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PRACTICE EXAM 14: 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 is on the phone with a customer when a second call comes in. The most professional 

way to handle the situation is to: 

 

A. Allow the second call to roll to voicemail without any acknowledgment to the current customer 

B. Ask the current caller if they can be placed on a brief hold while the second call is briefly answered 

C. Hang up on the current customer to take the new call since incoming sales should never be missed 

D. Conference both callers together so the consultant can address each concern simultaneously by phone 

 

2. A "summary close" sales technique is one in which the consultant: 

 

A. Reduces the recommendation to a single most-urgent item to make the decision easier for the 

customer 

B. Repeats the diagnostic technical details verbatim to overwhelm the customer into accepting the work 

C. Asks the customer to summarize the recommendation back, then waits silently for a buying decision 

D. Briefly restates the key findings and benefits of the recommendation, then asks for the authorization 

 

3. The proper closing of a professional telephone conversation with a customer includes: 
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A. An abrupt sign-off to respect the customer's time and avoid extending the call unnecessarily 

B. A long-winded recap of every topic discussed to ensure the customer remembers each detail 

C. A brief summary of agreed next steps, thanks for the call, and a clear professional sign-off 

D. A direct request for an online review at the end of every customer call without any exception 

 

4. The service consultant's primary role within the shop is to: 

 

A. Serve as the communication link between the customer, the technician, and the shop's other 

departments 

B. Diagnose vehicle concerns directly and assign repair tasks based on personal technical expertise 

C. Perform the actual repair work in the bay alongside the technician throughout the workday 

D. Approve all parts orders from suppliers and manage the shop's overall inventory levels 

 

5. At the conclusion of a service visit, the consultant's final goal is to: 

 

A. Ensure the customer signs the invoice quickly so the vehicle can be released and the lane cleared 

B. Confirm the customer has received the printed paperwork and exit the conversation efficiently 

C. Leave the customer feeling valued, informed, and likely to return for future service visits 

D. Remind the customer to leave a positive online review before they have left the property 

 

6. The cylinder head on a modern internal combustion engine is responsible for: 

 

A. Storing the engine's lubricating oil in the lower section below the crankshaft assembly 

B. Housing the valves, valve springs, and combustion chamber above each cylinder bore 
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C. Providing the rotating mass that smooths the engine's power delivery between firing events 

D. Driving the alternator, water pump, and other accessories through a single belt arrangement 

 

7. The primary difference between gasoline and diesel engine combustion is that diesel engines: 

 

A. Use a spark plug at a higher voltage than gasoline engines to ignite the air-fuel mixture 

B. Mix the fuel with the intake air before the air reaches the intake valves on each cylinder 

C. Burn an air-fuel mixture that is significantly richer than what gasoline engines normally use 

D. Ignite the fuel through compression heat alone, without a spark plug, after fuel injection 

 

8. The camshaft in a typical four-stroke engine is responsible for: 

 

A. Opening and closing the intake and exhaust valves in proper sequence with crankshaft rotation 

B. Pumping engine oil from the oil pan to the lubrication galleries throughout the engine 

C. Driving the water pump and alternator through a separate accessory drive belt arrangement 

D. Generating the ignition spark by rotating past a magnetic pickup mounted in the cylinder head 

 

9. The intake manifold on a fuel-injected engine functions to: 

 

A. Cool the incoming air before it enters the combustion chamber for improved engine performance 

B. Filter dust and debris from the air entering the engine through the air cleaner box upstream 

C. Distribute filtered intake air from the throttle body to each cylinder's intake port evenly 

D. Store excess fuel pressure between injection events to maintain consistent fuel rail pressure 
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10. The engine crankshaft converts the: 

 

A. Rotational motion of the camshaft into linear motion at the valves through the timing belt 

B. Reciprocating linear motion of the pistons into rotational motion at the flywheel and drivetrain 

C. Hydraulic pressure from the oil pump into the lubrication flow throughout the engine system 

D. Electrical energy from the battery into the rotational force needed to start the engine 

 

11. A customer requests a pre-purchase inspection on a used vehicle they are considering buying. The 

consultant should: 

 

A. Schedule a comprehensive inspection covering mechanical, safety, and cosmetic condition with a 

written report 

B. Perform a quick visual check only in the parking lot to keep the customer's appointment time brief 

C. Decline the inspection since the shop is not legally responsible for vehicles owned by other parties 

D. Refer the customer to the selling dealer for the inspection since they will provide it free of charge 

 

12. Extended drain interval engine oils typically require: 

 

A. More frequent oil filter replacement than oil replacement to compensate for the longer drain interval 

B. A higher viscosity grade than the manufacturer's specification to maintain pressure over time 

C. Conventional mineral oil base stocks rather than synthetic base stocks for the longest service life 

D. A full-synthetic formulation meeting the manufacturer's specific extended-life oil specification 

 

13. A customer brings in a vehicle with a fluid leak, and the consultant observes a reddish, oily fluid 

puddle beneath the vehicle. The most likely source is: 
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A. Engine coolant from the cooling system, which has a thin watery consistency when leaked onto 

pavement 

B. Automatic transmission fluid or power steering fluid, which are red and oily when new and darker 

when used 

C. Engine oil from a worn crankshaft seal, which appears amber-colored on most newer high-mileage 

vehicles 

D. Brake fluid from a master cylinder leak, which is amber to clear on most modern hydraulic brake 

systems 

 

14. Synthetic engine oil differs from conventional mineral oil primarily in that synthetic oil: 

 

A. Is significantly thinner than conventional oil and should never be used in engines designed for thicker 

oil 

B. Lasts indefinitely without requiring any replacement at the manufacturer's recommended service 

interval 

C. Uses engineered molecular structures that provide more consistent viscosity across temperature 

extremes 

D. Costs less than conventional oil because it is produced from cheaper petroleum-distillate base stocks 

 

15. A customer's vehicle requires a coolant top-off. Before adding coolant, the consultant should verify: 

 

A. The specific coolant formulation specified by the manufacturer, since mixing incompatible types can 

cause damage 

B. The customer's preference for a particular coolant brand from among the products available locally 

C. Whether the customer wants the coolant pre-mixed or as concentrate to be diluted with tap water 

D. The current price of various coolant types so the customer can choose the most economical option 
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16. A consultant on a service-department telephone call should NOT: 

 

A. Identify the shop and themselves clearly within the first few seconds of answering the call 

B. Take detailed notes during the call to ensure key information is captured for the repair order 

C. Allow the customer to fully describe the concern before asking targeted clarifying questions 

D. Eat, drink, or chew gum during the call, since these sounds are clearly audible to the caller 

 

17. A customer asks the consultant to perform a repair that the consultant believes is unnecessary. The 

most professional response is to: 

 

A. Perform the requested repair without comment, since the customer is paying and has the final say 

B. Refuse the repair outright and tell the customer that the request reflects a misunderstanding 

C. Explain the consultant's perspective, present the inspection findings, and let the customer decide 

D. Charge a premium price for the requested repair to discourage the customer from authorizing it 

 

18. A consultant who anticipates a customer's next question and addresses it before being asked 

demonstrates: 

 

A. Proactive customer service, which builds trust and reduces friction throughout the service experience 

B. Overconfidence in technical knowledge, which often leads to errors and customer dissatisfaction 

C. Disrespect for the customer's intelligence and autonomy by assuming what they need to know 

D. Poor listening skills, since responding before being asked indicates the consultant is not paying 

attention 
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19. When working with an elderly customer who may need additional time to understand the 

recommendation, the consultant should: 

 

A. Speak loudly and slowly to every elderly customer regardless of any indication of hearing or speed 

needs 

B. Speak clearly at a moderate pace, use plain language, and check for understanding without being 

condescending 

C. Defer all decisions to a family member, since elderly customers typically cannot make decisions 

alone 

D. Limit the discussion to a single sentence summary to avoid overwhelming the customer with details 

 

20. When a customer's primary language differs from the consultant's, best practice is to: 

 

A. Speak louder and more slowly in the consultant's language until the customer begins to understand 

B. Refuse the service request and refer the customer to a different shop that speaks their language 

C. Use technical jargon since automotive terms are often similar across many languages worldwide 

D. Use simple language, translation tools or a bilingual coworker, and confirm understanding throughout 

 

21. A "bundle" or "package" pricing approach in shop sales typically: 

 

A. Charges the customer a higher total price than purchasing each service separately would have been 

B. Eliminates the need for individual customer authorization on each line item within the package 

C. Combines related services at a discounted total price to increase value perception for the customer 

D. Replaces all routine maintenance recommendations with a single recurring monthly subscription fee 
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22. A customer responds to a repair recommendation with "I need to think about it." The most 

professional consultant response is to: 

 

A. Pressure the customer to decide today by emphasizing the urgency and risk of delaying the work 

B. Acknowledge the customer's need to consider, offer to answer any remaining questions, and follow 

up later 

C. Reduce the price immediately to override the customer's hesitation and capture the sale today 

D. Tell the customer they will lose their place in the schedule if they do not authorize within the hour 

 

23. Building trust with a first-time customer is most effectively done by: 

 

A. Demonstrating competence, honesty, and respect from the first interaction through clear 

communication 

B. Offering the deepest possible discount on the first visit to outprice every competitor in the area 

C. Performing additional repairs not authorized by the customer as a "no-charge" surprise on the first 

visit 

D. Promising the customer that no issues will ever be found on their vehicle during future service visits 

 

24. A consultant who wants to maintain ongoing customer relationships should: 

 

A. Avoid contacting customers between visits to respect their privacy and personal time at home 

B. Send mass marketing emails to every customer monthly regardless of their service relationship 

C. Wait for the customer to call when they need service rather than initiating any outreach 

D. Set follow-up reminders for upcoming maintenance, deferred repairs, and warranty anniversaries 
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25. The phrase "the service consultant is the customer's advocate within the shop" means the consultant: 

 

A. Should approve every customer request automatically regardless of technical or safety concerns 

B. Should represent the customer's interests in discussions with technicians and management on repairs 

C. Should keep customer concerns secret from technicians to prevent any bias in the diagnosis process 

D. Should sue the shop on behalf of any customer who feels they were treated unfairly during a visit 

 

26. A customer reports the brake pedal pulsates during firm stops from highway speed. The most likely 

cause is: 

 

A. Warped or excessively worn brake rotors causing thickness variation that the pads ride over with 

each rotation 

B. Air trapped in the brake hydraulic lines requiring a complete bleed of the brake system at all four 

wheels 

C. A failed ABS pump module continuously cycling during normal non-emergency braking situations 

D. A worn master cylinder primary seal allowing internal bypass between the two hydraulic circuits 

during stops 

 

27. A brake hose differs from a brake line in that the hose: 

 

A. Carries higher hydraulic pressure than the rigid steel brake line section behind the master cylinder 

B. Is made of solid copper tubing that requires double-flared ends at every fitting connection point 

C. Is a flexible reinforced rubber section that allows the brake caliper to move with the suspension travel 

D. Routes air rather than hydraulic fluid as part of the air-over-hydraulic system on light trucks 
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28. A customer reports a metallic grinding sound when applying the brakes. The most likely cause is: 

 

A. The brake pad wear indicator contacting the rotor surface, which produces a high-pitched squeal 

sound 

B. Air trapped in the brake hydraulic line causing a soft pedal and intermittent fluid movement noise 

C. A glazed brake pad surface that has hardened with heat and produces a chirping sound during stops 

D. Brake pads worn through the friction material with the metal pad backing now contacting the rotor 

 

29. A tire with a small nail puncture in the center of the tread can typically be: 

 

A. Repaired with an internal patch-plug combination, provided the puncture is within the repairable area 

of the tread 

B. Repaired by using a tire sealant from a pressurized canister inserted through the valve stem alone 

C. Repaired using a string plug only, with no internal patch, regardless of the puncture's location on the 

tire 

D. Repaired by any method, including a puncture in the sidewall or shoulder area of the tire's casing 

 

30. The vehicle alignment angle that measures whether the front wheels point straight ahead, point 

inward, or point outward when viewed from above is: 

 

A. Camber, which describes the inward or outward tilt of the wheel when viewed from the front 

B. Toe, which describes whether the front of each wheel points inward or outward relative to the 

centerline 

C. Caster, which describes the forward or rearward tilt of the steering axis when viewed from the side 

D. Thrust angle, which describes the rear axle's alignment relative to the vehicle's geometric centerline 
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31. Tire pressure should be checked when the tires are: 

 

A. Warm after at least thirty minutes of highway driving, since this is when tires reach their normal 

operating state 

B. Cold, meaning the vehicle has not been driven for at least three hours or has been driven less than one 

mile 

C. At ambient temperature, regardless of whether the vehicle has been driven recently or sitting 

overnight 

D. Hot from extended highway driving so the pressure reading reflects the highest pressure achieved in 

service 

 

32. A "donut" or "temporary" spare tire differs from a full-size spare in that the donut spare: 

 

A. Is rated for the same speed and load capacity as the vehicle's regular tires for unlimited use 

B. Is interchangeable with the vehicle's standard wheels and tires for any of the four wheel positions 

C. Is smaller, lighter, and rated for limited speed and distance, intended only to reach a service location 

D. Must be installed only on the rear axle of the vehicle regardless of which tire is currently flat 

 

33. A customer reports the air conditioning blows only warm air. The first diagnostic step is to: 

 

A. Check refrigerant pressures on the high and low side of the system using a manifold gauge set 

B. Recommend an immediate replacement of the AC compressor as the most common cause of the 

failure 

C. Replace the cabin air filter, since a clogged filter is the most common cause of AC cooling problems 

D. Add an AC stop-leak refrigerant blend without diagnosis to address any potential leak immediately 
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34. A proper automotive battery test includes: 

 

A. A visual inspection of the battery case only, since modern batteries cannot be electrically tested in the 

vehicle 

B. A measurement of voltage at the battery posts with the engine running but with no other testing 

performed 

C. A capacity test using a hydrometer to measure electrolyte specific gravity in each individual cell only 

D. State-of-charge, load or conductance testing, and verification of the battery's cold cranking amp 

performance 

 

35. A customer asks about replacing standard halogen headlight bulbs with brighter aftermarket LED 

bulbs. The consultant should explain that: 

 

A. LED bulbs are always a direct replacement for halogen bulbs and produce identical beam patterns 

B. LED upgrades are illegal in all jurisdictions and the customer should never consider this modification 

C. LED retrofits may not produce the proper beam pattern in halogen housings and may not be road-

legal locally 

D. LED bulbs draw more electrical power than halogen and will drain the battery during normal use 

 

36. A safety data sheet (SDS) is a document that: 

 

A. Lists the warranty terms and conditions for new vehicles sold by the manufacturer to consumers 

B. Records each customer's vehicle service history at the shop over the relationship period 

C. Describes the procedures for safely operating power tools in the shop on a routine basis 

D. Provides hazard identification, handling, and emergency information for chemical products 
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37. Used motor oil, used coolant, and used brake fluid are all classified as: 

 

A. Hazardous waste that must be collected, stored, and disposed of through approved waste handlers 

B. Universal recyclable materials that can be poured down any storm drain without restriction 

C. Household waste that customers can dispose of with their regular household trash collection 

D. Non-regulated automotive byproducts that the shop may discard with general shop floor waste 

 

38. Customers should generally not be allowed in the active service bay area primarily because: 

 

A. The technicians prefer working without observation by anyone outside of the shop's repair team 

B. Insurance policies prohibit any non-employee from entering the shop's facility for any reason 

C. Active service bays present safety hazards including lifts, hot components, fluids, and moving 

equipment 

D. The shop's diagnostic processes are proprietary and the customer should not see what technicians do 

 

39. A shop's general safety regulations in the United States are most directly governed by: 

 

A. The Federal Motor Vehicle Safety Standards (FMVSS) administered by the Department of 

Transportation 

B. The Occupational Safety and Health Administration (OSHA) regulations for workplace safety 

standards 

C. The Environmental Protection Agency (EPA) air and water quality standards for facility emissions 

D. The Federal Trade Commission (FTC) consumer protection regulations governing repair industry 

practices 
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40. The vehicle's recommended cold tire pressure for each axle is most reliably found on: 

 

A. The tire information placard, typically located on the driver's doorjamb or inside the fuel filler door 

B. The sidewall of the tire itself, which lists the manufacturer's intended cold pressure for that tire 

C. The vehicle's online owner forum, where other owners report what pressures they personally use 

D. The repair manual section on tire rotation, which lists each pressure for each rotation pattern 

 

41. A shop's advertising that describes services or pricing must be: 

 

A. Approved by the local Better Business Bureau before any publication in print or digital media 

B. Verified by an independent third-party auditor every six months at the shop owner's expense 

C. Truthful, not deceptive, and consistent with actual services delivered to avoid consumer protection 

violations 

D. Filed with the state's automotive licensing board for review before public distribution begins 

 

42. A customer's vehicle has been in for the same defect multiple times under warranty without 

successful repair. The consultant should: 

 

A. Continue attempting the repair indefinitely under warranty without referring the customer elsewhere 

B. Charge the customer for diagnosis at each visit since the repeated visits are not the shop's 

responsibility 

C. Refuse the customer service since the shop has already attempted the repair more than once at no 

charge 

D. Inform the customer of state lemon law provisions and possible recourse through the vehicle 

manufacturer 
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43. Many state automotive repair laws require the consultant to provide the customer with: 

 

A. A standardized federal repair order form developed by the U.S. Department of Transportation in 2010 

B. A written estimate before work begins, with notification before exceeding the estimate by a defined 

percentage 

C. A signed liability waiver releasing the shop from any responsibility for damages during the service 

visit 

D. A copy of the technician's personal credentials including birth date and home address on the file 

 

44. Under most state consumer protection laws governing automotive repair, the customer has the right 

to: 

 

A. Return any new replacement part for a full refund within 90 days of installation, regardless of 

condition 

B. Receive a free replacement vehicle while their own vehicle is in for any repair lasting more than one 

day 

C. Receive an itemized invoice showing parts, labor, and other charges separately for each service 

performed 

D. Choose any replacement part of any quality grade, regardless of manufacturer specification or safety 

standard 

 

45. Repair orders and customer service records should generally be retained for: 

 

A. A period specified by state regulation and shop policy, typically several years, for warranty and legal 

reference 

B. No longer than thirty days, after which all customer records must be shredded for privacy protection 

C. Exactly one year from the date of service, with no exceptions allowed for any record type 
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D. The lifetime of the vehicle, with all records transferred to each subsequent owner upon vehicle sale 

 

46. A quality control check after every repair should include: 

 

A. Only a visual inspection of the work area to ensure no tools were left in the engine compartment 

B. Only a final scan for any new diagnostic trouble codes triggered during the repair process 

C. Only a road test to confirm the vehicle drives normally on routes typical for the customer 

D. A combination of visual inspection, scan tool verification, and a road test appropriate to the repair 

 

47. A "comeback" in shop terminology refers to: 

 

A. A returning customer who books another service appointment after a satisfactory previous visit 

B. A vehicle that returns to the shop because the original repair did not successfully resolve the concern 

C. A part that is returned to the supplier unused because it was the wrong part for the application 

D. A bonus payment to the technician for completing a repair faster than the published flat-rate time 

 

48. Technician productivity is most commonly measured by comparing: 

 

A. The technician's actual gross sales revenue against the shop's monthly sales target for the entire team 

B. The technician's customer satisfaction score against the shop's overall customer satisfaction 

benchmark 

C. The flat-rate hours billed by the technician against the actual hours the technician was on the clock 

D. The technician's parts-to-labor ratio against the shop's industry-standard ratio for that service 

category 
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49. A customer returns a part purchased through the shop's parts counter. The shop's return policy 

typically: 

 

A. Accepts all parts returns indefinitely without restriction, providing a refund for any reason at any time 

B. Refuses all parts returns regardless of condition, since once a part leaves the counter it cannot be 

resold 

C. Accepts returns only on parts that have been installed and used for at least thirty days in a vehicle 

D. Accepts returns within a defined period for unused parts in original packaging, with certain 

exclusions 

 

50. Ongoing professional development for service consultants typically includes: 

 

A. ASE certification, manufacturer training, and continuing education in customer service and product 

knowledge 

B. Mandatory weekly attendance at competitor shops to observe their service consultant practices 

C. Annual recertification of the consultant's driver's license through the state department of motor 

vehicles 

D. A required medical examination every six months to verify fitness for service-lane communication 

 

 

ANSWER KEY (Practice Exam 14) 

1. B — Asking the current caller's permission to take a brief hold respects their time while allowing the 

consultant to acknowledge the incoming call. Letting calls roll to voicemail unannounced, hanging up on 

the active caller, or conferencing strangers all damage the customer's experience and the shop's 

professional reputation. 

2. D — A summary close briefly restates the key findings and benefits of the recommendation and asks 

for authorization, allowing the customer to confirm understanding and decide with all relevant points fresh 

in mind. It is distinct from reducing scope, repeating technical detail, or waiting silently for the customer 

to volunteer a decision. 
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3. C — A professional phone closing summarizes the agreed next steps, thanks the customer for the call, 

and signs off with a clear professional statement. This reinforces what was decided, confirms shared 

understanding, and leaves the customer with a positive final impression of the interaction. 

4. A — The service consultant is the communication hub of the shop, connecting the customer with the 

technician performing the work, the parts department, the cashier, and management. The role is not to 

diagnose vehicles directly, perform the repairs, or manage supplier inventory. 

5. C — The final goal of every visit is to leave the customer feeling valued, informed about what was 

done, and likely to return for future service. Quick signatures, paperwork handoff, and review requests are 

tactical activities, not the strategic goal of the visit. 

6. B — The cylinder head sits atop the engine block and houses the intake and exhaust valves, valve 

springs, and the combustion chambers where the air-fuel mixture burns. The oil pan is below the block, 

the flywheel provides rotating mass, and accessories are belt-driven externally from the crankshaft. 

7. D — Diesel engines compress intake air to a much higher ratio than gasoline engines, raising its 

temperature so that fuel injected near top-dead-center ignites from the compression heat alone. Gasoline 

engines, by contrast, use a spark plug to ignite a pre-mixed air-fuel charge in the combustion chamber. 

8. A — The camshaft rotates in time with the crankshaft (at half the crank speed in a four-stroke engine) 

and uses its lobes to open and close the intake and exhaust valves in the correct sequence with each 

cylinder's cycle. It does not pump oil, drive accessories, or generate ignition spark. 

9. C — The intake manifold receives filtered, throttled air from the throttle body and distributes it through 

runners to each cylinder's intake port. It does not cool, filter, or store fuel pressure — those functions 

belong to other components in the air and fuel systems. 

10. B — The crankshaft converts the reciprocating linear motion of the pistons into the rotational motion 

delivered to the flywheel, transmission, and drivetrain. The camshaft is driven from the crankshaft, the oil 

pump moves fluid under pressure, and the starter motor (not the crankshaft) converts electrical energy into 

rotation. 

11. A — A pre-purchase inspection should be a comprehensive examination covering mechanical 

condition, safety systems, and cosmetic findings, delivered with a written report the buyer can use to make 

an informed decision. A quick parking-lot glance, a refusal, or a referral to the selling dealer all fail the 

customer's purpose for requesting the service. 

12. D — Extended drain interval engine oils require a full-synthetic formulation that meets the 

manufacturer's specific extended-life specification (such as VW 504.00, MB 229.5, or dexos1 Gen 3) to 

maintain protection across the longer service interval. Using a higher viscosity grade, conventional base 

stock, or filter-only replacement does not provide the chemistry needed. 

13. B — Automatic transmission fluid and power steering fluid are both red and oily when new, fading to 

brown or dark red as they age in service. Engine coolant is watery rather than oily, engine oil is amber, 

and brake fluid is amber to clear — none of which would produce a red oily puddle. 
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14. C — Synthetic motor oil is engineered with uniform molecular structures that maintain more consistent 

viscosity across cold-start and high-operating-temperature extremes than conventional mineral oil. It still 

requires periodic replacement and remains matched to the engine's specified viscosity grade. 

15. A — Modern vehicles use different coolant chemistries (IAT, OAT, HOAT, P-HOAT, and others), 

and mixing incompatible types can cause gelling, scale formation, and accelerated corrosion of cooling 

system components. The consultant must verify the manufacturer-specified formulation before adding any 

coolant to the system. 

16. D — Eating, drinking, or chewing gum during a phone call produces sounds that are clearly audible 

to the caller and project unprofessionalism and disrespect. Identifying the shop, taking notes, and listening 

fully are all expected positive behaviors on every service-department call. 

17. C — When the consultant believes a customer-requested repair is unnecessary, the professional 

response is to explain the consultant's perspective, share the supporting inspection findings, and let the 

customer make the final informed decision. Performing without comment, refusing outright, or pricing 

punitively all fail the consultant's advisory role. 

18. A — Proactive customer service means anticipating the customer's likely next question and addressing 

it before being asked, which builds trust and reduces friction throughout the visit. Customers experience 

this as competence and care, not as overconfidence or disrespect. 

19. B — Elderly customers should be addressed at a clear and moderate pace using plain language, with 

the consultant checking for understanding throughout the conversation, and without speaking down to the 

customer or assuming impairment. Defaulting to loud-and-slow, deferring to family, or oversimplifying 

treats the customer as incapable. 

20. D — When language differs, the consultant should use simple language, leverage translation tools or 

a bilingual coworker, and confirm understanding throughout the conversation. Speaking louder, refusing 

service, or relying on technical jargon all fail the customer's communication need. 

21. C — A bundle or package combines related services at a discounted total price compared to purchasing 

each separately, increasing the customer's value perception while improving the shop's ticket value. It 

does not eliminate authorization requirements or replace maintenance recommendations with a 

subscription model. 

22. B — When a customer says they need to think about a recommendation, the consultant should 

acknowledge that need, offer to answer any remaining questions, and arrange a respectful follow-up. 

Pressure tactics, on-the-spot discounts, and scheduling threats all destroy trust and rarely produce 

sustainable sales. 

23. A — Trust with a first-time customer is built by demonstrating competence, honesty, and respect from 

the first interaction through clear, accurate communication. Deep discounts, unauthorized "free" repairs, 

and unrealistic promises all signal that something is being concealed or oversold. 
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24. D — Maintaining customer relationships requires setting follow-up reminders for upcoming 

maintenance, deferred repairs, and warranty anniversaries, so the customer is contacted with relevance 

rather than at random. Silence, indiscriminate mass marketing, and waiting passively for the customer to 

call all surrender the relationship over time. 

25. B — Acting as the customer's advocate within the shop means representing the customer's interests in 

conversations with the technician, parts staff, and management to ensure the work serves the customer's 

real need. It does not mean rubber-stamping every request, withholding information from technicians, or 

pursuing legal action. 

26. A — Brake pedal pulsation during firm stops at highway speed is the classic symptom of warped or 

excessively worn brake rotors with thickness variation that the pads ride over with each rotation. Air in 

the lines, a failed ABS pump module, or a master cylinder bypass would produce different symptoms such 

as a soft pedal or pedal sink. 

27. C — A brake hose is a flexible reinforced rubber section that connects the rigid steel brake line on the 

chassis to the brake caliper, allowing the caliper to move freely with the suspension and steering travel. 

The rigid line and the flexible hose carry the same hydraulic pressure, and air-over-hydraulic systems are 

used only on heavy commercial vehicles. 

28. D — A metallic grinding sound during brake application is the classic indication that the friction 

material is worn through and the metal pad backing plate is contacting the rotor surface. The wear indicator 

squeals at a higher pitch, air produces a soft pedal, and glazed pads produce a chirp, not a grind. 

29. A — A tire with a small nail puncture in the center of the tread is typically repairable using an internal 

patch-plug combination installed from inside the tire after the tire is dismounted. Punctures in the sidewall 

or shoulder are not safely repairable, and external string plugs or pressurized sealants without an internal 

patch are not industry-approved permanent repairs. 

30. B — Toe is the alignment angle that describes whether the front of each front wheel points inward 

(toe-in) or outward (toe-out) relative to the vehicle's centerline when viewed from above. Camber is the 

wheel's vertical tilt, caster is the steering axis tilt viewed from the side, and thrust angle describes the rear 

axle's alignment. 

31. B — Tire pressure should be measured cold — meaning the vehicle has not been driven for at least 

three hours or has been driven less than one mile at low speed. Tires heated by driving show artificially 

elevated pressure readings, which would lead to underinflation if the pressure were set against the warm 

reading. 

32. C — A donut or temporary spare is smaller, lighter, and rated for limited speed (typically 50 mph) 

and distance (typically 50–70 miles), intended only to get the vehicle to a service location for proper tire 

replacement. It is not interchangeable with the regular wheels and tires for unlimited use. 

33. A — The first diagnostic step for an AC system that blows only warm air is to check refrigerant 

pressures on both the high and low side of the system using a manifold gauge set. The readings reveal 
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whether the system is undercharged, overcharged, has a stuck component, or has a leak, which directs the 

next step in diagnosis. 

34. D — A proper battery test verifies state of charge (typically by voltage), performs a load or 

conductance test to evaluate capacity, and confirms the battery meets its rated cold cranking amps. Visual 

inspection alone, voltage at idle alone, or a hydrometer test (impossible on sealed batteries) are not 

adequate by themselves. 

35. C — Aftermarket LED bulbs retrofitted into halogen housings often fail to produce the proper beam 

pattern designed into that reflector or projector, and many such retrofits are not road-legal under federal 

motor vehicle safety standards or local regulations. The consultant should communicate this rather than 

assume LED is a direct drop-in. 

36. D — A safety data sheet (SDS, formerly MSDS) provides hazard identification, safe handling, first 

aid, fire response, and emergency information for a chemical product. It is not a warranty document, 

service history record, or tool operation manual. 

37. A — Used motor oil, used coolant, and used brake fluid are all regulated as hazardous waste and must 

be collected, stored, and disposed of through approved waste handlers. Pouring them down drains, mixing 

them with trash, or treating them as unregulated waste violates environmental regulations and exposes the 

shop to serious penalties. 

38. C — The active service bay contains numerous safety hazards — raised vehicles on lifts, hot exhaust 

and engine components, flammable fluids, and moving equipment — that pose real risks to untrained 

visitors. Insurance considerations, technician preference, and process secrecy are secondary concerns to 

the actual physical risk. 

39. B — General workplace safety in the United States is governed by the Occupational Safety and Health 

Administration (OSHA), which sets standards for ventilation, PPE, lockout/tagout, hazardous chemicals, 

and other shop-floor protections. FMVSS, EPA, and FTC each govern different domains (vehicle design, 

environment, consumer protection). 

40. A — The vehicle's recommended cold tire pressure is listed on the tire information placard, typically 

affixed to the driver's doorjamb or inside the fuel filler door, as specified by federal regulation. The tire 

sidewall lists the tire's maximum pressure, not the vehicle's recommended pressure for that application. 

41. C — Shop advertising must be truthful, not deceptive, and consistent with the actual services delivered 

to comply with FTC and state consumer protection laws governing the repair industry. Outside advance 

approval from the BBB, third-party auditors, or state licensing boards is not generally required. 

42. D — When a covered defect cannot be successfully repaired despite multiple warranty attempts, the 

consultant should inform the customer of state lemon law provisions and the customer's possible recourse 

through the vehicle manufacturer's buyback or replacement process. Continuing indefinitely, charging 

diagnostic fees, or refusing service all fail the customer's legal options. 
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43. B — Most state automotive repair laws require the consultant to provide a written estimate before 

work begins and to notify the customer before exceeding the estimate by a defined percentage (often 10 

percent). Federal standardized forms, liability waivers, and technician personal credentials are not 

standard requirements. 

44. C — Most state consumer protection laws governing automotive repair grant the customer the right to 

receive an itemized invoice showing parts, labor, and other charges listed separately for each service 

performed. Universal part refunds, free replacement vehicles, and unrestricted part choice are not 

generally guaranteed rights. 

45. A — Repair orders and customer service records should be retained for the period specified by state 

regulation and shop policy, typically several years, to support warranty obligations, legal defense, and 

customer service continuity. Thirty-day, exactly one-year, or lifetime-of-vehicle retention are not standard 

requirements. 

46. D — A proper post-repair quality control check combines a visual inspection of the work area, a scan 

tool verification for any new or pending codes, and a road test appropriate to the type of repair performed. 

Any single check in isolation can miss issues that the other two would catch. 

47. B — A "comeback" is a vehicle that returns to the shop because the original repair did not successfully 

resolve the customer's concern, requiring re-diagnosis and rework. Comebacks are tracked as a quality 

metric because they consume technician time, damage customer satisfaction, and reduce shop profitability. 

48. C — Technician productivity is measured by the ratio of flat-rate hours billed (work produced) to 

actual hours the technician was clocked in (time available), typically expressed as a percentage above 100 

percent for efficient technicians. Sales revenue, CSI score, and parts-to-labor ratio measure different 

aspects of shop performance. 

49. D — A typical parts return policy accepts returns within a defined period for unused parts in original 

packaging, with exclusions for electrical parts, special orders, machined items, and items already installed 

on the vehicle. Indefinite or unconditional acceptance and outright refusal are both outside normal industry 

practice. 

50. A — Ongoing professional development for service consultants typically includes ASE certification 

(such as the C1 credential), manufacturer-specific training programs, and continuing education in 

customer service techniques and product knowledge. Competitor visits, driver's license recertification, 

and recurring medical examinations are not industry-standard development requirements. 

 


