PRACTICE EXAM 12: 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 1-11.

1. Multiple phone lines are ringing during a busy morning and the consultant is mid-conversation with a
customer at the counter. The consultant should:

A. Continue with the counter customer and let all phone calls go directly to voicemail without
acknowledgment

B. Excuse oneself briefly to the counter customer, answer the calls, place them on hold, and return

C. Drop the counter conversation immediately and prioritize whichever phone call sounds the most
insistent ringer

D. Ignore the phones because counter customers always take precedence over phone callers throughout
the day

2. Engine displacement (typically expressed in liters or cubic centimeters) is calculated from:

A. The horsepower output of the engine multiplied by the expected peak torque rating in operation

B. The compression ratio of the engine multiplied by the number of cylinders in the engine block

C. The vehicle's curb weight divided by the published horsepower-to-weight ratio of the manufacturer



D. The cylinder bore area multiplied by the piston stroke length, then multiplied by the cylinder count

3. A customer arrives at intake accompanied by their spouse and two adult children, all of whom want to
participate in the conversation. The consultant should:

A. ldentify the registered owner clearly, address them primarily, and welcome the family's input where
appropriate

B. Refuse to begin the intake until the family members leave the customer alone with the consultant first
today

C. Ignore the family members entirely and proceed with the registered owner regardless of any family
input attempts

D. Address the family members instead of the registered owner because the family clearly has much
more to say

4. The "bore" of an engine cylinder refers to:

A. The cylinder's inside diameter, measured across the bore through its centerline at the cylinder wall
B. The piston's vertical travel distance from top dead center to bottom dead center in the cylinder bore
C. The angular position of the crankshaft when each cylinder reaches top dead center on its stroke

D. The volumetric capacity of one cylinder in cubic centimeters at the bottom of the piston's travel

5. A DOHC (dual overhead camshaft) engine differs from a SOHC (single overhead camshaft) engine in
that the DOHC engine has:

A. Two camshafts inside the engine block driving pushrods to operate the cylinder head valves above
each



B. A single camshaft positioned in the cylinder head operating both the intake and exhaust valves
directly

C. No camshaft at all and uses electrically actuated valves controlled by the engine control module today

D. Two camshafts in each cylinder head — one for the intake valves and one for the exhaust valves

6. A customer mentions that they used to work as a mechanic many years ago. The consultant should:

A. Skip the customary explanations entirely since the customer already understands all automotive
systems

B. Refuse the visit because former mechanics tend to be difficult and second-guess shop work
continuously

C. Treat the customer with extra suspicion because their technical knowledge will lead to disputes today

D. Acknowledge the customer's background respectfully and calibrate the technical depth of
explanations accordingly

7. The torque converter in an automatic transmission functions to:

A. Provide direct rigid mechanical coupling between the engine and transmission at every driving
condition

B. Replace the manual transmission's clutch with an electric motor for smoother gear changes during
driving

C. Couple the engine to transmission hydraulically, multiplying torque at low speeds, decoupling at idle
stops

D. Generate the hydraulic pressure needed to actuate the transmission's clutches and bands during the
gear shifts

8. Carbon and deposit buildup on fuel injectors over time is best addressed by:



A. Replacing all the fuel injectors regardless of their actual condition during every scheduled tune-up
B. Removing the injectors and soaking them overnight in standard household cleaning fluid for results

C. Disabling the affected injectors entirely and using only the remaining injectors during normal
operation

D. Using a proper injector cleaner additive in the fuel tank or having professional injector service
performed

9. A customer's credit card is declined when they try to pay for the completed repair. The consultant
should:

A. Refuse to release the vehicle until the customer pays in full cash and leave the matter unresolved

B. Insult the customer publicly to encourage them to find an alternative payment method at this counter
today

C. Confiscate the customer's vehicle as collateral until the customer arranges a backup payment method
approved

D. Politely inform the customer privately, offer alternative payment options, and follow the shop's
payment policy

10. A customer is told that their repair will take multiple business days to complete. The consultant
should:

A. Provide a vague timeline without explanation to keep the customer's expectations flexible during the
repair

B. Explain the reason for the multi-day timeline, discuss transportation options, and provide daily
progress updates

C. Refuse to perform the repair if the customer is not happy with the multi-day timeline that was
estimated

D. Charge the customer extra for the multi-day repair without justification at the time of vehicle pickup



11. The wastegate on a turbocharged engine functions to:

A. Route exhaust gas through the catalytic converter for emissions cleanup before exiting through the
system

B. Recover energy from exhaust gas by routing it through a small generator for electrical power output

C. Bypass exhaust around the turbine when target boost pressure is reached, preventing the turbo
overspeed

D. Filter the engine's exhaust gas before it reaches the turbocharger's turbine inlet during normal
operation

12. Indirect TPMS differs from direct TPMS in that indirect TPMS:

A. Uses ABS wheel speed sensors to detect pressure variation through changes in the tire's rolling radius
B. Uses pressure sensors installed inside each tire that transmit pressure data to the dash monitor display

C. Uses an external pressure gauge that the driver attaches manually during each routine tire inspection
check

D. Uses tire temperature sensors to estimate the tire's pressure based on the ambient temperature
readings outside

13. A customer asks the consultant for advice about buying a different vehicle. The consultant should:

A. Refuse to discuss anything other than the current repair being performed at the visit today honestly

B. Recommend specific makes and models with which the consultant has no personal experience
whatsoever today

C. Share general considerations such as reliability, maintenance cost, and use, and direct them to
research

D. Tell the customer the shop only services certain brands and to choose only from that approved list



14. An "environmental fee" added to a shop invoice should be:

A. Hidden within the labor charge to avoid drawing customer attention to the environmental cost item
B. Charged at a deliberately inflated amount to offset other shop operating costs not directly related

C. Eliminated entirely because environmental fees are illegal in every state across the entire country
today

D. Disclosed as a separate line item customers can understand, covering disposal and shop compliance
costs

15. The consultant notices that the customer's email address as recorded in the file appears to be
misspelled. The consultant should:

A. Tactfully verify the email address with the customer and then update the customer's file accordingly
B. Send the email to the misspelled address and let the customer find out when no email arrives
C. Tell the customer that they spelled their own email address wrong and embarrass them publicly

D. Refuse to use email communication entirely if the email address cannot be verified perfectly here

16. A customer asks the consultant to distinguish between "recommended" and "required" maintenance
items. The consultant should:

A. Explain that required items are needed for safe operation now, and recommended items maintain
long-term reliability

B. Tell the customer that every item the shop suggests is required and refuse to make a clear distinction

C. Tell the customer that all maintenance is optional and that the customer should decide based solely on
cost

D. Combine all items into one category to simplify the customer's decision and reduce overall
conversation length



17. A customer pays the invoice in cash. The consultant should:

A. Refuse cash payment and require credit card payment only for all completed repairs at the shop today

B. Accept cash but provide no documentation to keep the cash transaction's paper trail completely
invisible

C. Accept the cash, provide a complete receipt, and document the transaction normally in the shop's
system

D. Charge a "cash handling fee" to cover the cost of counting and depositing the cash later today

18. The flywheel on a manual transmission vehicle provides:

A. Filtration of the engine's lubricating oil between the oil pan and the oil pump on the engine
B. A rotating mass that smooths combustion pulses and provides the friction surface for the clutch disc
C. The mechanical link between the camshaft and the crankshaft inside the engine's timing case cover

D. The hydraulic pressure required to operate the manual transmission's gear shift solenoids inside

19. A customer requests copies of receipts for repairs done at the shop over the past two years. The
consultant should:

A. Refuse the request since the customer has the original receipts from each visit at home already

B. Charge the customer a "research fee" to compensate the shop for retrieving the historical service
records

C. Retrieve the records from the shop's system and provide the requested copies as standard customer
service

D. Tell the customer that the shop does not maintain customer service records past ninety days total



20. The heated rear window defogger on most passenger vehicles operates by:

A. Circulating hot engine coolant through small tubes embedded in the rear window glass surface area
B. Routing warm cabin air through a fan duct onto the rear window from the rear seat HVAC vents
C. Passing electric current through thin conductive grid lines bonded to the inside of the rear window

D. Pulsing pressurized refrigerant through small lines bonded to the rear window glass for evaporation

21. A customer asks about loaner vehicle availability while their repair is in progress. The consultant
should:

A. Refuse the request and tell the customer to arrange their own transportation during the repair work

B. Check the shop's loaner policy, communicate what is available, and assist with alternative
transportation

C. Promise a loaner vehicle immediately regardless of whether one is actually available at the shop

D. Tell the customer that loaner vehicles are only available for customers paying above a certain amount

22. A supercharger differs from a turbocharger in that the supercharger:

A. Operates only at sustained highway speeds and disengages once the vehicle slows to local roads
typically

B. Is driven by the engine's exhaust gas flow through a small turbine on the exhaust manifold housing

C. Operates only below 1,500 RPM and disengages once the engine reaches a moderate cruising speed
range

D. Is driven mechanically by the engine (typically by belt) rather than by exhaust gas through the turbine



23. A customer asks the consultant which of two recommended services they should prioritize if budget
iIs tight. The consultant should:

A. Honestly assess the two services, identify the more time-critical or safety-relevant item, and explain
the reasoning

B. Refuse to prioritize either service and force the customer to choose without any guidance from the
consultant

C. Recommend the higher-priced service every time because the shop benefits more from larger
transaction amounts

D. Recommend the lower-priced service every time to keep the customer's bill as small as possible at
this visit

24. The anti-lock braking system (ABS) prevents wheel lockup during hard braking by:

A. Increasing brake hydraulic pressure to all four wheels simultaneously when the system detects panic
braking conditions

B. Disabling the rear brakes entirely during hard braking to allow the front brakes to do all the stopping
work

C. Locking the steering wheel during hard braking to prevent the driver from oversteering the vehicle
off-road

D. Rapidly modulating brake pressure at each wheel that is about to lock, letting the wheel keep its
rolling traction

25. The shop confirms scheduled appointments with customers the day before to:

A. Generate additional revenue by upselling service items during the confirmation phone call to each
customer

B. Comply with state regulations that require pre-appointment confirmation calls for every automotive
repair shop



C. Reduce no-shows, confirm any changes to the scope of work, and verify the customer's contact
information

D. Cancel appointments where the customer fails to answer the confirmation call within a defined time
window

26. At first meeting, the consultant should confirm the customer's preferred name (first name, last name,
formal title) by:

A. Asking the customer directly what name they prefer to be called and noting the preference in the
customer file

B. Assuming the customer prefers their full formal name based on the legal name on their vehicle
registration

C. Using only the customer's last name with a formal title throughout the entire visit regardless of
preference

D. Avoiding any direct name usage during the visit to sidestep the question of preferred name entirely
today

27. A customer asks why the repair is so expensive compared to what they expected. The consultant
should:

A. Tell the customer that all automotive repairs are expensive these days and avoid any further
discussion today now

B. Walk through the labor, parts, and specialty components driving the cost, then answer specific
questions

C. Reduce the price automatically to match what the customer expected before having any cost
discussion

D. Refuse to discuss the cost breakdown and present the invoice without giving any explanation to the
customer
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28. An auto-dimming rear-view mirror reduces glare from headlights behind the vehicle by:

A. Tilting the mirror automatically using a small electric motor whenever bright lights appear behind it

B. Darkening the mirror's electrochromic gel layer when a rear-facing photo sensor detects glaring
headlights

C. Closing a small mechanical shutter over the mirror surface to block bright lights from being reflected
back

D. Reducing the cabin lighting automatically inside the vehicle when the rear photo sensor detects bright
glare

29. A "mild hybrid" 48-volt system on a modern vehicle differs from a full hybrid in that the 48V
system:

A. Uses a separate gasoline engine specifically to charge the 48-volt battery during all drive cycles
B. Eliminates the conventional 12-volt battery entirely and replaces it with the 48-volt battery only
C. Provides full electric-only propulsion for short distances at low driving speeds with the engine off

D. Cannot drive the vehicle on electric power alone, but provides assist, stop-start, and regenerative
recovery

30. A new customer asks how the shop handles formal customer complaints before authorizing any
work. The consultant should:

A. Explain the shop's complaint process, encourage open feedback, and reassure the customer about
resolution practices

B. Refuse to discuss complaints because such conversation is irrelevant to the work the customer needs
done today

C. Dismiss the question and tell the customer to simply trust the shop without going through any
complaint discussion
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D. Tell the customer the shop never receives complaints because every customer is fully satisfied every
time

31. A vehicle pulling to one side during straight-line driving most likely indicates a wheel alignment
issue with:

A. The toe setting on the rear axle being out of factory specification by a very small margin
B. The thrust angle of the rear axle relative to the vehicle's longitudinal centerline being slightly off
C. The caster or camber setting on the front wheels being out of specification or unequal side-to-side

D. The wheel offset of the front wheels being different between the two sides of the vehicle's front

32. A customer asks whether a recommended repair is truly necessary or if it can wait. The consultant
should:

A. Provide an honest assessment of the consequence of waiting, the risk of failure, and the customer's
options

B. Insist that every recommended repair is urgent and refuse to discuss any timing alternatives with the
customer

C. Tell the customer that all recommendations can wait indefinitely without any consequence to the
vehicle

D. Refuse to discuss the recommendation further and require the customer to authorize the work on the
spot today

33. A customer mentions during the current visit that they felt rushed during their previous visit. The
consultant should:

A. Acknowledge the feedback sincerely, apologize for the experience, and reinforce the shop's standard
service pace
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B. Dismiss the feedback as a misunderstanding of the shop's normally efficient service workflow at the
counter today

C. Refuse to discuss the previous visit and direct the customer to focus only on the current visit at hand
today

D. Tell the customer they should expect to be rushed because the shop is always busy with other
appointments

34. A shop's policy of washing customer vehicles before delivery (when staffing allows) is intended to:

A. Increase the labor cost of every visit by adding a billable car-wash line to each customer invoice

B. Comply with federal Clean Water Act regulations that require all repair shops to wash customer
vehicles today

C. Generate revenue from a separate car-wash subsidiary business that operates inside the auto repair
shop today

D. Add a small but memorable customer touch that reinforces the shop's attention to detail at every visit

35. A phone customer's signal keeps cutting out during the call. The consultant should:

A. End the call abruptly without trying to call back when the customer's signal might be more stable
later

B. Suggest the customer call back when their connection is better, or offer to call them back to a landline

C. Continue the conversation regardless of how much information is being missed during the call's poor
signal today

D. Charge the customer a "callback fee" for any subsequent attempt to complete the disrupted phone
conversation today

36. Heated outside mirrors on a vehicle use what mechanism to clear ice and fog from the mirror
surface?
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A. Hot engine coolant routed through small tubes embedded in the mirror housing from the engine bay
B. An electric heating element bonded to the back of the mirror glass that warms the mirror surface
C. Warm cabin air directed through small ducts within the mirror housing from the HVAC system

D. Exhaust gas routed through small tubes near the mirror to warm the mirror's surface with engine
exhaust heat

37. A customer with an EV asks if they can charge their vehicle while it is being serviced at the shop.
The consultant should:

A. Refuse the request regardless of whether the shop has a charging connection available for the
customer

B. Charge the customer a flat hourly rate well above the actual electricity cost to use the charging station

C. Ignore the request and proceed with the service work without ever responding to the customer about
EV charging

D. Check whether the shop has an available connection, explain the shop's policy, and accommodate
when possible

38. A customer asks the consultant's personal opinion of a particular vehicle brand. The consultant
should:

A. Share balanced observations from the shop's service experience, noting that opinions vary by model
and year

B. Provide a strongly negative opinion of any brand the customer mentions to demonstrate consultant
expertise

C. Refuse to discuss vehicle brands and tell the customer to research brands on consumer review
websites only

D. Provide a strongly positive opinion of every brand to keep the conversation pleasant and avoid any
conflict
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39. A power lift-gate on a modern SUV/CUV uses what to open and close the rear hatch automatically?

A. An electric motor with sensors that detect obstructions and stop the lift-gate from closing on objects
B. A hydraulic pump that pressurizes the lift-gate struts to extend or retract for opening and closing
C. A vacuum system that creates suction to pull the lift-gate down against the body for proper sealing

D. A pneumatic air pump that pressurizes the lift-gate struts to open the hatch automatically whenever
needed

40. A customer asks the direct question, "Is my car safe to drive?" after declining a recommended repair.
The consultant should:

A. Refuse to answer the question and tell the customer they must decide on their own without any input
B. Answer honestly based on the technician's findings — yes if safe, no with specific reasons if unsafe

C. Always answer yes to keep the customer happy regardless of the actual condition of the vehicle
owned

D. Always answer no to pressure the customer into authorizing every recommended repair the shop
offered

41. Fire extinguishers in a shop should be:

A. Stored in a locked cabinet to prevent unauthorized access or accidental discharge in the shop area

B. Mounted in visible, accessible, and regularly inspected locations throughout the shop's work and bay
areas

C. Kept inside the office area, away from the shop floor where electrical fire could potentially start

D. Loaned out to employees as needed and tracked by the shop manager during each business day's shift
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42. Some manufacturers offer a hydrophobic windshield rain repellent treatment, which works by:

A. Heating the windshield to evaporate any rainwater before the rain reaches the glass during driving

B. Coating the windshield with a translucent solid film that physically blocks water from contacting
glass

C. Vibrating the windshield ultrasonically to break apart water droplets before they reach the wiper area

D. Applying a chemical that causes water to bead and roll off the windshield at speed without wipers

43. A customer brings up multiple vehicles in the household during a single visit conversation. The
consultant should:

A. Refuse to discuss anything other than the vehicle currently in the shop during this present visit
B. Provide rushed information about each vehicle so the customer can leave the visit as quickly possible
C. Address the current visit's vehicle thoroughly, then offer follow-up time to address the other vehicles

D. Tell the customer that the shop's policy only allows one-vehicle conversations per visit at the counter

44. The windshield of a modern passenger vehicle is laminated safety glass, which means it:

A. Has been treated with a chemical that prevents the glass from cracking under any impact at all today
B. Is made of a single thick layer of strengthened glass that shatters into small cubes when broken
C. Is made of two glass layers bonded to a plastic interlayer that holds the glass together when broken

D. Has been heated and rapidly cooled to create internal stresses that prevent cracks from spreading
further

16



45. A customer calls and asks if a friend can pick up the completed vehicle on their behalf. The
consultant should:

A. Refuse the request and require the customer to pick up the vehicle in person regardless of any
circumstance

B. Confirm the shop's authorization policy, verify the friend's identity at pickup, and document the entire

arrangement

C. Allow anyone who claims to be a friend to pick up the vehicle without any identification or
verification

D. Charge the customer a "third-party pickup fee" before allowing the friend to retrieve the customer's
vehicle today

46. The shop's in-shop vehicle tracking system (whiteboard, software, or other) should clearly indicate:

A. The shop owner's personal vehicle and its current location within the shop's facility at any one time
B. The current price of each parts inventory item by quantity and SKU for fast reference at the counter

C. Each vehicle's current stage in the repair workflow, the technician assignment, and the expected
completion time

D. The shop's previous-quarter financial performance metrics displayed prominently throughout the
entire shop area

47. The shop experiences a sudden power outage during normal business hours. The consultant should:

A. Send all the customers home immediately and lock the shop without communicating any details to
anyone

B. Continue all the work using whatever residual lighting is available regardless of any safety risks
today
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C. Follow the shop's emergency protocol, secure any vehicles in process, and communicate with
customers clearly

D. Charge each customer an additional "power outage fee" to recover the shop's lost operating income
today

48. A customer asks the shop to dispose of additional old parts (e.g., tires from their garage) that were
not part of the current repair. The consultant should:

A. Refuse the request entirely and tell the customer they must handle their own household disposal
separately

B. Explain the shop's policy on customer-supplied disposal, the fee (if any), and how items will be
handled

C. Accept the items without any documentation or fee discussion and simply add them to the shop's
waste streams

D. Charge a deliberately inflated disposal fee far above the shop's actual cost to discourage the
customer's request

49. A customer speaks with a heavy regional accent that the consultant initially finds difficult to follow.
The consultant should:

A. Listen patiently, politely ask clarifying questions when needed, and confirm understanding before
proceeding

B. Interrupt the customer frequently to demand that they speak more clearly during this entire visit

C. Pretend to understand everything to avoid embarrassing the customer about their pronounced regional
accent

D. Refuse to continue serving the customer until they bring a friend or family member to translate

50. A customer brings a small gift (e.g., a homemade dessert) to the consultant as a thank-you for past
service. The consultant should:
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A. Refuse the gift bluntly and tell the customer that the shop does not accept any gifts from customers

B. Accept the gift graciously, thank the customer sincerely, and follow any applicable shop gift-acceptance
policy

C. Hide the gift from coworkers to avoid sharing it during the work day and keep it for personal use

D. Insist the customer take the gift back home and refuse to acknowledge the gesture during the visit

Practice Exam 12 — Answer Explanations

1. B — Multi-line traffic on a busy day requires a brief excuse to the counter customer, a quick phone
answer with a short hold, and a return — this respects both the counter customer's time and the phone
callers who deserve at minimum an acknowledgment. Letting calls go to voicemail forfeits leads; dropping
the counter conversation is rude; ignoring phones entirely violates basic service standards.

2. D — Engine displacement is the swept volume of all cylinders combined, calculated as cylinder bore
area (1 % bore radius?) multiplied by piston stroke length, then multiplied by the number of cylinders. The
result is typically expressed in liters or cubic centimeters (e.g., a 3.5L V6). Horsepower, compression
ratio, and weight-based formulas are unrelated to the displacement calculation.

3. A — A multi-person intake requires clear identification of the registered owner (since authorizations
and decisions must come from them), primary address to that person, and respectful welcome of the
family's input where relevant. Refusing to begin, ignoring the family, or addressing non-owners as the
decision-maker each handle the dynamic incorrectly. Identifying the principal customer is the first step.

4. A — The bore is the cylinder's inside diameter, measured across the cylinder wall through the center of
the bore — typically expressed in millimeters (e.g., 86 mm bore). Bore is one of the two primary
dimensions (with stroke) that determine engine displacement and combustion-chamber geometry. Stroke,
crankshaft angle, and cylinder volume describe different aspects of the engine.

5. D — A DOHC engine has two camshafts in each cylinder head, one operating the intake valves and the
other operating the exhaust valves — allowing independent timing control of each set (and typically four
valves per cylinder). SOHC engines use one camshaft per head that operates both valve sets. Pushrod
(OHV) engines have the camshaft in the block; camless valves are experimental, not production.

6. D — A former mechanic deserves the same respectful service as any other customer, with the consultant
calibrating the technical depth of explanations to the customer's apparent background — neither talking
down to them nor overwhelming a customer whose knowledge may be decades stale. Skipping
explanations, refusing service, or treating the customer as adversarial each mishandle the moment.
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7. C — A torque converter is a fluid coupling between the engine and automatic transmission that uses
transmission fluid moving between an impeller (engine-driven) and a turbine (transmission-driven) to
transmit power — multiplying torque at low speeds via a stator and allowing the engine to idle while the
vehicle is stopped. Rigid coupling, clutch-replacement motors, and pressure generation describe other
concepts.

8. D — Carbon buildup on fuel injectors is best addressed through quality injector cleaner additives in the
fuel tank (used periodically as preventive maintenance) or, for heavier buildup, a professional fuel injector
service that flushes the rail and injectors with cleaning solvent at pressure. Wholesale replacement,
household soaking, or disabling injectors are inappropriate.

9. D — A declined card is a private moment for the customer, and the appropriate response is a discreet
notification, presentation of alternative payment options (different card, mobile payment, cash, financing),
and adherence to the shop's documented payment policy. Holding the vehicle hostage, public humiliation,
or seizing the vehicle as collateral each fail both legally and professionally.

10. B— A multi-day repair calls for transparent communication: the reason for the duration (parts arrival,
complexity, sublet operations), the customer's transportation needs while the vehicle is out of service, and
proactive daily progress updates that keep the customer informed without requiring them to call. Vague
timelines, refusing the work, or hidden surcharges all damage the relationship over a longer-than-routine
repair.

11. C — A wastegate is a pressure-controlled valve that bypasses exhaust gas around the turbocharger's
turbine when target boost pressure is reached — preventing the turbo from spinning faster (overspeeding)
and producing dangerous boost levels that could damage the engine or turbo. Catalytic-converter routing,
energy recovery, and exhaust filtering describe different exhaust-system components.

12. A— Indirect TPMS uses the existing ABS wheel speed sensors and the principle that an under-inflated
tire has a slightly smaller rolling radius (and thus spins slightly faster than properly inflated tires) to detect
a low-pressure tire by comparing wheel speeds. Direct TPMS uses an actual pressure sensor inside each
tire; the other options describe nonexistent systems. Indirect TPMS is cheaper but less precise.

13. C — Vehicle-purchase advice from the consultant is best handled as general guidance — reliability,
maintenance cost, intended use, expected resale, ownership-cost factors — with a direction to consumer
research resources for the specific make/model decision. Refusing to discuss, recommending unfamiliar
vehicles, or restricting to brands the shop services each fail to be useful to a customer trusting the
consultant.

14. D — Environmental fees (covering shop rags, used oil disposal, refrigerant recovery, regulatory
compliance) should appear as a separate, clearly labeled line item on the invoice that customers can see
and understand — both for transparency and to avoid disputes. Hiding the fee, inflating it, or eliminating
it each fail either the customer or the shop's legitimate cost recovery.

15. A— A misspelled email is a routine data-quality issue, handled by tactfully verifying the address with
the customer ("Let me confirm your email — is it ...") and updating the file accordingly. Sending to a
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wrong address loses the communication; embarrassing the customer damages the relationship; refusing
email entirely is disproportionate. Quiet verification is the standard.

16. A — Required maintenance covers items needed for safe and continued operation now (worn brakes,
leaking fluids, failing components); recommended maintenance covers items that protect the vehicle's
long-term reliability (fluid services, filter changes, preventive replacements) but are not immediately
urgent. Explaining the distinction lets the customer prioritize within their budget — that's the consultant's
information role.

17. C — Cash transactions are accepted normally: count the cash, provide a complete receipt, document
the transaction in the shop's system the same way any other payment method is documented. Refusing
cash, omitting documentation, or surcharging for cash handling each violate normal commercial practice
and the shop's audit requirements for transaction records.

18. B — The flywheel on a manual transmission vehicle is the rotating mass mounted on the back of the
crankshaft — it smooths combustion pulses (storing rotational energy between firing events) and provides
the friction surface against which the clutch disc engages when the driver releases the clutch pedal. Oil
filtration, timing-chain linkage, and hydraulic pressure are unrelated functions.

19. C — Service records belong to the customer's vehicle history, and providing copies on request is
standard customer service — most modern shop management systems can retrieve and print historical
receipts in minutes. Refusing, charging research fees, or claiming the records don't exist each fail a
reasonable request that costs the shop almost nothing to honor and builds long-term trust.

20. C — The heated rear defogger consists of thin conductive grid lines (visible as horizontal lines) bonded
to the inside of the rear window glass; when activated, electric current passes through these resistive lines,
generating heat that clears fog and melts ice from the glass. Coolant, cabin air, and refrigerant routing
through the window are not the mechanism.

21. B — Loaner vehicle availability varies by shop, repair value, customer history, and insurance/policy
constraints — the appropriate response is to check the actual policy, communicate what's available for
this customer's situation, and assist with alternatives (rideshare, shuttle, rental partnership) when no loaner
fits. Blanket refusal, blanket promises, or dollar-threshold gates each fail to handle the request honestly.

22. D — A supercharger is driven mechanically by the engine — typically via a belt off the crankshaft
pulley — and forces compressed air into the intake regardless of exhaust flow. A turbocharger, by contrast,
is driven by exhaust gas spinning a turbine connected to the intake compressor. The supercharger's
mechanical drive eliminates turbo lag but consumes a small amount of crankshaft power.

23. A — A budget-constrained customer asking for prioritization deserves honest assessment of the two
services — which is more time-critical (safety, drivability, additional damage if deferred) versus which
can wait — with the reasoning explained so the customer understands the choice. Refusing to guide,
defaulting to the higher-priced option, or defaulting to the lower-priced option each fail the customer's
specific question.
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24. D — ABS prevents wheel lockup by using wheel speed sensors to detect when a wheel is decelerating
faster than the vehicle (about to lock) and then rapidly modulating brake pressure at that wheel (release-
hold-apply cycles at high frequency) so the wheel maintains rolling traction. Rolling tires retain steering
control and shorter braking distance compared to locked, sliding tires.

25. C — Day-before appointment confirmations reduce no-show rates, surface any change in scope or
symptoms (sometimes the customer mentions a new concern in the confirmation call), and verify that the
customer's contact information is still current — all of which improve the next day's productivity.
Upselling, regulatory compliance, and aggressive cancellation are not the purpose.

26. A — Preferred name is a basic dignity question that should be asked directly at first meeting ("How
would you like me to address you?") and noted in the customer file so the entire team can address the
customer consistently across future visits. Assumptions from legal documents, default-formal usage, or
avoidance each fail the relationship's foundation.

27. B — Price questions deserve transparent walkthroughs: the labor cost (hours x rate), the parts cost
(which parts and what they cost), and any specialty components or sublet operations driving the total —
answering specific customer questions as they come up. Generic "everything is expensive,” reflexive
discounting, or refusing to explain each fail the customer's reasonable inquiry.

28. B — Auto-dimming mirrors use an electrochromic gel layer sandwiched between two pieces of glass;
when a rear-facing photo sensor detects glaring headlights behind the vehicle, current flows through the
gel, darkening the mirror's reflectivity to reduce glare. Mechanical tilting, mechanical shutters, and cabin-
lighting changes are not the mechanism.

29. D — A 48V mild hybrid system uses a larger 48V battery and a belt-driven starter-generator
(BSG/ISG) to provide engine assist during acceleration, smooth stop-start, and recover energy during
deceleration — but it cannot drive the vehicle on electric power alone. Full hybrids and PHEVs have the
larger battery and the dedicated drive motor needed for engine-off propulsion.

30. A — A new-customer complaint-process inquiry is a trust-building moment: explain the shop's actual
complaint handling process (who to talk to, escalation path, resolution commitments), encourage open
feedback, and reassure the customer that concerns are taken seriously. Refusing to discuss, dismissing the
question, or claiming no complaints ever each undermine the credibility the customer is testing.

31. C — A vehicle that pulls during straight-line driving most commonly traces to caster or camber
differences between the front wheels — uneven side-to-side caster pulls toward the lower-caster side, and
uneven camber pulls toward the more-positive-camber side. Rear toe and thrust angle cause different
symptoms (rear tire wear, dog-tracking); wheel offset is rarely uneven between matching wheels.

32. A — A "do | really need this?" question deserves an honest assessment — the specific consequence
of waiting (worn brake pads scoring a rotor, a coolant leak progressing to overheating, a worn tire
becoming unsafe), the risk profile, and the customer’s options for timing. Insistence, indefinite deferral
claims, or pressure tactics each fail to inform the customer's decision.
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33. A — Feedback about feeling rushed deserves sincere acknowledgment, a genuine apology for the
experience, and a reinforcement of the shop's standard service pace going forward — not dismissal or
deflection. Customers who voice this kind of feedback are often deciding whether to keep coming back,
and authentic acknowledgment turns the moment into a relationship recovery.

34. D — A complimentary vehicle wash (when staffing allows) is a small, memorable touch that reinforces
the shop's attention to detail and gives the customer a tangible "delight moment™ at delivery — well above
the explicit invoice value. The wash is not a billable line, a regulatory requirement, or a subsidiary revenue
stream — it's intentional service hospitality.

35. B — A bad cell connection is best handled by suggesting the customer call back when their signal is
better, or offering to call them back to a landline (or different number) where the conversation can
complete reliably. Abrupt termination, struggling through a bad connection, or surcharging for follow-up
each mishandle a routine call-quality issue.

36. B — Heated outside mirrors use an electric heating element bonded to the back of the mirror glass;
when activated (often automatically with the rear defogger), current through the element warms the mirror
surface, clearing ice and fog. Coolant routing, cabin-air ducting, and exhaust-gas routing to the mirror are
not how the feature works.

37. D— An EV charging request deserves a real check: does the shop have an available connection, what's
the shop's policy on customer charging (free as courtesy, time-limited, fee-based), and can the customer
be accommodated within today's workflow. Blanket refusal, gouging pricing, or ignoring the request each
fail a reasonable request that's increasingly common.

38. A — A consultant's opinion on a brand is best given as balanced observation from the shop's actual
service experience — common issues seen, model-year variations, typical maintenance cost — with the
honest framing that the consultant's view is one input among many. Strongly negative posturing, refusal
to discuss, or strongly positive flattery each fail the customer's genuine question.

39. A — Power lift-gates use an electric motor (typically a single motor with worm-gear drive on one
strut, or motorized struts on each side) with obstacle-detection sensors (current-draw monitoring, contact
strips) that reverse the gate's motion when an object is detected during closing. Hydraulic, vacuum, and
pneumatic actuation are not standard for production lift-gates.

40. B — "Is my car safe to drive?" is a direct question that deserves a direct, honest answer based on the
technician's findings — yes if no safety-critical issue exists, no with the specific reason(s) if a safety
concern is present. The customer is asking the consultant to help them make a decision; refusal, reflexive
yes, or pressure-tactic no each fail that responsibility.

41. B — OSHA and fire-code requirements call for fire extinguishers to be mounted in visible, readily
accessible locations throughout the shop's work areas (bays, parts, office), with regular inspection
(typically monthly visual, annual professional) documented on the extinguisher tag. Locked storage,
office-only placement, or check-out tracking all defeat the extinguisher's purpose.
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42. D — Hydrophobic windshield treatments (Rain-X and similar products) deposit a thin chemical layer
that lowers the glass surface energy — causing water to bead up and roll off the windshield at speeds
above roughly 35 mph, often without wiper use. The treatment is not heat-based, not a solid film, and not
vibration-based; it's a chemical surface modification that wears off over weeks.

43. C — Customers with multiple household vehicles deserve thorough attention to the current visit's
vehicle first — that's what the appointment is for — followed by an offer to schedule dedicated follow-up
time (a call, a separate appointment) for the other vehicles where they can receive equal attention.
Refusing, rushing through all of them, or citing a fictional one-vehicle policy each fail the relationship
opportunity.

44. C — Laminated safety glass consists of two glass layers bonded to a polyvinyl butyral (PVB) plastic
interlayer in the middle; when the glass cracks on impact, the plastic interlayer holds the broken pieces
together rather than letting them shatter into the cabin. Tempered glass (side windows) shatters into small
cubes; laminated glass is the federal standard for windshields.

45. B — Third-party pickup is a routine request handled through the shop's authorization policy: confirm
the original customer authorizes the third-party pickup (often by phone or signed note), verify the third
party's identity at the counter, and document the arrangement in the file. Categorical refusal, free-for-all
pickup, or punitive surcharges each fail proper handling.

46. C — A shop's vehicle tracking display (whiteboard, digital board, shop-management system) should
show each vehicle's current stage in the workflow (intake, in-progress, awaiting parts, road-test, ready),
which technician is assigned, and the expected completion time — supporting handoffs, customer updates,
and capacity planning. Owner vehicles, parts pricing, and quarterly financials are not the tracking system's
purpose.

47. C — A power outage triggers the shop's emergency protocol: secure any vehicles currently in service
(lower lifts safely, mark in-progress work), communicate clearly with customers about timing and options,
and follow the shop's continuity plan. Sending customers away without communication, working unsafely
in the dark, or surcharging customers each fail the emergency response standard.

48. B — Customer-supplied disposal requests (extra tires, old parts brought from the garage) are handled
through the shop's policy: explain whether the shop accepts the items, the fee (if any) to cover the shop's
disposal cost, and how the items will be handled (recycled, processed, sent to the disposal contractor).
Refusal, undocumented acceptance, or inflated discouragement fees each mishandle a reasonable
customer request.

49. A — A heavy accent that the consultant initially finds hard to follow calls for patience, polite clarifying
questions ("l want to make sure | have this right — could you say that one more time?"), and explicit
confirmation of understanding before proceeding. Interruption, faked comprehension, or refusing service
each fail a customer who is communicating in good faith and deserves the same respect as any other.

50. B — A small thank-you gift is best handled with gracious acceptance and sincere thanks (or polite
decline if shop policy prohibits gifts) — recognizing the gesture for what it is, a customer expressing
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appreciation. Bluntly refusing, hiding the gift, or pushing it back each mishandle the human moment that
the gift represents.
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