PRACTICE EXAM 11: ASE C1
SIMULATION (50 QUESTIONS)

Recommended time: 75 minutes. Domain distribution: 23 Communications / 18 Product
Knowledge / 9 Shop Operations. Content angles distinctly different from Exams 1-9.

1. A customer states they prefer to wait in the lobby while their vehicle is serviced rather than leave it.
The consultant should:

A. Insist the customer leave the vehicle and return when notified that the work is complete

B. Welcome the customer to wait, set realistic expectations about wait time, and offer lobby amenities
C. Charge the customer a "lobby occupancy” fee to discourage long-waiting customers during shifts
D. Refuse the request and reschedule the appointment for a drop-off day when the customer leaves

2. The compression ratio of an internal combustion engine refers to:

A. The ratio of engine horsepower to fuel consumption at maximum operating speed
B. The ratio of cylinder bore diameter to piston stroke length under normal conditions
C. The ratio of cylinder volume at bottom dead center to volume at top dead center

D. The ratio of intake valve duration to exhaust valve duration in valve timing terms

3. A customer struggles to read the printed estimate placed in front of them. The consultant should:

A. Hand the estimate to the customer and direct them to read it carefully on their own

B. Verbally walk the customer through each line of the estimate without drawing attention to the issue
C. Refuse to discuss the estimate verbally until the customer reads the written document carefully

D. Reduce the price of the repair because the customer cannot read the estimate properly today

4. The compression rings on a piston primarily function to:

A. Seal the combustion chamber against the cylinder wall, preventing combustion gases from escaping
past

B. Lubricate the cylinder wall by distributing engine oil evenly across the entire bore surface

C. Cool the piston crown by transferring heat directly into the engine's coolant passages near it

D. Provide the mechanical bearing surface between the piston and the connecting rod's small end

5. A customer asks the consultant to email the invoice to them rather than receiving a printed copy. The
consultant should:



A. Refuse the request and tell the customer that printed invoices are the only format the shop offers

B. Confirm the customer's email address, send the invoice, and document the email delivery in customer
file

C. Send the invoice to a generic shop email and forward it later without confirming the customer's
address

D. Charge the customer an additional fee for the convenience of electronic invoice delivery service

6. A customer insists the noise is coming from the brakes, but the technician's road test points to a wheel
bearing. The consultant should:

A. Tell the customer the diagnosis is final and there will be no further discussion about it

B. Explain the technician's findings, demonstrate the evidence, and walk through what the diagnosis
means

C. Perform a brake service anyway because the customer believes it is a brake noise and pays

D. Refuse the repair until the customer agrees that the technician's diagnosis is the correct one

7. The ignition coil in a modern vehicle functions to:

A. Convert direct current from the battery into alternating current for the vehicle's accessories
B. Smooth the voltage spikes generated by the alternator before they reach the battery terminals
C. Provide the electrical energy needed for the starter motor to crank the engine on demand

D. Step up the battery's low voltage into the high voltage required to fire the spark plugs

8. The crankshaft in a reciprocating internal combustion engine functions to:

A. Convert the reciprocating piston motion into rotational motion at the engine's output shaft

B. Maintain consistent oil pressure across the engine's lubrication system at all operating speeds
C. Drive the camshaft via the timing belt or chain to operate the engine's intake valves

D. Generate the high voltage required to ignite the air-fuel mixture in each engine cylinder

9. A customer calls and asks for a "ballpark" estimate for a repair over the phone without bringing the
vehicle in. The consultant should:

A. Provide a general range from common pricing for the described work and note inspection is required
B. Provide a precise dollar figure over the phone and commit the shop to that exact amount for the repair
C. Refuse to discuss any pricing whatsoever until the customer brings the vehicle to the shop directly

D. Quote the highest possible price for the described work to ensure the customer is not surprised later

10. The shop's vehicle key control system is designed to:

A. Speed the technician's workflow by leaving keys in each vehicle on the lot for fast access

B. Account for every customer key, protect against unauthorized use, and document key movement each
day

C. Reduce parts inventory carrying costs by tracking each technician's work against the vehicle keys

D. Comply with federal regulations requiring documented chain of custody for every vehicle key
handled



11. The spark plug gap specified by the vehicle manufacturer:

A. Is identical across all spark plugs regardless of vehicle make or engine application type

B. May be widened by the service technician to provide a stronger spark at startup conditions

C. Has no effect on engine performance or ignition behavior in modern vehicle applications

D. Must be set to the manufacturer's specification for proper ignition voltage and combustion timing

12. A customer asks if the shop can install higher-quality (premium) parts instead of the standard parts
in the estimate. The consultant should:

A. Refuse the request and tell the customer the shop installs only standard parts on their estimate

B. Charge for the premium upgrade without explaining any difference between the standard and
premium options

C. Discuss the differences and price between standard and premium parts, then let the customer decide
D. Substitute premium parts at the standard labor rate to add value for the customer at no cost

13. The wheel speed sensor at each wheel on a modern vehicle provides input to:

A. The fuel injection system to calibrate fuel delivery based on the rotational wheel speed

B. The HVAC system to adjust cabin airflow based on the wheel's measured rotational speed
C. The transmission control module to determine when to engage parking gear at low speeds
D. The ABS, traction, and stability control systems to monitor each wheel's rotational speed

14. A customer pulls up the shop's online reviews and points to a negative one. The consultant should:

A. Ignore the review and refuse to discuss the matter with the customer at the shop today

B. Defend the shop aggressively without acknowledging the customer's reference to the review

C. Promise the customer that all negative reviews are fake and posted by competitor businesses only
D. Acknowledge the review, briefly explain the shop's response, and let the work speak for itself

15. Before releasing a completed vehicle to the customer, the consultant should:

A. Hand over the keys quickly to keep the customer moving and the lobby clear for next time

B. Discuss only the warranty terms at delivery without any other parts of the visit being addressed
C. Confirm identity, review the work performed, present the invoice, and provide all warranty
information

D. Allow the customer to retrieve the vehicle from the lot without speaking to a shop employee first

16. After a positive service visit, a customer asks the consultant for general advice on caring for their
vehicle. The consultant should:

A. Share practical maintenance tips suited to the customer's vehicle and driving habits, reinforcing the
relationship

B. Refuse to provide free advice and direct the customer to the owner's manual for any further questions
C. Charge a consultation fee for advice not directly related to a specific repair the customer has paid for



D. Provide generic advice that applies to every vehicle regardless of the customer's make or driving
conditions

17. Wheel offset, expressed in millimeters of positive or negative value, refers to:

A. The thickness of the wheel metal at the bead seat where the tire seals to the rim

B. The vertical distance between the wheel's center bore and the top edge of the tire sidewall

C. The distance between the wheel's mounting surface and the centerline of the wheel, in mm

D. The maximum load rating of the wheel itself measured in millimeters at the wheel's stress points

18. Adaptive cruise control differs from standard cruise control in that adaptive cruise control:

A. Reduces fuel consumption by 30% compared to standard cruise control during highway driving
conditions

B. Maintains a set following distance to the vehicle ahead by automatically adjusting throttle and
braking

C. Operates only at speeds below 25 mph and disengages once the vehicle exceeds that limit

D. Eliminates the need for the driver to hold the steering wheel during routine highway operation
conditions

19. A customer asks for a printed copy of the multi-point inspection findings even after declining all the
recommended additional work. The consultant should:

A. Refuse the request since the customer declined the recommended work the inspection had identified
B. Provide the inspection report but charge an additional fee for printing the customer's copy

C. Provide the inspection report at no charge and document that the customer received the copy

D. Provide a verbal summary only since written inspection reports are reserved for authorized repair
customers

20. A customer mentions that another shop quoted them a much lower price for the same repair. The
consultant should:

A. Match the competitor's price immediately to keep the customer's business at this shop today

B. Tell the customer that competitor pricing is not the shop's concern and refuse to discuss it

C. Refuse to perform the work unless the customer provides a written quote from the other shop

D. Acknowledge the comparison, ask what the other quote includes, and explain what this quote covers

21. A modern sealed wheel bearing assembly (hub bearing) is typically serviced by:

A. Disassembling the bearing on the bench, repacking it with grease, and reinstalling it on the vehicle

B. Adjusting the bearing preload with a torque wrench to the manufacturer's spec at every tire rotation
C. Replacing the complete hub bearing assembly when the bearing develops noise, play, or speed sensor
issues

D. Adding fresh grease through the grease fitting at every oil change to extend the bearing's service life



22. When the technician discovers additional needed work during the original repair, the consultant
should:

A. Add the additional work to the invoice and notify the customer at delivery after the work

B. Contact the customer with the findings and price impact, then obtain authorization before proceeding
C. Perform the additional work first and notify the customer at delivery to complete the repair fully

D. Decline the additional work entirely since it was not part of the original customer authorization

23. A customer notices that the final labor charge is slightly higher than the estimated labor on the
original written estimate. The consultant should:

A. Tell the customer that final labor charges always vary slightly and that the variance is just normal

B. Refuse to discuss the variance and direct the customer to pay the final amount on the invoice

C. Explain the specific reason for the variance, document the explanation, and discuss the customer's
expectations

D. Adjust the invoice to match the original estimate without discussion to avoid any conflict at delivery

24. A vehicle battery's "group size" specification refers to:

A. The physical dimensions, terminal locations, and hold-down configuration that fits the vehicle's tray
B. The cold cranking amps rating that determines how much current the battery delivers at zero degrees
C. The manufacturing batch in which the battery was produced for warranty tracking and recall
reference purposes

D. The total amp-hour capacity rating that determines how long the battery powers the vehicle's
accessories

25. A long-time customer mentions they have referred several friends to the shop over the years. The
consultant should:

A. Thank the customer sincerely, note the referrals in the file, and follow the shop's referral policy

B. Pretend not to have heard the comment to avoid an awkward discussion about referral compensation
rewards

C. Offer the customer a large discount on the current visit as compensation for the past customer
referrals

D. Tell the customer that referrals do not result in any benefit and that the shop still appreciates them

26. The fuel pressure regulator in a port fuel injection system functions to:

A. Lower the fuel rail pressure on cold starts to prevent injector flooding during the warm-up phase
B. Maintain a specified fuel pressure at the injectors by returning excess fuel via a vacuum reference
C. Filter contaminants from the fuel before the fuel reaches the engine's injector openings at the rail
D. Pump fuel from the tank through the filter to the engine's fuel rail under operating conditions

27. A customer declines a brake recommendation but says, "I just want to be safe.” The consultant
should:



A. Acknowledge the concern, explain the safety implications honestly, and respect the customer's final
decision

B. Pressure the customer to authorize the brake work immediately by emphasizing imminent
catastrophic failure

C. Refuse to release the vehicle until the customer authorizes the recommended brake work for safety
D. Drop the recommendation entirely since the customer declined and avoid further discussion of the
matter

28. The engine air filter on most modern vehicles is located:

A. Inside the engine block beneath the valve cover where it filters the engine's lubrication oil

B. In the exhaust system between the catalytic converter and the muffler to filter exhaust particles
C. Inside the fuel tank where it filters fuel as the pump draws it from the tank to the engine

D. Inside an airbox between the intake manifold and the outside air source where intake air enters

29. A new customer asks how long the shop has been in business and whether the consultant can provide
references. The consultant should:

A. Refuse to provide any history or references and tell the customer to simply trust the shop today

B. Inflate the shop's tenure to appear more established to a customer who is shopping for trust today
C. Direct the customer to find references on their own through social media without offering any shop
help

D. Provide accurate history, point to online reviews, and offer references from several long-term
customers if possible

30. A limited-slip differential (LSD) differs from an open differential in that the LSD:

A. Eliminates differential action entirely and forces both driven wheels to turn at the same speed
B. Allows the driven wheels to spin freely with no resistance during straight-line highway driving
conditions

C. Provides resistance to spin difference between the wheels, transferring torque to the wheel with
traction

D. Operates only at very low speeds and disengages completely once the vehicle reaches highway
speeds

31. The "drive mode selector” on modern vehicles (Eco, Normal, Sport, Snow) typically:

A. Mechanically changes the gear ratios inside the transmission for each different mode that is selected
B. Disables the vehicle's stability control system in all modes other than the standard Normal mode

C. Adjusts throttle response, transmission shift behavior, and stability control parameters based on the
selected mode

D. Alters the vehicle's tire pressure automatically to match driving conditions for the mode that is
selected

32. A customer asks why the original time estimate was wrong when the vehicle was completed later
than promised. The consultant should:



A. Explain the specific reason for the delay honestly, acknowledge the impact, and prevent it in future
B. Tell the customer that time estimates are not binding and the delay should not concern them today
C. Charge the customer a "rush" fee even though the work took longer than the original time estimate
D. Refuse to discuss the time estimate variance and present the final invoice without any explanation
today

33. A customer arrives at the shop appearing visibly intoxicated. The consultant should:

A. Complete the intake normally and ignore the customer's apparent intoxication during the visit today
B. Decline to release any vehicle to the customer, offer to call a ride, and document the situation

C. Demand the customer take a breathalyzer test before any service can proceed during this visit

D. Refuse all service and ask the customer to leave the shop premises without any further discussion

34. Ignition timing on modern computer-controlled vehicles is:

A. Adjusted dynamically by the engine control module based on sensor inputs (coolant, knock, load,
RPM)

B. Set mechanically at the distributor and never changes throughout the entire engine's service life

C. Determined exclusively by the vehicle's transmission gear position at any given moment of driving
D. Adjusted only at the dealership using a specialized timing light during scheduled service intervals

35. The connecting rod in a reciprocating internal combustion engine functions to:

A. Drive the camshaft via the timing belt or chain to operate the engine's valve train

B. Maintain consistent oil pressure across the engine's lubrication system at all operating speeds

C. Connect the piston to the crankshaft, transmitting combustion force into rotational motion at the
crank

D. Seal the combustion chamber against the cylinder wall to prevent combustion gases escaping past
pistons

36. The shop's appointment scheduling system should match incoming work to:

A. The number of bays the shop has available regardless of technician availability or specific skills
B. The lowest available labor rate to maximize the shop's profit margin on each completed repair

C. The highest available labor rate to maximize the consultant's commission per booked appointment
D. Available technician labor hours, skills, and bay capacity to maintain realistic completion times

37. The engine coolant temperature (ECT) sensor provides input that the engine control module uses to:

A. Adjust the cabin HVAC blower speed based on the temperature of the engine's cooling system

B. Set the vehicle's tire pressure warning threshold according to the temperature of the cooling system
C. Determine the duty cycle of the radiator cooling fan during low-speed and idle vehicle operation
D. Adjust fuel mixture, ignition timing, idle speed, and cooling fan based on engine temperature



38. A customer complains that their windshield washer fluid reservoir was empty after picking up the
vehicle from an oil change service. The consultant should:

A. Tell the customer that washer fluid is not part of a standard oil change at this shop today

B. Apologize, top off the washer fluid at no charge, and discuss the standard oil change service checklist
C. Charge the customer an additional fee to fill the washer fluid reservoir before they leave today

D. Refuse to address the complaint since the washer fluid was not specifically requested by the customer

39. The manifold absolute pressure (MAP) sensor on a fuel-injected engine measures:

A. The pressure of the engine's lubricating oil at the main galleries during engine operation

B. The pressure of engine coolant inside the cooling system when the thermostat opens at temperature
C. The fuel rail pressure available to the injectors immediately downstream of the regulator on the rail
D. The absolute pressure inside the intake manifold, which the ECM uses to calculate engine load

40. A customer asks for photographs or visual proof that the replaced parts are actually new. The
consultant should:

A. Provide photographs if available, show the old parts to the customer, and explain shop documentation
practices

B. Refuse the request and tell the customer to trust the shop's word about whether the parts were
installed

C. Charge an additional fee for any photographic documentation requested by the customer at the time
of delivery

D. Tell the customer that providing visual proof of completed work is not part of standard shop
procedure ever

41. A customer hesitates after receiving the estimate but does not voice a specific concern. The
consultant should:

A. Pause, invite the customer to share questions, and provide the information they need to decide today
B. Pressure the customer to authorize the work immediately to keep the technician's workflow moving
today

C. Lower the price by ten percent automatically to push the customer past their current hesitation today
D. Withdraw the estimate and end the conversation since the customer did not provide quick
authorization today

42. Wheel lug nuts (or bolts) on a passenger vehicle should be torqued:

A. Using a pneumatic impact wrench to whatever torque the impact applies to ensure rapid installation
B. By feel only, since modern lug nuts are self-aligning and will seat themselves during normal driving
C. Using a calibrated torque wrench to the manufacturer's specification in a cross or star pattern
sequence

D. To the same torque value on every vehicle regardless of make, model, or specific wheel type used



43. A customer calls mid-day to ask about the status of their vehicle that was dropped off in the
morning. The consultant should:

A. Tell the customer to wait until the shop calls them with the completion update and end the call

B. Provide an evasive answer to avoid disappointing the customer about the progress at this moment
today

C. Refuse to provide any status update and tell the customer to call back closer to completion time

D. Check with the technician on actual progress and provide the customer with an honest current update
today

44. EV charging "levels" describe the rate at which the battery can be recharged. Level 3 (DC fast
charging) differs from Level 1 and Level 2 because Level 3:

A. Bypasses the onboard charger and delivers DC current directly to the battery for very fast charging
B. Uses the vehicle's standard household 120-volt outlet for charging the battery during overnight hours
C. Operates only on Tesla vehicles and is not available for any other EV manufacturer's vehicle today
D. Charges the vehicle's auxiliary 12-volt battery rather than the high-voltage traction pack on the
vehicle

45. Federal regulations require that refrigerant removed from a vehicle's AC system during service must
be:

A. Vented to the atmosphere through a proper exhaust vent system above the shop's roof line above
B. Mixed with new refrigerant and reinstalled in the same vehicle after the repair work is complete
C. Recovered using EPA-approved equipment by a certified technician and processed for reuse or
disposal

D. Stored in any clean container in the shop until the refrigerant supplier picks it up for processing

46. Safety Data Sheets (SDS) for hazardous chemicals used in the shop must be:

A. Reviewed by the shop owner annually and stored in a locked filing cabinet during the entire year
B. Readily accessible to all employees during their shift in a location they know and can reach easily
C. Sent to the state hazardous materials agency for annual review and approval by the regulatory body
D. Reviewed by each technician once at hire and never referenced again throughout their employment

47. Used motor oil collected during oil change service must be disposed of by:

A. Pouring it into the shop's regular trash dumpster sealed in a leak-resistant container or bag

B. Burning the oil on-site in the shop's furnace for waste heat recovery during the winter months

C. Mixing the used oil with diesel fuel and using the mixture as a degreaser around the shop facility
D. Storing it in approved containers and arranging pickup by a licensed used-oil recycling contractor

48. A typical daily shop opening checklist would include:

A. Detailed financial reconciliation of every customer account balance from the previous service day in
detail



B. Equipment safety checks, lift inspection, lobby readiness, and verification of scheduled appointments
C. Annual training program development and curriculum review for every technician employed at the
shop today

D. Comprehensive review of the previous twelve months of customer satisfaction survey responses on
file

49. A customer calls and asks if their vehicle can be ready earlier than the originally promised
completion time. The consultant should:

A. Refuse the request and tell the customer to wait until the originally promised completion time arrives
B. Check with the technician on actual progress, give an honest update, and avoid an unrealistic new
promise

C. Tell the customer the vehicle will be ready earlier even if it will not be, to keep the customer happy
D. Charge the customer a "rush" fee to accelerate the completion of work before the originally promised
time

50. A customer references a YouTube video as the reason they want a specific repair performed. The
consultant should:

A. Listen respectfully, evaluate the customer's request against the shop's professional assessment, and
explain any differences

B. Dismiss the YouTube reference as unreliable and refuse to discuss the customer's research at the shop
C. Perform the repair the YouTube video specifies regardless of whether it is appropriate for the vehicle
D. Mock the customer for relying on YouTube and demand that they trust only the consultant's
professional recommendations

Practice Exam 11 — Answer Explanations

1. B— A lobby waiter is a customer the shop has the chance to delight in real time, and the right response
is to welcome the wait, set honest expectations about duration, and offer the lobby's amenities (coffee,
Wi-Fi, seating). Insisting they leave, surcharging lobby use, or rescheduling all fail a reasonable customer
preference. Lobby waiters often become referral sources because they experience the shop's
professionalism firsthand.

2. C — Compression ratio is the ratio of cylinder volume at bottom dead center (full intake) to volume at
top dead center (full compression), expressing how much the air-fuel charge is compressed before ignition.
Higher ratios extract more work per combustion cycle but require higher-octane fuel to resist knock. The
ratio is fundamental to engine design and explains why high-performance engines demand premium fuel.

3. B — A literacy or vision difficulty is best handled discreetly — walking through each line of the
estimate verbally without drawing attention to the underlying issue, so the customer receives the
information they need to authorize the work with dignity. Handing them the document, refusing to discuss
verbally, or discounting the price each fail the customer in a different way. Discretion plus thoroughness
is the standard.
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4. A — Compression rings sit in the upper grooves of the piston and seal the combustion chamber against
the cylinder wall, preventing high-pressure combustion gases from blowing past the piston into the
crankcase. Worn compression rings reduce cylinder pressure (low compression on a leakdown test), cause
blowby, and increase oil consumption. Lubrication is the oil control ring's job; cooling is largely by oil
splash; piston pin support handles the rod-end bearing.

5. B — Emailed invoices are routine, and the appropriate response is to confirm the email address, send
the invoice, and document delivery in the customer file — both for the customer's record and the shop's
audit trail. Refusing the format, using a generic shop email without confirming, or surcharging for
electronic delivery each fail a normal modern customer request. Email is the customer's preference and
costs the shop almost nothing to honor.

6. B — A diagnostic disagreement is best resolved with evidence — explaining the technician's findings,
demonstrating the symptom on a road test or with the part in hand, and walking the customer through what
the diagnosis means and why the repair fits. Customers usually accept the technician's conclusion once
they see the basis. Authoritarian refusal, doing the wrong repair on demand, or refusing to release the
vehicle each fail the diplomatic-but-firm standard.

7. D — The ignition coil is a step-up transformer that takes the vehicle's 12-volt battery input and produces
the very high voltage (often 20,000 to 50,000 volts) required to jump the spark plug gap and ignite the air-
fuel mixture in the cylinder. DC-to-AC conversion, voltage smoothing, and starter power are unrelated to
the coil's function. Coil failure is a common cause of misfire codes and rough running.

8. A— The crankshaft converts the linear reciprocating motion of the pistons (driven by combustion) into
the rotational motion delivered to the transmission and ultimately the wheels — the engine's primary
mechanical translation step. Oil pressure is the oil pump's job, camshaft drive is the timing belt or chain,
and spark generation is the ignition system. The crankshaft is the engine's central output shaft.

9. A — Phone "ballpark™ requests are best answered with a general range from common pricing for the
described work, with a clear note that a true estimate requires inspection because the actual cause and
scope may differ. Committing to a precise figure sight-unseen exposes the shop; refusing to discuss any
pricing turns the customer away; quoting the worst case scares them off. Honest range plus inspection
caveat is the standard phone response.

10. B — Key control accounts for every customer key, protects against unauthorized vehicle use, and
documents key movement through the shop's workflow — using a key board, key cabinet, electronic
tracker, or written log. Leaving keys in vehicles invites theft; tying keys to inventory or claiming federal
regulation are inaccurate. Documented key control is a basic risk-management practice in every well-run
shop.

11. D — Spark plug gap is set by the manufacturer to balance spark voltage requirement against spark
energy delivery for that specific engine — gap that's too narrow weakens the spark, gap that's too wide
can exceed the ignition system's output voltage. Gaps are not universal across engines, must not be
arbitrarily widened, and absolutely affect performance. Many modern plugs come pre-gapped and should
be verified, not adjusted, before installation.
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12. C — A premium-parts upgrade request is a normal sales conversation — discuss the differences and
price between standard and premium options, then let the customer make the informed choice. Refusing
the upgrade, billing without explanation, or absorbing the cost each mishandle the moment. Transparent
options with clear pricing build trust and often produce higher-margin sales.

13. D — Wheel speed sensors at each wheel feed the ABS, traction control, and stability control systems
— these systems compare individual wheel speeds to detect impending wheel lock-up (ABS), wheel spin
(traction control), or vehicle slide (stability control). Wheel speed inputs are not used by fuel injection,
HVAC, or transmission parking gear logic in the way described. A failed wheel speed sensor typically
illuminates the ABS warning light.

14. D — A customer pointing to a negative online review deserves honest acknowledgment, a brief
explanation of how the shop responded to it (or why it's an outlier), and a confident invitation to let the
current visit's work speak for itself. Ignoring, defending aggressively, or claiming all negatives are fake
each undermine credibility. Authentic acknowledgment paired with confident performance is the strongest
response.

15. C — Vehicle pickup is a full handoff: confirm identity (right person getting the right vehicle), review
the work performed, present the invoice, and provide warranty information — the customer leaves
knowing what was done, what it cost, and what's covered. Fast key handoff, warranty-only discussion, or
self-service retrieval each shortcut the moment and forfeit the relationship-strengthening opportunity that
delivery represents.

16. A — A satisfied customer asking for general advice is a relationship opportunity, and the right
response is practical maintenance tips tailored to that customer's vehicle, mileage, and driving habits.
Refusing to share, surcharging for advice, or providing generic boilerplate each mishandle the moment.
Free, specific advice in the closing minutes of a visit is one of the most powerful retention tools at the
service counter.

17. C — Wheel offset is the distance between the wheel's mounting surface (where it bolts to the hub) and
the centerline of the wheel itself, expressed in millimeters and labeled as positive (mounting face outboard
of centerline) or negative (mounting face inboard of centerline). Offset affects tire-to-fender clearance,
scrub radius, and bearing loads — installing a wheel with the wrong offset can cause rubbing and
accelerated wear.

18. B — Adaptive cruise control uses forward-looking radar (and sometimes camera) to maintain a set
following distance to the vehicle ahead, automatically adjusting throttle and braking as that vehicle slows,
accelerates, or merges away. The system supplements driver attention, does not enable hands-off driving,
and is not limited to low speeds. Fuel-economy figures and brand exclusivity claims in the distractors are
incorrect.

19. C — The multi-point inspection report is information about the customer's vehicle, and providing a
printed copy regardless of authorization is standard practice — it builds trust, gives the customer a record
of declined items for future reference, and often produces authorization later when the customer has time
to consider. Refusing, surcharging, or limiting to authorized repair customers each shortchange the
inspection's relationship value.
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20. D — Competitor-pricing references usually reflect incomplete information, and the productive
response is to acknowledge the comparison, ask what is included in the other quote (parts brand, labor
scope, warranty, additional items), and explain what this shop's quote covers. Reflexive price matching,
dismissive refusal, or demanding written competitor quotes each fail to surface the actual difference that
often justifies this shop's pricing.

21. C — Modern sealed hub bearing assemblies are pre-lubricated, pre-adjusted, and non-serviceable
internally — when they develop noise, play, or wheel speed sensor problems, the entire assembly is
replaced as a unit. Bench disassembly and repacking belong to older serviceable bearings; preload
adjustment at rotations is for adjustable tapered bearings; grease fittings don't exist on sealed hub units.
Replacement is the only service path.

22. B — Discovering additional needed work mid-repair triggers a customer call: explain the findings,
give the price and time impact, and obtain authorization before continuing — never add work to the
invoice silently, never complete work without permission, and never decline reasonable discovery work
outright. The proactive call protects the customer's authority and the shop's legal position under repair
authorization standards.

23. C — A labor charge variance from the written estimate requires honest explanation — the specific
reason (unforeseen complication, additional time required for a specific task), documentation of the
explanation, and a discussion of how the shop will set expectations differently next time. Hand-waving
"variance is normal,” refusing to discuss, or unilaterally adjusting the invoice each fail the customer's
reasonable inquiry.

24. A — Battery group size is a standardized specification (BCI group numbers such as 24F, 35, 65, 75)
that defines the battery's physical dimensions, terminal locations and polarity, and hold-down
configuration — ensuring the replacement battery fits the vehicle's battery tray and connects correctly.
CCA, manufacturing batch, and amp-hour capacity are separate ratings tracked alongside group size in
catalog lookups.

25. A — A long-time customer mentioning their referral history deserves sincere thanks, a note in the
customer file (for future relationship context), and any follow-through on the shop's referral-reward policy
if one exists. Pretending not to hear, offering an oversized one-time discount, or dismissing referrals as
benefit-free each waste a moment that costs nothing to handle warmly. Referral acknowledgment
reinforces the behavior.

26. B — The fuel pressure regulator maintains a specified fuel pressure at the injectors — typically by
returning excess fuel back to the tank through a return line, with a vacuum or boost reference on the
diaphragm that keeps pressure constant relative to manifold pressure (so the injector's pressure-drop is
consistent regardless of engine load). The regulator does not lower pressure on cold start, filter fuel, or
pump fuel.

27. A — A customer who declines a recommendation while expressing a safety concern needs honest

information, not pressure or coercion — acknowledge the concern, explain the specific safety implications
of declining the brake work, and respect the final decision the customer makes. Pressure tactics, refusing
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to release the vehicle, or dropping the recommendation entirely each fail the customer's safety interest or
their authority over their property.

28. D — The engine air filter is mounted inside an airbox positioned between the intake manifold (where
intake air enters the engine) and the outside air source (typically an inlet snorkel from the front of the
engine bay), so all air entering the engine passes through the filter element. The other locations describe
the wrong systems — lubrication, exhaust, and fuel — none of which the engine air filter serves.

29. D — A new-customer trust question deserves accurate shop history, a pointer to online reviews where
past customers speak for themselves, and an offer of personal references from long-term customers willing
to share their experience. Refusing to discuss, inflating tenure, or punting to social media each undermine
the trust the customer is trying to build. Honest, evidence-backed answers convert trust-shopping
customers.

30. C — A limited-slip differential provides additional resistance to spin difference between the driven
wheels (using clutches, viscous fluid coupling, gear-based mechanisms, or electronically controlled clutch
packs), so when one wheel begins to slip, torque transfers to the wheel with traction. Open differentials
send torque to the wheel offering least resistance (the slipping one); LSDs correct this. Lockers eliminate
the differential action entirely.

31. C — Selectable drive modes (Eco, Normal, Sport, Snow, etc.) adjust calibration parameters in the
engine control module, transmission control module, and stability control module — throttle response
curve, shift points and aggressiveness, traction-control sensitivity, and sometimes steering feel and
suspension damping. The modes do not mechanically change gear ratios, disable stability control entirely,
or alter tire pressure.

32. A — A missed time estimate calls for honest explanation of the specific reason for the delay (parts
delay, additional fault found, technician availability), acknowledgment of the inconvenience, and a
process change to prevent the same issue from recurring — the recovery is more important than the failure.
Dismissing as non-binding, charging rush fees, or refusing to discuss each compound the original miss.

33. B— A visibly intoxicated customer should not leave the shop driving — the consultant should decline
to release the vehicle, offer to call a ride (taxi, rideshare, friend or family), and document the situation in
the file. The shop's responsibility extends beyond just completing the repair; releasing a vehicle to an
impaired driver creates legal exposure and is a public safety failure. Normal intake, breathalyzer demands,
or summary expulsion each fail the situation.

34. A — Modern computer-controlled vehicles adjust ignition timing dynamically through the engine
control module, using inputs from coolant temperature, knock sensor, throttle position, load (MAP or
MAF), and RPM to advance or retard timing for optimum power, fuel efficiency, and emissions on every
combustion event. Mechanical distributor timing belongs to older vehicles; transmission position and
dealership-only timing are inaccurate.

35. C — The connecting rod connects the piston to the crankshaft, transmitting the linear combustion
force from the piston down to the crank journal where the crankshaft's offset converts that force into
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rotational motion. The big end (crank end) and small end (pin end) are the two attachment points.
Camshaft drive, lubrication pressure, and combustion sealing are other components' jobs.

36. D — Effective appointment scheduling matches incoming work to the technicians' available labor
hours, their specific skills (alignment, diesel, drivability, HVAC), and the bays' physical capacity — so
promises made at intake match what the shop can actually deliver. Bay count alone, labor-rate
optimization, or commission-driven scheduling each ignore the resource reality and produce overpromises
that damage the customer relationship.

37. D — The ECT sensor's signal is used by the ECM to adjust fuel mixture (richer when cold), ignition
timing (advanced or retarded based on temperature), idle speed (elevated when cold), and cooling fan
operation (engaged above target coolant temperature) — among other temperature-dependent calibrations.
HVAC blower control, TPMS thresholds, and fan-only logic are not the ECT sensor's role.

38. B — An empty washer fluid reservoir after a routine oil change reflects a missed checklist item (oil
changes typically include topping fluids), and the recovery is to apologize, top off at no charge, and use
the moment to discuss the shop's standard service checklist so the customer knows what was supposed to
be checked. Excuses, surcharges, or refusal each compound a minor service-quality miss.

39. D — The MAP sensor measures the absolute pressure (relative to a sealed vacuum reference) inside
the intake manifold — a key engine-load input the ECM uses to calculate the amount of fuel to inject for
each combustion event, along with ignition timing. Oil pressure, coolant pressure, and fuel rail pressure
are measured by different sensors at their respective points.

40. A — Photographic and visual proof requests are reasonable, and many shops now provide digital
photo documentation of inspection findings and old parts at delivery — provide what's available, show
the old parts, and explain the shop's documentation practices for customers who want more evidence.
Refusing, surcharging, or denying that visual documentation is standard each fail a transparency request
the modern customer increasingly expects.

41. A — A hesitant customer typically has an unspoken question — about price, scope, urgency, or trust
— and the right response is to pause respectfully, invite the question, and provide the information that lets
the customer make an informed decision. Pressure tactics, reflexive discounting, or withdrawing the
estimate each treat hesitation as failure rather than information.

42. C — Wheel lug nuts must be torqued with a calibrated torque wrench to the manufacturer's
specification, in a cross or star pattern that seats the wheel evenly against the hub face without warping
the brake rotor. Impact wrenches over-torque and damage studs; "feel™ is not a standard; and torque specs
vary by vehicle (typically 80-140 Ib-ft for passenger cars, much higher for trucks). Correct torque prevents
both loose wheels and warped rotors.

43. D — A mid-day status call deserves an honest current update — check with the technician on actual
progress, then communicate clearly: where the work stands, whether the original time still holds, and what
the customer should expect at pickup. Telling them to wait, evading, or refusing to update each erode the
trust that the proactive shop builds by communicating proactively.
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44. A — Level 3 (DC fast charging) bypasses the vehicle's onboard AC-to-DC charger and delivers high-
voltage DC current directly to the battery, enabling much faster charge rates (typically 50 to 350+ kW)
compared to Level 1 (120V) and Level 2 (240V) which both feed the onboard charger. Level 3 is not
exclusive to Tesla (CCS, NACS, CHAdeMO standards exist) and charges the traction battery, not the 12V
auxiliary.

45. C — Federal law (Clean Air Act Section 609) requires that automotive AC refrigerant be recovered
using EPA-approved equipment operated by a certified technician, then either reused (after appropriate
processing) or sent to a licensed reclaimer — venting refrigerant to the atmosphere is prohibited, mixing
with new refrigerant is unsafe, and improper storage violates compliance. The standard applies to every
shop that services AC systems.

46. B— OSHA's Hazard Communication Standard requires that Safety Data Sheets for every hazardous
chemical in the workplace be readily accessible to all employees during their shift — in a physical binder,
a known computer location, or both — so any worker can quickly look up exposure information, first aid,
and disposal during normal work or an emergency. Locked storage, state agency submission, or one-time-
at-hire review each fail the standard.

47. D — Used motor oil is regulated as a recyclable petroleum product, and shops must store it in approved
containers (closed, labeled, no leaks) and arrange pickup by a licensed used-oil recycling contractor. Trash
disposal is illegal; on-site burning requires specific permitted equipment and is not common in shops;
mixing with diesel for shop use violates the regulatory framework. Documented pickup with a manifest
is the standard practice.

48. B — A typical daily opening checklist covers equipment safety checks (lift inspection, compressor
function, fire extinguisher visibility), lobby readiness (clean, stocked, music/temperature appropriate), and
verification of the day's scheduled appointments against capacity. Account reconciliation, annual training,
and long-term survey reviews are different processes that happen on different cadences — not daily
opening tasks.

49. B — A "ready earlier" request requires an honest check with the technician on actual progress, a clear
update to the customer based on what's true, and avoidance of a new unrealistic promise just to please.
Refusal is rude; false acceleration sets up a second missed time; rush fees are not standard for inquiry
calls. Honest information lets the customer plan their pickup.

50. A — Customer references to YouTube (or other research) deserve respectful engagement — listen to
what they saw, compare it against the shop's professional assessment of their specific vehicle and
symptoms, and explain any differences. Customers are increasingly informed (sometimes correctly,
sometimes not), and dismissive, compliant, or mocking responses each fail to engage with information
the customer brought in good faith. Respectful comparison builds trust.
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