PRACTICE EXAM 13: 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. A consultant explaining brake pad replacement says, "These ceramic pads produce less brake dust,
which means your wheels will stay cleaner between washes.” This sentence is best described as:

A. A feature statement, since it only describes a physical characteristic of the brake pad itself
B. An objection-handling response, since it addresses a customer concern about appearance
C. A technical specification, since it references the engineering performance of the brake pad

D. A feature-benefit statement, since it links a product attribute to a value the customer experiences

2. The DOT code molded into the sidewall of a passenger tire indicates, among other things:

A. The maximum inflation pressure the tire is rated to safely sustain in normal use
B. The week and year the tire was manufactured for age tracking and recall reference
C. The vehicle manufacturer that originally specified the tire for that platform application

D. The retread number, identifying how many times the casing has been refurbished



3. Engine oil pressure in a typical gasoline engine is generated by:

A. The oil pump, which is driven by the engine and forces oil through the lubrication system
B. The oil filter, which restricts oil flow to build pressure at the filter outlet during operation
C. The cooling system fan, which pressurizes the oil sump through airflow over the engine block

D. The exhaust gas pressure, which pushes oil back into the lubrication galleries at idle speed

4. A customer arrives with multiple dashboard warning lights illuminated. The consultant should first:

A. Recommend immediate replacement of the instrument cluster to clear the false warnings shown
B. Reassure the customer that multiple warning lights are normal and usually self-clear on their own
C. Document each illuminated warning lamp by name and have the technician scan for related codes

D. Disconnect the battery for fifteen minutes to reset the modules and clear the active warnings

5. Sales literature describes customer personality types using four general categories. A "driver” type
customer typically prefers:

A. Extensive personal conversation and rapport-building before any service decisions can be made

B. Detailed technical explanations supported by data, charts, and engineering specifications shown

C. A relaxed pace with multiple options presented for thorough consideration before deciding

D. Direct, time-efficient communication with quick decisions and minimal small talk during interactions

6. Flat-rate labor billing differs from actual-time billing in that flat-rate:

A. Charges the customer a pre-determined book time for a specific operation regardless of actual hours



B. Tracks the technician's exact clock-in and clock-out times for every job performed during the shift
C. Combines parts and labor into a single line item to simplify the customer's final invoice document

D. Applies only to warranty work and is never used for customer-pay repair orders at the shop

7. The primary function of an antilock braking system (ABS) is to:

A. Reduce the overall stopping distance of the vehicle under all road conditions encountered daily
B. Prevent wheel lockup during hard braking, allowing the driver to maintain steering control
C. Apply the brakes automatically when the system detects a potential forward collision ahead

D. Increase the maximum brake fluid pressure delivered to each caliper during emergency stops

8. A V6 engine has six cylinders arranged in:

A. A single horizontal row across the top of the engine block above the crankshaft assembly
B. Two opposed banks of three cylinders each, mounted horizontally on either side of the crankshaft
C. Two banks of three cylinders set at an angle to each other, sharing a common crankshaft below

D. A circular pattern radiating outward from the central crankshaft like a rotary or radial engine

9. A customer drops off a vehicle using the shop's after-hours drop box. The consultant should:

A. Contact the customer first thing the next business morning to confirm the vehicle's concern and
authorize work

B. Begin diagnosis immediately based on the written drop-box envelope without further customer
contact



C. Hold the vehicle untouched until the customer calls in to provide additional information voluntarily

D. Process the vehicle as an emergency repair, since after-hours drop-off indicates an urgent service
need

10. The brake master cylinder is responsible for:

A. Storing brake fluid that flows by gravity to each wheel cylinder during normal driving conditions
B. Boosting brake pedal force using engine vacuum or hydraulic assist to reduce driver effort needed
C. Distributing brake force evenly between the front and rear axles during heavy stopping maneuvers

D. Converting the mechanical force from the brake pedal into hydraulic pressure for the brake system

11. A customer reports a clunking sound when turning the steering wheel at low speed, along with
uneven front tire wear. The most likely worn component is:

A. The wheel hub assembly, which would also produce a constant humming during straight-line driving
B. A worn tie rod end or other steering linkage joint causing toe variation and steering free play
C. The brake caliper sliding pin, which would only produce noise during application of the brakes

D. The transmission mount, which would produce vibration felt through the floor at idle speed

12. Empathy in a service-consulting context is best described as:

A. Agreeing with everything the customer says to avoid any disagreement during the interaction

B. Feeling sorry for the customer's situation and offering pity to ease their emotional distress

C. Understanding and acknowledging the customer’s perspective without necessarily agreeing with it



D. Detaching from the customer's emotion to remain professional and unaffected throughout the visit

13. An absorbent glass mat (AGM) battery differs from a conventional flooded lead-acid battery in that
AGM:

A. Uses fiberglass mats to hold the electrolyte in place, allowing operation in any orientation safely
B. Generates its own electrical energy from a chemical reaction with hydrogen fuel during operation

C. Requires regular addition of distilled water through removable filler caps as a routine maintenance
task

D. Cannot be installed in vehicles equipped with start-stop systems due to high cycling demands placed

14. A service appointment system is most effective at managing shop workflow because it:

A. Guarantees the customer a fixed completion time regardless of the actual diagnostic findings
B. Reduces the customer's wait time by eliminating the need for any diagnostic or repair work
C. Locks in the technician for one specific vehicle for the entire day without other assignments

D. Allows the shop to schedule technicians, parts, and bay space against expected demand patterns

15. A constant-velocity (CV) joint is most commonly found on:

A. The transmission output shaft inside the gearbox housing on rear-wheel drive trucks and SUVs
B. The front halfshafts of a front-wheel drive vehicle, allowing power transfer through steering angles
C. The rear differential pinion shaft on a longitudinal driveline configuration with leaf-spring suspension

D. The steering column intermediate shaft, allowing the steering wheel input to reach the steering rack



16. Modern vehicles use a controller area network (CAN bus) to:

A. Distribute electrical power from the battery to high-current loads such as the starter motor
B. Cool the engine and transmission control modules through a refrigerant loop in the wiring harness
C. Allow electronic control modules to communicate with each other over a shared twisted-pair data line

D. Replace the vehicle's traditional wiring harness with a single fiber-optic cable for all electrical loads

17. A vehicle still under the manufacturer's basic warranty period is brought in for a defective
component covered under that warranty. The repair order is classified as:

A. Customer-pay, since the manufacturer will not approve any claim from an independent service
facility

B. Warranty work, which requires manufacturer-specified documentation and authorization procedures

C. Sublet, since the manufacturer must perform any repair covered under the original new-vehicle
warranty

D. Goodwill, since the shop is performing the repair without expecting reimbursement from the
customer

18. A service consultant's professional appearance and workspace organization influences customer
perception primarily because:

A. Customers form impressions of the shop's quality and reliability based on visible cues at first contact
B. Insurance regulations require a specific dress code for all employees handling customer transactions

C. Manufacturer certifications mandate uniform appearance for all dealer-affiliated service personnel



D. Local zoning ordinances restrict the type of clothing service consultants may wear during business
hours

19. The thermostat in an engine cooling system functions to:

A. Cool the engine coolant by passing it through a heat exchanger before returning it to the engine
B. Pump the coolant through the cooling system passages at a rate proportional to engine load
C. Filter contaminants out of the coolant before it returns to the engine block from the radiator

D. Regulate coolant flow between the engine and radiator to maintain proper engine operating
temperature

20. A required repair part is on national backorder with an estimated three-week wait. The consultant
should:

A. Refuse to release the vehicle to the customer until the backordered part arrives at the shop
B. Substitute any similar part already in stock without notifying the customer to expedite delivery
C. Inform the customer of the backorder, discuss options, and document the agreed-upon plan in writing

D. Order the part from an offshore supplier without disclosing the change in country of origin

21. A turbocharger uses which of the following to drive its compressor wheel?

A. Exhaust gas energy that would otherwise be lost out the tailpipe during normal engine operation
B. Electrical power supplied directly from the alternator through a dedicated high-amperage circuit
C. Engine coolant pressure routed through the cooling system passages to the turbocharger housing

D. A belt-driven mechanical link from the crankshaft pulley, similar to a traditional supercharger setup



22. A customer becomes loud and disruptive in the service lobby, and other customers are visibly
uncomfortable. The consultant should:

A. Allow the customer to continue speaking, since interrupting will only escalate the situation further
B. Loudly correct the customer's behavior in front of the lobby to demonstrate the shop's standards

C. Calmly invite the customer to a private office or area where the conversation can continue with
dignity

D. Call law enforcement immediately to remove the customer from the premises without further
discussion

23. Four-wheel drive (4WD) and all-wheel drive (AWD) systems differ in that 4WD typically:

A. Permanently drives all four wheels at all times with no driver involvement or system selection
required

B. Engages all four wheels through a driver-selected transfer case, often with a low range for off-road
use

C. Drives only the front two wheels under normal conditions and engages the rear axle automatically

D. Uses an electric motor on each rear wheel rather than a mechanical connection through driveshafts

24. A customer's vehicle is subject to an open safety recall. The consultant should:

A. Charge the customer for the recall repair at the standard labor rate to recover shop overhead costs

B. Refuse to perform the recall repair since only authorized dealers can submit recall reimbursement
claims

C. Delay informing the customer until the next service visit to avoid disrupting the current appointment



D. Inform the customer of the open recall and direct them to an authorized dealer for the no-charge
repair

25. An effective service-lane greeting that builds rapport begins with the consultant:

A. Greeting the customer by name when possible, making eye contact, and offering a sincere welcome
B. Asking the customer to fill out a standard intake form first before any verbal conversation begins
C. Quoting the diagnostic fee structure immediately so the customer understands the cost of the visit

D. Reviewing the shop's terms and conditions before any vehicle concern is discussed in the lane

26. A sway bar (also called a stabilizer bar) is part of the suspension system and functions to:

A. Smooth out vertical bumps in the road by absorbing impact energy through hydraulic damping action
B. Connect the steering wheel input to the front wheels through a series of linkage joints and rods
C. Reduce body roll during cornering by linking the left and right suspension components together

D. Provide the vehicle's primary load-carrying support against gravity and passenger weight loads

27. When a customer authorizes an oil change, an appropriate related-service cross-sell to discuss is:

A. A complete engine rebuild, since the oil change provides access to the lower engine assembly
B. A high-performance exhaust upgrade, since the vehicle is already in the shop on the lift today
C. A vehicle paint and detail package, since the customer will be in the waiting area for some time

D. A tire rotation or cabin air filter replacement, since these align with routine maintenance needs



28. A tire marked with the speed rating "H" is rated for a maximum sustained speed of approximately:

A. 112 miles per hour (180 km/h), commonly used on standard touring tires for sedans and small SUVs
B. 130 miles per hour (210 km/h), commonly used on performance touring tires for sport sedans
C. 149 miles per hour (240 km/h), commonly used on high-performance summer tires for sports cars

D. 186 miles per hour (300 km/h), commonly used on ultra-high-performance tires for exotic vehicles

29. A shock absorber and a strut differ in that a strut:

A. Provides only damping function and is mounted between the lower control arm and the frame rail
B. Uses compressed air rather than hydraulic fluid to provide cushioning over uneven road surfaces
C. Performs damping and serves as a structural component supporting the vehicle's coil spring assembly

D. Replaces the vehicle's coil spring entirely with an internal mechanical compression mechanism
instead

30. A shop offers a 12-month / 12,000-mile warranty on parts and labor. This warranty:

A. Provides the customer with no-cost repair or replacement if the original repair fails within the term
B. Applies only to parts, leaving the customer responsible for labor charges on any warranty repair

C. Requires the customer to pay a deductible before any warranty repair can be performed at the shop
D. Excludes any repair on a vehicle older than ten years regardless of the original repair date

31. The positive crankcase ventilation (PCV) system on a gasoline engine functions to:

A. Pressurize the crankcase to force engine oil through the lubrication galleries during cold starts
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B. Cool the engine block by circulating outside air through the lower crankcase area continuously
C. Filter the air entering the engine intake to prevent dust and debris from entering the cylinders

D. Route blow-by gases from the crankcase back to the intake for combustion, reducing emissions

32. A customer reports the power steering has become noticeably heavier and harder to turn at low
speeds. On a vehicle equipped with electric power steering (EPS), the most likely cause is:

A. Low power steering fluid in the reservoir, which can be topped off as a quick solution
B. A fault in the EPS motor, control module, or steering angle sensor on the steering system
C. A worn power steering pump belt that requires routine tensioner replacement during service

D. Air trapped in the high-pressure power steering line that needs to be bled out at the rack

33. After presenting a recommended brake repair, the consultant asks the customer, "Would Tuesday
morning work for the repair?" This sales technique is known as:

A. The hard close, designed to pressure the customer into an immediate purchase decision today
B. The price close, where the recommendation is reduced if the customer agrees to schedule now
C. The trial close, used to test the customer's readiness to proceed without explicitly asking for the sale

D. The objection close, where the consultant asks the customer to state any remaining concerns first

34. A customer drops off a vehicle in the after-hours drop box with no written note or contact
instructions. The consultant should:

A. Locate the customer's contact information from prior shop records and call to discuss the concern
B. Begin a full multi-point inspection immediately to determine what the customer likely wanted done

C. Park the vehicle in the lot indefinitely until the customer eventually calls in for status updates
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D. Have the vehicle towed back to the customer's address since the drop-off lacked proper
documentation

35. An air suspension system uses what to support the vehicle's weight instead of conventional coil or
leaf springs?

A. Hydraulic shock absorbers filled with high-pressure fluid in place of the standard mechanical springs

B. Pressurized air bags supplied by an onboard compressor, allowing ride height adjustment by the
system

C. Elastomeric rubber blocks that compress under load and rebound to support the vehicle's weight

D. Magnetorheological dampers that vary stiffness in response to an applied electrical current

36. A satisfied customer expresses interest in referring friends to the shop. The most effective response
is to:

A. Politely change the subject, since soliciting referrals appears unprofessional in service settings
B. Send the customer a written brochure to distribute, since printed materials carry the most weight
C. Suggest the customer post a negative review of a competing shop to direct business to this one

D. Thank the customer, provide referral cards or a reward program detail, and note their willingness

37. A customer reports the heater blower motor on her vehicle runs only on the highest fan speed setting
and not on lower speeds. The most likely cause is:

A. A leaking heater core that has saturated the blower motor housing with engine coolant fluid
B. A failed blower motor resistor or final-stage power module that controls the lower fan speed steps

C. A faulty cabin air filter that is restricting airflow at the lower speeds but passes at the highest setting
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D. An open thermostat that prevents the engine from warming the coolant supplied to the heater core

38. The load index on a passenger tire sidewall indicates:

A. The maximum sustained speed in miles per hour the tire is rated to safely operate at during use
B. The compound hardness rating of the tire's tread, used to compare durability between models
C. The tire's pressure capacity in pounds per square inch when measured at the standard cold pressure

D. The maximum weight in pounds each tire is rated to carry when inflated to its specified pressure

39. The exhaust gas recirculation (EGR) system on a gasoline engine functions to:

A. Recirculate a small portion of exhaust gas back into the intake, reducing combustion temperatures
B. Filter particulate matter out of the exhaust stream before it leaves the tailpipe of the vehicle
C. Pressurize the exhaust system at idle to keep the catalytic converter at its operating temperature

D. Cool the exhaust manifold by circulating engine coolant through passages cast into the manifold

40. A vehicle's alternator on a typical passenger vehicle is rated to produce approximately what output
voltage at the battery terminals with the engine running?

A. 6.0 to 8.0 volts, the historical standard for early-generation automotive electrical systems
B. 9.0 to 11.0 volts, slightly below battery voltage to prevent overcharging during normal driving
C. 13.5t0 14.5 volts, slightly above battery voltage to charge the battery and run the electrical loads

D. 24.0 to 28.0 volts, the standard for modern stop-start vehicles with dual-battery configurations
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41. A technical service bulletin (TSB) issued by a vehicle manufacturer is best described as:

A. A manufacturer notice describing a known issue and the recommended repair procedure for it
B. A legally required recall that the manufacturer must complete at no charge to the customer
C. A consumer alert published when a vehicle has failed a federally mandated safety standard test

D. A retail marketing document promoting the manufacturer's latest service campaign to customers

42. A customer leaves a negative online review describing a poor service experience. The most
professional response from the shop is to:

A. Ignore the review entirely, since responding only draws additional attention to the negative content
B. Respond publicly with a brief, professional acknowledgment and an invitation to discuss it offline
C. Post a counter-review on the customer's business page to demonstrate the shop will not be intimidated

D. Threaten legal action publicly to deter the customer from posting any further negative content

43. The heater core in a vehicle's HVAC system functions to:

A. Cool the cabin air by passing it through a refrigerant-cooled evaporator core during operation
B. Filter the air entering the cabin to remove dust, pollen, and other airborne contaminants

C. Compress refrigerant gas into a high-pressure liquid for circulation through the AC system
D. Heat the cabin air by passing it through a small radiator-like core warmed by engine coolant

44. On a manual transmission vehicle, the clutch's function is to:

A. Multiply engine torque to provide the additional pulling power needed for accelerating from a stop
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B. Reverse the direction of crankshaft rotation when the driver selects the reverse gear position
C. Connect and disconnect the engine from the transmission to allow gear changes and stopping

D. Convert the engine's rotational motion into the linear motion of the gear shift lever movement

45. The parking brake on most modern passenger vehicles operates on:

A. All four wheels simultaneously through a single hydraulic line shared with the service brake

B. The rear wheels only, using a mechanical or electric cable independent from the hydraulic service
brake

C. The front wheels only, since they carry the majority of the vehicle's weight during a parked condition

D. The driveshaft directly through a drum mounted on the transmission output for instant engagement

46. A customer schedules a hybrid vehicle for service. When booking the appointment, the consultant
should:

A. Verify a hybrid-qualified technician is available on the scheduled day before confirming with the
customer

B. Schedule the appointment with any available technician, since hybrid service is the same as
conventional

C. Refuse the appointment entirely, since hybrid service requires manufacturer dealership facilities only

D. Quote a flat-fee service price without inspection, since hybrid service times are highly predictable

47. The two most common brake fluid types specified for passenger vehicles in North America are:

A. ATF and engine coolant, which can be used interchangeably in the brake system as needed
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B. Mineral oil and water-glycol mixtures, depending on the regional climate where the vehicle is used
C. DOT 3 and DOT 4, both glycol-based fluids with different dry and wet boiling point specifications

D. DOT 5 silicone and synthetic motor oil, used in performance vehicles only above standard ratings

48. The shop's lobby and customer signage should:

A. Display only the shop's brand logo and operating hours, with no additional information to avoid
clutter

B. Promote only the manufacturer's latest new vehicle offerings to support the dealership's sales
department

C. Show competitive labor rates of nearby shops to highlight the shop's pricing position in the local area

D. Communicate services, hours, payment options, and customer-relevant information in a clean,
organized manner

49. A road test after a repair is performed primarily to:

A. Generate additional billable mileage on the customer's vehicle for the shop's fleet usage records

B. Verify the repair successfully addressed the customer's reported concern and the vehicle drives
normally

C. Allow the technician an opportunity to take a break from the shop floor during a long work shift

D. Photograph the vehicle's exterior for additional documentation of the visit in the shop's photo system

50. A shop accidentally damages a customer's vehicle interior during service. The first step in customer
recovery is to:
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A. Inform the customer immediately, apologize, and offer to repair or replace the damaged item at shop
cost

B. Wait for the customer to notice and report the damage before acknowledging that anything has
occurred

C. Deny responsibility entirely, since the customer cannot prove the damage happened during the
service visit

D. Bill the customer at the standard repair rate for the damage repair as a routine in-house service

ANSWER KEY (Practice Exam 13)

1. D — A feature-benefit statement links a product attribute (less brake dust) to the customer value it
produces (cleaner wheels between washes). This is the most effective sales language because it speaks to
what the customer actually experiences rather than presenting technical detail in isolation, which is what
a pure feature or specification statement would do.

2. B — The last four digits of the DOT code identify the week and year the tire was manufactured, with
the first two digits indicating the week and the last two indicating the year. This information is critical for
tracking tire age, since rubber compounds deteriorate over time even on unused tires, and it allows the
customer and shop to identify tires subject to a recall.

3. A — Oil pressure is generated by the engine-driven oil pump, which forces oil from the pan through
the lubrication galleries to bearings, the valvetrain, and other critical surfaces. The oil filter only filters
the flow without generating pressure, and no pressure is produced by the cooling fan or exhaust system.

4. C — Each illuminated warning lamp represents a specific system fault, and accurate documentation
paired with a diagnostic scan provides the technician the information needed to identify the underlying
cause. Recommending immediate cluster replacement, dismissing the warnings, or disconnecting the
battery to clear codes all skip diagnosis and risk losing the very data needed to repair the vehicle.

5. D — The driver personality type is characterized by results-focused, time-efficient communication,
quick decision-making, and limited tolerance for small talk or extended explanation. Recognizing this
style allows the consultant to adapt by delivering concise, factual information and clear next steps rather
than lengthy rapport-building or detailed technical justification.

6. A — Flat-rate billing uses a published book time for each operation, and the customer is charged that
pre-determined time regardless of whether the technician completed the work faster or slower. This system
rewards technician efficiency, provides the customer with a predictable labor cost, and is the dominant
labor-billing model in the industry for both customer-pay and warranty work.

7. B — The antilock braking system pulses brake pressure rapidly to prevent the wheels from locking
during hard braking, which keeps the tires rotating and preserves the driver's ability to steer around an
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obstacle. ABS does not necessarily reduce stopping distance — its primary purpose is to maintain steering
control, not to shorten the stop.

8. C — A V6 engine has two banks of three cylinders arranged at an angle to each other (typically 60 or
90 degrees), with both banks sharing a single common crankshaft below. This V configuration is more
compact than an inline six and is the most common six-cylinder layout in modern passenger vehicles.

9. A — A vehicle left in the after-hours drop box should be treated as a tentative service request until the
customer is contacted to confirm the concern, authorize work, and discuss the estimated cost. Beginning
work without confirming with the customer risks performing unauthorized service and creates liability for
the shop.

10. D — The master cylinder converts the mechanical force from the brake pedal into hydraulic pressure
that travels through the brake lines to each wheel cylinder or caliper. The brake booster (not the master
cylinder) provides assist force, the proportioning valve handles front-to-rear distribution, and the reservoir
simply stores fluid for the master cylinder to draw from.

11. B — A clunking sound when turning at low speed combined with uneven front tire wear is a classic
symptom of a worn tie rod end or other steering linkage joint that has developed play. The free play causes
toe variation as the wheel moves, which both makes the clunking noise and produces the uneven wear
pattern across the tread.

12. C — Empathy is the ability to understand and acknowledge the customer's perspective and feelings
without necessarily agreeing with their conclusion. It differs from sympathy (feeling sorry for someone)
and from simple agreement, and it is the foundation of effective de-escalation and trust-building in service
interactions.

13. A— An AGM battery uses absorbent fiberglass mats to hold the electrolyte between the plates rather
than having free-flowing liquid. This construction makes AGM batteries spill-proof, allows installation in
any orientation, and provides better deep-cycling performance, which is why they are commonly specified
for start-stop and high-electrical-load vehicles.

14. D — A service appointment system allows the shop to forecast the volume and type of work expected
each day so technicians, parts, and bay space can be allocated efficiently against demand. It does not
guarantee a fixed completion time, eliminate diagnostic work, or lock a technician to one vehicle for the
day — its purpose is workflow planning.

15. B — Constant-velocity joints are most commonly found on the halfshafts of front-wheel drive
vehicles, where they allow torque to transfer smoothly from the transaxle to the wheels through the
steering angle changes of the front suspension. CV joints are also used on some independent rear
suspensions, but the classic application is the FWD halfshaft.

16. C — The controller area network (CAN bus) is a vehicle data network that allows electronic control
modules — engine, transmission, ABS, body control, and others — to communicate with each other over
a shared twisted-pair data line. This reduces wiring complexity and allows sensors and inputs to be shared
across modules rather than each module needing its own dedicated sensor.
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17. B — A repair on a vehicle still under the manufacturer's basic warranty for a covered defect is
classified as warranty work, which requires the documentation and authorization procedures established
by the manufacturer for reimbursement. The shop's claim is paid by the manufacturer, not the customer,
and accurate documentation is essential to claim approval.

18. A— Customers form lasting impressions of a shop's overall quality, reliability, and competence based
on visible cues encountered at first contact, including the consultant's appearance and the organization of
the workspace. These impressions influence trust in technical recommendations and the customer's
willingness to authorize work and return for future service.

19. D — The thermostat is a temperature-sensitive valve that regulates coolant flow between the engine
and the radiator to maintain a stable engine operating temperature. It opens when the engine reaches
operating temperature to allow coolant to circulate through the radiator and closes when the engine is cool
to allow faster warm-up.

20. C — A backorder situation must be communicated transparently to the customer along with available
options (waiting, sourcing from another supplier, declining the repair), and the agreed plan should be
documented on the repair order. Refusing release, substituting parts without authorization, or sourcing
undisclosed alternatives all violate the customer's right to make informed decisions about their vehicle.

21. A — A turbocharger uses exhaust gas energy that would otherwise be lost out the tailpipe to spin a
turbine, which is mechanically linked to a compressor wheel that forces more air into the engine. This is
what distinguishes a turbocharger from a supercharger, which is belt-driven from the crankshaft.

22. C — Moving a disruptive customer to a private office or area preserves their dignity, removes the
audience that may be fueling the escalation, and creates a setting where the conversation can be productive.
Allowing the disruption to continue, publicly correcting the customer, or calling law enforcement before
attempting de-escalation all damage the relationship and the shop's reputation with other customers.

23. B — Traditional 4WD systems use a driver-selected transfer case that engages all four wheels on
demand, typically with a low range gear for off-road or heavy-load use. AWD systems differ in that they
engage automatically based on traction conditions, usually without a low range and without driver
involvement.

24. D — Open safety recalls are repaired at no cost to the customer at authorized dealers under the
manufacturer's recall program, and the consultant's responsibility is to inform the customer and direct
them to a qualified dealer. Charging the customer, refusing involvement, or delaying notification all fail
the customer's safety interest and may violate consumer protection requirements.

25. A — An effective service-lane greeting uses the customer's name when known, makes deliberate eye
contact, and offers a sincere welcome before any transactional content begins. This brief opening
establishes rapport, signals respect, and sets the tone for the entire visit before forms, fees, or terms are
discussed.

26. C — The sway bar (or stabilizer bar) is a torsion bar that links the left and right sides of the suspension
together, resisting body roll when the vehicle corners and transferring some of the cornering load between
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the two sides. It does not handle vertical bump absorption (that is the spring and shock) and is not part of
the steering or weight-bearing system.

27. D — Tire rotation, cabin air filter replacement, and similar routine maintenance items are appropriate
cross-sells during an oil change because they align with the customer's existing intent to maintain the
vehicle and can often be completed during the same visit. Major repairs unrelated to the original service
request feel like overselling and damage trust.

28. B — The "H" speed rating corresponds to a maximum sustained speed of 130 miles per hour (210
km/h), commonly applied to performance touring tires for sport sedans and many SUVs. The rating is the
manufacturer's certified maximum, and exceeding it under sustained load risks tire failure from heat
buildup.

29. C — A strut performs the damping function of a shock absorber and also serves as a structural
suspension component that supports the vehicle's coil spring, which is mounted around the strut body. A
shock absorber, by contrast, provides damping only and is not a load-bearing structural element of the
suspension.

30. A— A standard parts-and-labor warranty entitles the customer to no-cost repair or replacement of the
original repair if it fails within the stated term and mileage. This is the value proposition the warranty
offers to the customer, and limiting it to parts only or charging a deductible would not be a typical 12/12
warranty.

31. D — The positive crankcase ventilation system routes blow-by gases (combustion gases that leak past
the piston rings into the crankcase) back to the intake manifold where they are burned in the combustion
process. This reduces hydrocarbon emissions and prevents pressure buildup and sludge formation in the
crankcase.

32. B — Electric power steering uses an electric motor and control module to provide steering assist rather
than hydraulic fluid and a belt-driven pump. A loss of assist on an EPS-equipped vehicle therefore points
to the motor, control module, or steering angle sensor, since the system has no fluid, belt, or hydraulic line
to fail.

33. C — Atrial close is a question that tests the customer's readiness to proceed without explicitly asking
for authorization, such as suggesting a specific appointment time. It allows the consultant to gauge buying
signals and surface remaining objections before pressing for the final commitment.

34. A — When a drop-off lacks written instructions, the consultant's first step is to identify the customer
through prior shop records or the license plate, then call them to discuss the concern and authorize work.
Beginning inspection or repair without contacting the customer risks performing unauthorized work that
the customer may refuse to pay for.

35. B— An air suspension system replaces conventional coil or leaf springs with pressurized air bags that

support the vehicle's weight. An onboard compressor allows the system to add or release air to maintain
ride height under varying loads or to adjust ride height as a feature.
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36. D — A satisfied customer offering to refer friends should be thanked, provided with referral cards or
details of any referral reward program, and noted internally so the shop can follow up on the referral
source. Acting on the customer's willingness is the way to turn a one-time positive sentiment into ongoing
business.

37. B — On most vehicles, the blower motor resistor (or final-stage power module on newer vehicles)
controls the lower fan speed settings by stepping down voltage to the blower motor, while the highest
setting bypasses the resistor and runs the blower directly off battery voltage. When the resistor fails, only
the highest speed continues to work.

38. D — The load index is a numerical code on the tire sidewall that corresponds to the maximum weight
the tire is rated to carry when inflated to its specified pressure. The speed rating is a separate code, and
pressure and tread compound are not what the load index measures.

39. A — The exhaust gas recirculation system routes a small portion of the exhaust gas back into the
intake manifold, which dilutes the incoming air-fuel mixture and lowers peak combustion temperatures.
This reduces the formation of oxides of nitrogen (NOx), which form at the high combustion temperatures
present without EGR.

40. C — A properly functioning alternator on a typical 12-volt passenger vehicle produces approximately
13.5 to 14.5 volts at the battery terminals with the engine running, slightly above battery voltage so that
the battery is charged while the vehicle's electrical loads are powered. Voltage significantly below or
above this range indicates a charging system fault.

41. A — A technical service bulletin is a manufacturer-issued notice that documents a known issue and
provides the recommended diagnostic and repair procedure for technicians to follow. A TSB is not the
same as a recall, which is a legally required no-charge repair for safety-related defects.

42. B — A brief, professional public acknowledgment of the negative review, combined with an offer to
discuss the issue offline, demonstrates accountability to prospective customers reading the review and
creates a path to resolve the complaint privately. Ignoring, counter-attacking, or threatening legal action
all amplify the damage and reflect poorly on the shop.

43. D — The heater core is a small radiator-like heat exchanger mounted in the HVAC housing that uses
hot engine coolant routed from the engine to warm cabin air passing over its fins. It is the heating
counterpart to the evaporator, which provides cooling using refrigerant in the AC system.

44. C — The clutch on a manual transmission vehicle connects and disconnects the engine's crankshaft
from the transmission input shaft, allowing the driver to interrupt power flow for gear changes and
stopping. It does not multiply torque, reverse rotation, or convert rotational motion into linear motion.

45. B — On most modern passenger vehicles, the parking brake operates on the rear wheels through a
mechanical cable system (or an electric motor on newer designs) that is independent of the hydraulic
service brake circuit. This independence is intentional: it ensures the parking brake remains functional
even if the hydraulic system loses pressure.
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46. A — Hybrid vehicles contain high-voltage components that require a technician with the proper hybrid
qualification to service safely, and the consultant should verify availability of a qualified technician before
confirming the appointment with the customer. Scheduling without verifying qualification risks an
inability to complete the work safely on the booked day.

47. C— DOT 3 and DOT 4 are the two most commonly specified brake fluids in North America, both
glycol-based and miscible with each other, but with different dry and wet boiling point specifications.
DOT 5 is silicone-based and is not interchangeable with DOT 3 or DOT 4, and other fluids such as ATF
or engine oil must never be substituted in a brake system.

48. D — Effective shop signage and lobby presentation communicates the services offered, business
hours, payment options, and other customer-relevant information in a clean and organized way. This
supports customer decisions and reflects the shop's professionalism without overwhelming the lobby with
clutter or competitive comparisons.

49. B — A post-repair road test verifies that the customer's reported concern has been resolved and that
no other abnormal conditions exist before the vehicle is returned. It is a standard quality control step that
prevents comebacks and protects the customer from receiving a vehicle that still has the original symptom.

50. A — When the shop damages a customer's property, immediate disclosure, sincere apology, and a
clear offer to repair or replace the item at the shop's cost is the foundation of customer recovery.
Concealment, denial, or billing the customer for the damage destroys trust and exposes the shop to
significantly greater reputational and legal consequences.
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