 2025, with 
changes of less than 1% in either direction. 

These results suggest that simpler powertrains, 
lower diagnostic complexity or a higher proportion 
of routine mechanical claims may still be helping 
to contain average repair costs for certain models.

However, the data also highlights how quickly this 
position can shift. Toyota and Volvo recorded the 
largest year-on-year increases in the dataset, rising 
by 24.66% and 24.10% respectively. Toyota’s average 
claim increased from £434 in 2024 to £541in 2025, 
while Volvo rose from £538 to £667. 

Luxury and premium brand cost 
escalation
At the luxury end of the market, manufacturers 
such as Land Rover, Porsche, BMW, Mercedes-
Benz and Jaguar continue to generate the highest 
average claim values across both years. 

Porsche remains the most expensive brand in the 
dataset, with average claims rising from £1,105 in 
2024 to £1,181 in 2025. 

Land Rover continues to exceed the £1,000 
threshold, while BMW, Mercedes-Benz and Jaguar 
each recorded double-digit year-on-year increases. 
These figures reflect the cumulative impact of 
complex drivetrains, specialist diagnostics and 
labour-intensive repairs.

What has changed since 2024
The key change between 2024 and 2025 is not 
the type of faults being claimed, but the reasons 
behind them. 

Claims are increasingly driven by system interaction 
rather than single component failure. Vehicles are 
spending longer on the road, technology density 
continues to rise, and consumers are less willing to 
ignore warning lights or intermittent issues.

For dealers, this reinforces the importance of 
understanding claim frequency as well as claim 
value. The most common claims are often the ones 
that shape customer perception of reliability and 
ownership experience. 

Middle-market manufacturers under 
pressure
Manufacturers positioned in the middle of the 
market also show clear inflationary trends. 
Volkswagen recorded a 15.59% increase, Renault 
13.96% and Hyundai 7.88%, pushing average claim 
values firmly into the mid-£600 range. 

These increases reinforce that repair cost inflation 
is now driven more by technology and labour 
inputs than by brand positioning alone, reducing 
the distinction between volume and premium 
ownership risk.

These movements demonstrate 
how brands traditionally associated 
with reliability and value are 
increasingly exposed to higher 
repair costs as advanced safety 
systems, electronics and emissions 
technology become standard.

Implications for dealers and owners
Taken together, this comparison confirms that 
rising repair costs are structural rather than 
cyclical. Increasing technology density, labour 
rate inflation and longer ownership cycles are 
reshaping ownership risk across all segments. 

For dealers, the message is clear: relying on 
historic assumptions around repair affordability is 
no longer sufficient. Those using real-world claims 
data to guide stock selection, pricing strategy 
and warranty positioning will be better placed to 
protect margins, manage customer expectations 
and build long-term trust.

Luxury and premium cost escalation
At the luxury end of the market, manufacturers 
such as Land Rover, Porsche, BMW, 
Mercedes-Benz and Jaguar continue to 
generate the highest average claim values 
across both years. Porsche remains the most 
expensive brand in the dataset, with average 
claims rising from £1,105 in 2024 to £1,181 
in 2025. Land Rover continues to exceed the 
£1,000 threshold, while BMW, Mercedes-Benz 
and Jaguar each recorded double-digit year-
on-year increases. 

These figures reflect the cumulative impact 
of complex drivetrains, specialist diagnostics 
and labour-intensive repairs.

Using real-world claims data to set expectations and position warranties                     
appropriately is now essential in managing trust and long-term customer satisfaction.
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Labour rates by manufacturer: 2024 to 
2025 comparison
WSG’s labour data by manufacturer shows that 
while labour inflation is a market-wide trend, its 
impact varies significantly by brand. Comparing 
2024 and 2025 highlights differences not only in 
average labour cost, but also in the time required 
to complete repairs, reflecting varying levels of 
vehicle complexity and repair intensity across 
manufacturers.

Across the most common makes, average labour 
hours per claim increased from 1.91 hours in 2024 
to 2.03 hours in 2025, while average labour cost 
rose from £65.63 to £68.51, representing a 4.38% 
increase overall. This indicates that labour inflation 
is being driven by both longer repair times and higher 
hourly rates, rather than either factor in isolation.

Most reliable manufacturers - minimum 250 warranties (cars only)RISING LABOUR RATES

Rising labour pressure across 
mainstream brands
One of the most notable trends in the 2024 to 2025 
data is the scale of labour inflation among volume 
manufacturers. Volvo recorded the largest year-on-
year increase in labour cost at 14.50%, followed by 
Toyota (9.84 %), Citroen (9.26%) and Jeep (10.53%). 
These increases show that labour pressure is no 
longer confined to the premium segment.

For these manufacturers, average labour hours 
remain relatively modest, but rising hourly costs 
and incremental increases in repair time are 
pushing overall labour exposure higher.

This reinforces the shift towards greater repair 
complexity across mainstream vehicles, driven           
by electronics, safety systems and emissions-
related work.

What manufacturer labour trends mean 
for dealers
Only a small number of manufacturers recorded 
flat or declining labour costs between 2024 
and 2025, including MINI, Skoda and Vauxhall. 
However, these movements are relatively marginal 
and do little to offset the broader upward trend 
seen across the dataset.

Taken together, this comparison confirms that 
labour inflation is uneven but persistent. Differences 
in labour exposure are becoming an increasingly 
important factor in ownership affordability and 
warranty positioning. For dealers, understanding 
how labour risk varies by manufacturer is critical 
when setting customer expectations, structuring 
warranty cover and managing aftersales 
conversations in a market where labour continues 
to exert upward pressure on repair costs.
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Premium brands and labour intensity
Premium manufacturers continue to record the 
highest labour hours and hourly rates. Porsche 
stands out as the most labour-intensive brand, 
averaging 2.85 hours per claim in 2025 with an 
average hourly labour cost of £89.76. Land Rover, 
Mercedes-Benz and BMW also sit above the 
market average for both labour time and cost, 
reflecting the complexity of repairs involving 
advanced drivetrains, integrated electronics and 
specialist systems.

1.	 Battery 	 			      £284
2.	 ABS wheel speed sensor         £187
3.	 NOx sensor			      £795
4.	 Coil springs 			      £245
5.	 Alternator 			      £608
6.	 O₂ sensor 			      £312
7.	 Water pump 			      £408
8.	 Ignition coil 			      £206
9.	 Starter motor / solenoid	    £398
10.	 Shock absorbers 		     £551

WSG CAR WARRANTY POLICIES - LABOUR DATA

2025 2024

Fault Av. labour hours 
per claim

Av. labour 
cost per hour

Av. labour 
hours per claim

Av. labour 
cost per hour

% Increase / 
decrease

Wheel speed sensor 0.60 £66.00 0.63 £63.77 3.49%

Air con compressor 1.71 £65.34 2.16 £51.28 27.41%

Air con condenser 1.94 £69.64 1.88 £64.42 8.11%

Alternator 1.58 £66.64 1.35 £60.82 9.58%

Battery 0.39 £70.55 0.43 £67.30 4.83%

Master cylinder 1.96 £62.60 1.95 £61.72 1.43%

Coil springs 1.42 £64.84 1.61 £62.63 3.52%

Slave cylinder 4.96 £62.65 4.74 £61.76 1.44%

Egr valve 2.07 £63.13 2.07 £61.86 2.07%

Ignition coil 0.51 £69.88 0.45 £62.46 11.88%

Nox sensor 0.79 £68.90 0.88 £64.98 6.04%

O2 sensor 0.65 £70.52 0.71 £62.40 13.01%

Shock absorbers 1.74 £70.68 1.72 £67.92 4.08%

Starter motor 1.18 £64.53 1.12 £60.82 6.10%

Thermostat 2.10 £67.44 1.93 £65.63 2.75%

Thermostat housing 1.76 £69.19 1.68 £62.01 11.59%

Turbo 3.79 £65.73 3.37 £66.70 -1.46%

Water pump 2.16 £65.55 2.38 £61.52 6.55%

Washer pump 0.69 £65.44 0.71 £63.71 2.70%

All claims 2.05 £69.22 1.99 £65.88 5.08%

Most common warranty claims 2025
While year-on-year increases among premium 
brands are generally more moderate than some 
volume manufacturers, their already high labour 
baseline means overall exposure remains 
significant. Even small percentage increases 
translate into materially higher repair costs for 
customers once labour is applied across longer 
repair times.

Labour across parts
Labour attached to the most common repairs has 
jumped significantly: battery replacement labour 
is now around £96, up from £90; O₂ sensor labour 
has risen from £180 to £192; alternator labour has 
climbed from £240 to £255; and coil spring labour 
has increased from £140 to £150.

Jobs that rely heavily on diagnostics have been hit 
the hardest. ABS wheel-speed sensor checks now 
cost £85–£95 in labour, up from £80–£88 in 2024, 
simply due to higher hourly workshop rates.

Overall rises
WSG’s data also reveals that the average car repair 
bill for 2025 had risen by nearly 8% compared to 
2024, with some jobs now costing 10-20% more. 
These statistics are compounded by striking 
increases in certain components, including washer 
pump failures (up 45%), coil spring replacements 
(5%) and O₂ sensor faults (3.8%). Even battery-
related failures are up 0.8%, particularly among 
drivers stretching service intervals. 

The analysis shows that while labour times have 
stayed broadly the same, the cost of that labour 
has risen by more than 5% in the last 12 months - 
rising faster than the UK inflation rate. This means 
motorists are paying noticeably more for the same 
hour of workshop time than they were a year ago, 
adding £20–£40 to many routine repairs.

Unless rising costs are addressed, the UK 
could see long-term impacts on mobility, 
employment, and family independence - 
with car ownership becoming less secure 
for millions of households.
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This behaviour is part of a broader long-term shift 
in which interest in electric vehicles is steadily 
growing. Internal Carwow statistics show that 
EV enquiries have risen significantly over time, 
reflecting sustained consumer interest in electrified 
powertrains even before the 2025–26 period.

Digital journeys are now central to early-stage 
research, with consumers expecting clear 
and readily accessible total cost of ownership 
information - from fuel/energy usage and 
depreciation to servicing, running costs and 
insurance. Where transparency is lacking, drop-off 
rates rise sharply.

CARWOW INSIGHTS

Digital bias redefining market dynamics

Buyer behaviour continues to evolve at pace. 
Affordability pressures, digital-first journeys and 
changing attitudes to powertrain choice are all 
influencing how consumers research, compare 
and ultimately purchase vehicles. 

Insights from Carwow reinforce a picture that 
closely mirrors trends seen in WSG claims and 
policy data - a market that is more cautious, more 
informed and increasingly driven by transparency 
and value. Consumer confidence and affordability 

pressures
Consumer confidence is improving but remains 
cautious. Monthly affordability continues to 
dominate decision making, reinforcing the 
importance of finance in the buying journey. 

Consumers are not only more finance-led, but 
more finance-aware, actively comparing multiple 
offers and finance structures before committing.

There is also a clear shift towards used vehicles 
among buyers who historically would have 
defaulted to new. This trend is driven by ongoing 
pricing pressures and wider choice in the used 
market, particularly among EVs and hybrids.

A more considered digital buyer
Car buyers are spending longer researching vehicles 
before engaging a retailer, using online platforms 
not just to browse, but to compare pricing, 
specifications, running costs and finance options.

The average Carwow consumer now considers 
seven brands and four models before choosing 
one, highlighting a shift away from brand loyalty 
towards value-led, evidence-based decisions.

Used market supply and the EV inflection point
The used car market continues to feel the structural effects                       
of nearly two million “lost” new car sales during the pandemic, 
compounded by semiconductor shortages and subsequent 
softening in new registrations. 

While used supply has broadly stabilised, availability remains 
uneven across segments, maintaining competition for quality               
stock and putting pressure on margins.

One of the most notable shifts highlighted by 
Carwow is the growing confidence in used EVs. 

Used electric vehicles are increasingly viewed as a 
stepping stone rather than a compromise, allowing 
consumers to experience EV ownership before 
committing to a new model. 

Around one in four used-car enquiries on Carwow 
are now for EVs, underlining how rapidly attitudes 
are evolving.

This trend is consistent with broader EV adoption 
signals in the UK market, where the volume and 
variety of affordable electric model - both new and 
used - is expanding, making EVs more accessible 
to mainstream buyers.

Looking ahead, Carwow expects 2026 to be the 
year when EV enquiries for new cars overtake 
petrol and diesel enquiries for the first time - a 
landmark shift that would reflect both increasing 
supply and sustained consumer interest.

•	 Jaecoo 7
•	 Hyundai Tucson
•	 Kia Sportage
•	 BYD Seal U
•	 MG HS

•	 Nissan Qashqai
•	 Tesla Model 3
•	 Volkswagen Tiguan
•	 MG4 EV
•	 MG ZS

10 most-enquired new cars 2025

The Jaecoo 7 attracted more customer 
enquiries for UK dealers via Carwow than any 
other model during 2025. The Hyundai Tucson 
retained second place from 2024, with enquiries 
up 36% year on year. In third place was the Kia 
Sportage, marking its second consecutive year 
in the top three.
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Around one in four used-car enquiries 
on Carwow are now for EVs, underlining 
how rapidly attitudes are evolving.



Dealer implications: challenge and 
opportunity
As more of the buying and selling process moves 
online, dealers face a more transparent and 
demanding marketplace. Pricing errors are more 
visible, stock sourcing decisions carry greater risk, 
and consumer expectations for seamless digital 
experiences are higher. Managing lead quality 
alongside increasing lead volumes has become       
a key operational challenge.

However, the opportunity is significant. Dealers 
that combine a strong digital presence with confident, 
knowledgeable follow-up are performing well. 

Online platforms enable retailers to reach buyers 
beyond traditional catchment areas, improve stock 
exposure and increase stock turn. Importantly, 
digital channels allow sales teams to focus effort 
on higher-intent enquiries, improving efficiency at   
a time when margins are under pressure.

Hybrid journeys, blending online research with 
physical interaction, are now the norm rather than 
the exception. Success depends on aligning online 
messaging with in-store reality and managing the 
handover effectively.

Segments, valuations and operational 
pressure
Going forwards, hybrid vehicles are forecast to 
outperform pure EVs in volume terms, serving as a 
confidence bridge for many buyers hesitant about 
full electrification.

SUVs and crossovers, particularly compact and 
mid-size segments, remain resilient. Premium and 
performance vehicles continue to sell, but demand 
is more selective and increasingly finance driven.

Part-exchange remains a sensitive area. 
Consumers often remain anchored to pandemic-
era valuations, despite market correction.

Online valuation tools have made buyers more 
informed, but confusion persists around the 
differences between retail, trade, PX and private 
values. Dealers that clearly explain valuation 
logic and market dynamics are seeing smoother 
transactions and stronger trust.

Operationally, dealers are under sustained 
pressure from rising costs, margin compression, 
competition for stock and increased regulatory 
scrutiny. Focusing on stock turn, speed of sale, 
profit per unit and real-time demand data will be 
critical in navigating these pressures.

Looking ahead

For dealers, the growth opportunity in 2026 lies in matching the right vehicles to the right buyers 
faster, reducing friction in the buying journey and building trust through transparency. 

In a market where confidence, relevance and speed increasingly matter more than scale alone, 
those adapting their strategies accordingly will be well-placed to outperform.

    
KEY                   

  
IN SI G H TS

AFFORDABILITY SHAPING AFTERSALES BEHAVIOUR

Affordability remains the defining pressure shaping behaviour across the aftersales and repair market. 
Drivers are keeping vehicles for longer, increasingly choosing independent garages over main dealers 
and deferring non-urgent work unless flexible ways to pay are clearly presented. This shift reflects 
cashflow sensitivity at the point of decision rather than a reduction in repair need.

Strengthening recovery and retention
Rather than limiting dealer opportunity, Consumer 
Duty has rewarded those who can demonstrate 
transparency and fair outcomes. Where compliant, 
interest-free finance is presented at decision points, 
dealers capture more red and amber work - reducing 
discounting and increasing recovery rates. 

A case study with Thurlow Nunn showed a 35% 
year-on-year revenue increase, with returning 
customers spending 75% of their first-time spend 
and a £10 uplift in recovery rate.

As EVs enter the used market in greater volume, 
AutoBI, a Bumper Group company, provides EV-
specific insights across vehicle types, parts lines 
and conversion trends. This supports fair pricing, 
confident presentation of options and consistent 
outcome measurement across sites.

Where interest-free monthly payments are offered, 
approval and recovery rates improve materially. 
In one case study, the introduction of flexible 
payments saw a 100% increase in amber work 
conversion and a 27% uplift in average invoice value. 

Bumper continues to see a consistent 
improvement in recovery rates on financed jobs 
across its workshop network, indicating 20% uplift 
compared with non-Bumper transactions, helping 
offset ongoing parts and labour inflation.

Consumer behaviour
Nearly half (47%) of drivers say the cost-of-living 
crisis is influencing their vehicle maintenance 
decisions. For those impacted by cost pressures, 
91% plan to extend their car ownership rather 
than replace, 59% are turning to independent 
garages for affordability and 38% are postponing 
recommended work.

Payments as a growth lever
The strongest growth opportunity lies in owning the 
payment experience end-to-end. 

A single, compliant payment orchestration layer - 
covering card, bank transfer, interest-free finance 
and refunds - paired with outcome-focused 
analytics enables dealers to demonstrate value, 
reduce friction and strengthen long-term customer 
relationships. 

Partnerships between finance, warranty and service 
providers will remain central to sustainable growth.

Payment flexibility is now a key 
differentiator, with 48% of motorists 
ranking the ability to spread the cost   
as a priority when choosing a repairer.

Consumer Duty, business-as-usual
FCA Consumer Duty has reinforced the need 
for clear communication, fair value and 
demonstrable customer outcomes. 

At Bumper, Consumer Duty is embedded as 
ongoing governance rather than a one-off change. 
Customer outcome MI is reviewed monthly at 
senior level, covering complaints, vulnerability 
indicators and affordability outcomes. 

Financial promotions are standardised and 
reviewed to ensure clarity, appropriate risk 
wording and the avoidance of friction. 

Affordability and creditworthiness checks are 
strengthened through soft searches, CRA data and 
vulnerability pathways.
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PROTECTING VALUE IN A HIGH-COST MOTORING ERA
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Preventative care moves centre stage
This change in mindset has driven greater 
awareness of how vehicle condition directly affects 
total cost of ownership. End-of-contract charges, 
resale values and dealer appraisals all hinge on 
appearance and perceived care. 

As a result, more drivers are seeking products 
and routines that help maintain condition, protect 
residual value and extend vehicle life.

New vs used: different drivers, shared 
pressures
These behaviours differ slightly between new and 
used car buyers, but the underlying pressures are 
similar. New car buyers often prioritise maintaining 
showroom condition to avoid penalties at the end 
of their finance agreements and protect future 
trade-in values. 

Used car buyers, by contrast, tend to be more 
cost-conscious, but are increasingly motivated by 
longevity and resale potential. They seek practical, 
value-led solutions that improve condition without 
unnecessary expense.

Affordability pressures are also influencing how 
motorists approach servicing and cosmetic care 
more broadly. While some non-essential spend 
may be delayed, there is growing recognition that 
neglect simply shifts cost further down the line. 
This creates an opportunity to highlight products 
and processes that offer clear, long-term value 
rather than short-term fixes.

Looking ahead, sustainable long-term car ownership in the UK will 
depend on education, efficiency and value retention. 

Drivers need clearer guidance on preventative care, dealers must treat 
condition as a strategic asset, and manufacturers should continue 
designing vehicles that are resilient and easier to maintain. 

For Autoglym, this reinforces the importance of developing durable, 
simple-to-use solutions that help drivers protect their investment in 
an increasingly cost-conscious market. 

          New car buyers often prioritise maintaining 
showroom condition to avoid penalties at the 
end of finance agreements.
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As vehicle ownership costs continue to rise, the relationship drivers have with 
their cars is evolving. Higher purchase prices, increased servicing costs and 
the widespread use of finance products such as PCP have reshaped attitudes 
towards maintenance, care and long-term value.

From Autoglym’s perspective - as experts in retail 
car care, professional trade solutions and vehicle 
protection systems - this shift is not one-dimensional. 

On one hand, shorter ownership cycles can 
reduce emotional attachment. Vehicles financed 
rather than owned outright are sometimes viewed 
as temporary, which can lead some drivers to 
minimise time and spend on maintenance. 

On the other hand, rising costs have created a 
growing group of more engaged and value-conscious 
motorists. As cars become more expensive to buy, 
run and return, protecting condition is increasingly 
seen as a financial necessity rather than a 
discretionary extra.

As cars become more expensive to buy, 
run and return, protecting condition is 
increasingly seen as a financial necessity 
rather than a discretionary extra.
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Preventative maintenance is now becoming 
central to cost management. Rather than reacting 
to visible deterioration or faults, drivers are 
recognising the value of early intervention - from 
protective coatings and interior care to regular 
upkeep that prevents accelerated wear. 

Small, proactive steps can help avoid much larger 
costs later, whether that is cosmetic rectification 
at handback or reduced confidence when trading 
in or selling a vehicle.

Vehicle condition remains a critical driver of 
residual values and resale confidence for both 
consumers and dealers. 

Well-maintained cars sell faster and achieve 
stronger prices because they signal responsible 
ownership and lower risk. For dealers, condition 
directly impacts preparation costs, stock turn and 
margins. For consumers, visible care provides 
reassurance and leverage at the point of sale.

As vehicles become more technologically 
advanced, maintenance routines must also evolve. 

Modern cars feature advanced materials, integrated 
electronics and sensitive sensor systems, 
meaning traditional cleaning and protection must 
complement, not compromise, technology. 

This has driven innovation in products that are 
safe for modern vehicles while still delivering the 
protection and finish drivers expect.

Condition, technology and the future of ownership
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Different powertrains, shared 
uncertainty
While specific concerns vary by vehicle type, the 
underlying theme is consistent. Unpredictability             
is shaping decision-making across the market.

For petrol and diesel owners, rising insurance 
premiums and the expanding reach of Clean Air 
Zones continue to apply pressure. These costs 
are often location-dependent, subject to policy 
change and difficult to forecast, making them 
harder to factor into purchasing decisions with 
confidence.

Value for money is being redefined
As a result, drivers are reassessing what value for 
money really means. Attention has shifted away from 
headline purchase price towards the full ownership 
journey. Warranty coverage, reliability, insurance 
groupings and long-term demand in the used market 
are now central to purchasing decisions.

This shift is already visible in buying intent. Hybrids 
are now the most likely next-car choice for almost 
39% of drivers, ahead of petrol, diesel and electric 
models. 

By contrast, only 15% of drivers say their next car will 
definitely be electric. For many motorists, hybrids 
represent a pragmatic middle ground, offering 
improved efficiency and lower emissions without 
the infrastructure and depreciation concerns 
associated with full EV ownership.

Newer market entrants are also benefiting from 
this recalibration. Brands such as BYD and Jaecoo 
are gaining share by offering strong specifications, 
modern technology and competitive warranties 
at price points that feel more predictable and 
defensible over the life of the vehicle.

Prevention, maintenance and the EV 
reality
Regit’s data also highlights that many of the most 
expensive ownership costs remain avoidable. 
Delayed servicing, ignored warning lights and poor 
tyre maintenance often turn manageable issues 
into costly failures. 

While manufacturer servicing is frequently 
perceived as expensive, postponing maintenance 
typically increases total cost over time.

The new currency of car ownership.

From fuel and insurance to taxation, charging, 
maintenance and resale values, the number of 
variables shaping total cost of ownership has 
increased sharply. 

For many motorists, long-term planning has become 
more difficult, regardless of powertrain choice.

Data from Regit – the digital garage for             
car owners – shows how this uncertainty 
is already influencing behaviour.

More than half of UK drivers (57%) now 
say they are happier to keep their car 
for longer than they were previously, 
increasing exposure to long-term running 
costs such as insurance, repairs and 
depreciation. 

At the same time, over a third say 
government indecision has made them 
less likely to change their vehicle, 
reinforcing hesitation around major 
purchase decisions and contributing to             
a more cautious, value-led market.

Running a car in the UK has always involved compromise. In 2026, however, the defining 
challenge for drivers is no longer simply cost, but uncertainty. 
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          More than half of UK drivers (57%)   
now say they are happier to keep their 
car for longer...

57%

Data from Regit...

EV drivers
Among EV drivers, confidence has shifted over the 
past 12 months. Early adopters were drawn by the 
promise of lower running costs, but that advantage 
has been steadily eroded. 

Regit data shows that 79% of drivers now cite price 
as a barrier to EV ownership, while 69% point to 
charging infrastructure and 60% to charging time. 

A quarter of drivers say they cannot charge at 
home, underlining how access to off-street parking 
has become a critical determinant of EV suitability 
and long-term running costs.

Resale values are also emerging as a significant 
concern. More than half of drivers (54%) say they 
are worried about EV resale values, reflecting 
growing awareness that depreciation can be one of 
the most substantial costs of ownership.

Across both EV and ICE drivers, it is the absence of 
cost certainty, rather than any single expense, that 
creates the greatest friction.

Cost certainty as a competitive advantage
For drivers, the greatest opportunity to manage      
costs increasingly comes from making better-
informed decisions at the outset. 

Choosing vehicles with proven reliability, sensible 
insurance classifications, strong warranties and 
realistic resale prospects can have a far greater 
impact on ownership costs than attempting to                  
claw savings back later.

In a market shaped by uncertainty, cost certainty         
is becoming a defining factor in car ownership. 

For manufacturers, retailers and product providers, 
helping drivers understand, predict and manage the 
true cost of owning a vehicle will be central to building 
trust and sustaining demand in the years ahead.

Early intervention remains one of the most effective 
ways for drivers to manage long-term costs. 

This is becoming increasingly important as 
vehicles grow more complex and software-driven, 
and as EVs introduce different, but equally critical, 
maintenance considerations around tyres, brakes 
and battery health.

Hybrids are now the most likely next-car 
choice for almost 39% of drivers, ahead 
of petrol, diesel and electric models.
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Accreditation, training and data security
Technical accreditation and ongoing training 
are increasingly critical. They protect not only 
technicians, but consumers as well. As vehicles 
become more connected, the scope of risk extends 
beyond mechanical failure to data security.

Transparency, residual values and 
consumer confidence
Affordability pressures are making transparency 
and education more important than ever. While the 
industry is more open than it once was, uncertainty 
remains around long-term residual values, 
particularly for electrified vehicles.

Battery degradation over time is still not fully 
understood at scale, simply because these 
vehicles have not been in use long enough. 

That lack of long-term data makes it harder for 
consumers to assess future value and ownership 
costs with confidence, especially when planning 
beyond the initial ownership period.The true cost of ownership.

For UK motorists, the real cost of owning a car is 
increasingly shaped by what happens after the 
keys are handed over. While purchase price still 
matters, it is no longer the clearest indicator of 
affordability. 

Modern vehicles are more complex, more connected 
and more expensive to maintain, and that complexity 
is steadily reshaping the ownership experience.

Rising post-purchase costs rarely stem from a 
single factor. Instead, they reflect an accumulation 
of pressures. Parts prices have increased sharply, 
labour costs continue to rise and high-tech vehicle 
theft has become a growing concern.

Together, these factors feed directly into higher 
insurance premiums and repair bills. For drivers, 
the challenge is not simply higher costs, but the 
difficulty of predicting them over the life of the vehicle.
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       Parts prices have increased                    
sharply, labour costs continue to 
rise and high-tech vehicle theft has 
become a growing concern.

Skills shortages and rising repair costs
Skills shortages across the repair sector are 
compounding this issue. Workshops are now 
expected to service internal combustion engines, 
diesels, hybrids, plug-in hybrids and fully electric 
vehicles side by side. That breadth of technical 
requirement demands a workforce with wider and 
deeper expertise than ever before.

Software, connectivity and changing 
service models
At the same time, vehicle technology itself is 
changing the nature of servicing. Software-led 
systems and connected vehicles have introduced 
efficiencies, but they also bring new dependencies. 
Battery electric vehicles may require less routine 
mechanical servicing, yet critical updates can be 
delivered remotely, sometimes without a vehicle 
ever entering a workshop.

This shift challenges traditional repair models and 
raises questions about access, accountability and 
capability, particularly when systems can only be 
updated or managed at manufacturer level. It also 
highlights the growing divide between what can be 
handled locally and what sits beyond the reach of 
independent repairers.

As labour becomes scarcer, costs inevitably rise, 
and those increases are ultimately passed on to 
consumers through servicing, repairs and insurance.

In many parts of the industry, the shortage of 
highly experienced technicians, particularly           
at master technician level, is becoming acute. 

Looking ahead, consumers are likely to gravitate towards 
manufacturers and retailers that demonstrate high levels 
of training, professionalism and security. 

As new cars become less affordable for many households, 
confidence in the quality, longevity and support around 
used vehicles will become increasingly important.

Sustaining trust in vehicle ownership will depend on 
the industry’s ability to manage complexity responsibly, 
rather than allowing it to quietly inflate costs and erode 
confidence over time.

Preparing for the next phase of ownership
Not all parts of the sector are equally prepared for what comes next. Independent garages face structural 
challenges in accessing connected vehicle systems, and the long-term reality of EV battery repair and 
refurbishment remains unclear. 

Without continued investment in skills, access and standards, these gaps risk widening.

The future...

Modern vehicles now hold significant volumes 
of personal data, particularly where phones and 
digital services are integrated. 

While some manufacturers are investing heavily 
in protecting that data, standards are not yet 
consistent across the market. This inconsistency 
has the potential to undermine consumer 
confidence if left unaddressed.

By Jim Saker, President of the 
Institute of  the Motor Industry 
(IMI) and Emeritus Professor 
of Retail Management at 
Loughborough University.

28 29



hello@wsgwarranties.co.uk

warrantysolutionsgroup.co.uk


