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PRACTICE EXAM 6: 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, 2, 3, and 4. 

 

 

1. The tone of voice used in the first three seconds of a phone greeting communicates to the caller: 

 

A. Whether the consultant sounds welcoming, attentive, and ready to help today 

B. The shop's profitability and current financial standing in the industry 

C. The number of technicians currently working in the service department 

D. The current weather conditions in the area outside the shop facility 

 

2. A vehicle equipped with all-wheel drive (AWD) differs from a four-wheel drive (4WD) system in that 

AWD typically: 

 

A. Requires the driver to manually shift into the AWD mode for any wet road 

B. Disengages all four wheels when the vehicle is parked overnight or longer 

C. Connects only the front axle to the powertrain, leaving the rear undriven 

D. Operates continuously and automatically without requiring any driver input 

 

3. A customer brings a young child to the service write-up appointment. The consultant should: 

 

A. Welcome both customer and child while focusing the service discussion on the parent 

B. Ask the customer to bring the child to a different appointment time that is more convenient 
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C. Refuse to continue the write-up until the child is removed from the service lane area 

D. Direct the customer's full attention to the child instead of the vehicle service business 

 

4. The customer's signature on the repair order at intake serves what primary purpose? 

 

A. It satisfies a federal automotive consumer requirement for service shops 

B. It allows the customer to receive a small discount on the labor rate today 

C. It establishes the customer's authorization for the listed work and estimated cost 

D. It transfers ownership of the vehicle to the shop for the duration of service 

 

5. The differential in a vehicle's drivetrain allows the: 

 

A. Two drive wheels on the same axle to rotate at different speeds during turns 

B. Engine to be fully disconnected from the drivetrain when the vehicle is parked 

C. Transmission to shift between forward and reverse without engine speed change 

D. Driver to switch the vehicle between two-wheel and four-wheel drive modes 

 

6. A customer arrives twenty minutes before their scheduled appointment time. The consultant should: 

 

A. Make the customer wait the full twenty minutes before any service can begin 

B. Acknowledge the early arrival and begin the write-up if shop capacity permits 

C. Refuse to start early to maintain strict adherence to the appointment schedule 

D. Reprimand the customer for arriving early and disrupting the day's planned schedule 

 

7. Setting realistic expectations at the write-up — even when the news is unwelcome — typically results 

in: 

 

A. Lower customer satisfaction because the customer wanted to hear good news 

B. Higher customer satisfaction because the customer feels misled at the visit 
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C. Higher customer satisfaction because the customer knows what to expect 

D. Mixed results depending on which season of the year the visit occurs in 

 

8. A battery's cold cranking amps (CCA) rating indicates the: 

 

A. Current the battery can deliver for thirty seconds at zero degrees Fahrenheit 

B. Total amount of energy stored in the battery for normal vehicle starting operation 

C. Maximum continuous current the battery can deliver during alternator charging 

D. Speed at which the battery will recharge during normal driving conditions on the road 

 

9. A customer asks the consultant to combine parts and labor into a single line item to "simplify" the 

invoice. The consultant should: 

 

A. Combine the items as requested to provide the simplified invoice the customer wants 

B. Combine the items only when the customer signs a waiver of itemization rights 

C. Refer the request to the shop's accounting department for the necessary changes 

D. Explain that parts and labor are itemized separately as standard practice and disclosure 

 

10. Ceramic brake pads differ from semi-metallic brake pads primarily in that ceramic pads typically: 

 

A. Produce more brake dust visible on the wheels during normal vehicle operation 

B. Wear out faster than semi-metallic pads under identical driving conditions 

C. Produce less brake dust and operate more quietly under normal driving conditions 

D. Require a special brake fluid not available in ordinary automotive parts stores 

 

11. Before sending marketing-related text messages to a customer's mobile phone, the shop should: 

 

A. Send the first marketing text and stop only when the customer asks to opt out 

B. Verify the customer's phone supports text messaging from automotive service shops 
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C. Use only email for marketing since text marketing is prohibited by federal law 

D. Obtain the customer's explicit opt-in consent to receive marketing communications by text 

 

12. A vehicle equipped with adaptive cruise control and lane departure warning typically requires ADAS 

calibration after: 

 

A. Every oil change to maintain the vehicle's emissions warranty coverage status 

B. Each tire rotation, since wheel position changes can affect ADAS sensor angles 

C. Brake pad replacement, since brake response affects the ADAS module function 

D. Windshield replacement, alignment, or any work involving the affected sensor area 

 

13. A vehicle raised on a shop lift should be: 

 

A. Placed on the lift arms at the operator's preferred contact points for speed 

B. Positioned with lift arms at the manufacturer-specified vehicle lift points 

C. Allowed to swing freely on the lift to test for any structural weakness 

D. Loaded with additional weight to verify the lift's maximum capacity rating 

 

14. A customer calls and asks to speak with the technician working on their vehicle. The consultant should: 

 

A. Connect the customer directly to the technician to save time and improve efficiency 

B. Refuse the request and tell the customer that technicians do not speak with customers 

C. Tell the customer that the technician is too busy and they will need to call back later 

D. Explain that technicians focus on repairs while the consultant manages all communication 

 

15. A flashing check engine light (as opposed to a steady illuminated light) indicates: 

 

A. A scheduled maintenance reminder that the customer should address at convenience 

B. A wiring harness fault unrelated to engine operation that can be addressed later 
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C. An emissions inspection failure that has already occurred at the testing facility 

D. A severe condition such as catalyst-damaging misfire requiring immediate attention 

 

16. A summary recap at delivery — restating what was done, what was found, and what is recommended 

for the future — accomplishes what primary purpose? 

 

A. It satisfies a federal automotive consumer requirement for service visit closure 

B. It allows the consultant to upsell additional services not on the customer's list 

C. It reinforces customer understanding and sets the stage for the next service visit 

D. It documents the visit for the shop's required state regulatory record-keeping 

 

17. Low rolling resistance (LRR) tires are designed primarily to: 

 

A. Reduce vehicle weight by using thinner sidewall construction throughout the tire 

B. Improve fuel economy by reducing the energy lost to tire deformation during rolling 

C. Increase cornering grip during high-speed driving on dry road surfaces 

D. Eliminate the need for periodic tire rotation in normal passenger vehicle service 

 

18. A vehicle's cylinder deactivation system improves fuel economy by: 

 

A. Switching the engine to electric drive mode while fuel is being conserved during driving 

B. Reducing engine speed below idle for short periods during steady highway cruising 

C. Disabling fuel and valve operation in some cylinders during light-load conditions 

D. Adjusting the transmission gear ratio to lower the engine's required output 

 

19. After a customer declines a recommendation, the consultant's appropriate next step is to: 

 

A. Document the decline, perform the authorized work, and note the recommendation for next visit 
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B. Repeat the recommendation with additional emphasis to overcome the customer's resistance to 

authorize 

C. Raise the labor rate on the authorized work to compensate for the lost revenue 

D. Refuse to perform the authorized work until the customer accepts the additional recommendation 

 

20. A camshaft position sensor and crankshaft position sensor work together to provide the engine control 

module with: 

 

A. The vehicle's outside ambient temperature for fuel mixture adjustment 

B. The exhaust gas composition data required for emissions compliance 

C. The precise timing relationship between camshaft and crankshaft rotation 

D. The fuel pressure delivered to the high-pressure fuel injection rail 

 

21. A consultant should respond to a customer's positive comment about the shop by: 

 

A. Deflecting the comment to avoid appearing arrogant about the shop's reputation 

B. Thanking the customer genuinely and noting the specific item they appreciated 

C. Asking the customer to post the positive comment publicly on review sites 

D. Recording the comment in the customer file for internal performance review use 

 

22. The shop's outgoing voicemail greeting should include all of the following EXCEPT: 

 

A. A list of all the current promotional discounts and seasonal special pricing 

B. The shop's name and the typical timeframe for returning customer calls today 

C. Business hours during which customers can expect a return call from the shop 

D. An option to leave a message with the caller's name and contact information 

 

23. A vehicle equipped with variable valve timing (VVT) adjusts: 
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A. The opening and closing timing of the engine's valves based on operating conditions 

B. The volume of the engine's combustion chambers during high-load operation conditions 

C. The compression ratio of the engine continuously between low and high values 

D. The number of cylinders firing during steady highway driving conditions only 

 

24. A technical service bulletin (TSB) issued by a vehicle manufacturer typically: 

 

A. Requires the customer to bring the vehicle to the dealership for free recall service 

B. Documents a known issue and the recommended repair procedure for resolving the issue 

C. Mandates an immediate stop-drive condition until the documented issue is resolved 

D. Carries the same legal weight as a federally mandated safety recall on the vehicle 

 

25. The HVAC blend door in a vehicle's heating and cooling system controls: 

 

A. The volume of air entering the cabin from the outside air intake passage 

B. The recirculation of cabin air back through the HVAC system blower 

C. The defrost function by directing all airflow exclusively to the windshield outlet 

D. The temperature of cabin air by directing airflow through or past the heater core 

 

26. A consultant who tracks customer preferences (waiting area vs. shuttle, preferred contact channel, 

declined services) across visits is most accurately described as: 

 

A. Building a customer profile that supports more personalized and efficient future visits 

B. Violating customer privacy by storing more information than is operationally necessary 

C. Wasting shop time on details that should be re-collected at every individual visit 

D. Following a federal automotive customer-relationship management software requirement 

 

27. A long silent hold (no music, no periodic check-in) on a customer call communicates to the customer: 
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A. That the consultant is dedicated to resolving the customer's specific concern thoroughly 

B. That the shop is too busy to provide standard customer service to all callers 

C. That the consultant is gathering complete information for a thorough response soon 

D. That the call may have been disconnected or the consultant has forgotten about them 

 

28. Among current passenger vehicle headlight technologies, LED headlights are characterized by: 

 

A. The highest power consumption among the three common headlight technologies 

B. The shortest service life among modern automotive headlight light source options 

C. The slowest warm-up time before reaching full operational light output 

D. Long service life, low power consumption, and instant-on full brightness response 

 

29. The cleanliness and organization of the service lane and customer waiting area contribute primarily 

to: 

 

A. The shop's compliance with federal automotive consumer safety requirements 

B. The customer's perception of the shop's professionalism and attention to detail 

C. The technicians' ability to access tools and parts during the workday efficiently 

D. The shop's ability to charge higher labor rates than the local market average 

 

30. A customer requests that a specific technician — one who worked on their vehicle previously — 

perform their next repair. The consultant should: 

 

A. Accommodate the request when scheduling permits and inform the customer if it does not 

B. Refuse the request because all technicians in the shop are interchangeable in skill 

C. Assign the requested technician without considering the technician's current workload 

D. Charge the customer an additional fee for the requested technician's specific assignment 

 

31. The engine knock sensor detects: 
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A. Excessive engine vibration caused by failing motor mount bushings at high RPM 

B. Abnormal combustion (detonation/knock) that the ECM uses to retard ignition timing 

C. The presence of foreign metallic particles in the engine oil during operation 

D. Unusual exhaust noise that may indicate a leaking exhaust manifold gasket 

 

32. When a customer's voice rises in frustration, the consultant's effective response is to: 

 

A. Match the customer's volume to show that the consultant is taking the matter seriously 

B. Lower their own voice slightly, which often causes the customer to lower theirs as well 

C. Stop speaking entirely until the customer's emotional state has fully de-escalated 

D. Walk away from the counter until the customer is ready to communicate calmly 

 

33. A shop's key control procedure should ensure that: 

 

A. Customer keys are stored at the consultant's workstation throughout the visit 

B. Customer keys are visible to all employees to enable quick access by any technician 

C. Customer keys are returned to the customer immediately on arrival to verify ownership 

D. Customer keys are secured in a controlled location with documented access and check-out 

 

34. When delivering disappointing news (the repair will cost more than the original estimate), the 

consultant's tone of voice should be: 

 

A. Apologetic and uncertain to signal sympathy for the customer's likely frustration 

B. Calm, factual, and confident to reassure the customer that the situation is manageable 

C. Cheerful and upbeat to lighten the mood and minimize the impact of the news 

D. Defensive and detailed to establish the shop's lack of fault for the cost increase 

 

35. The engine control module's "fuel trim" values report: 

 



10 

 

A. The fuel pressure delivered by the fuel pump to the fuel injection rail at idle 

B. The estimated remaining fuel volume in the gas tank during normal driving conditions 

C. The adjustment the ECM is making to the base fuel calculation to achieve target mixture 

D. The total fuel consumed during a complete cycle of the engine warm-up period 

 

36. Whenever a technician is working under a vehicle that has been raised, the appropriate safety practice 

is to: 

 

A. Trust the hydraulic jack alone to hold the vehicle for the entire work duration 

B. Use any sturdy object found in the shop to provide secondary support under the vehicle 

C. Place rated jack stands under the manufacturer-specified lift points before working 

D. Have a coworker hold the vehicle in position by hand while the work is performed 

 

37. The consultant discussing one customer's repair details while another customer is within earshot at the 

counter is: 

 

A. Violating the privacy expectations the first customer has when sharing personal vehicle data 

B. Following the shop's standard customer-service practice of transparent operations 

C. Demonstrating the shop's commitment to public accountability for repair recommendations 

D. Required by federal automotive customer disclosure regulations for service operations 

 

38. The component that meters refrigerant flow into the evaporator on an air conditioning system is called 

the: 

 

A. Receiver/drier, which removes moisture from the refrigerant during operation 

B. Orifice tube or thermal expansion valve, depending on the system's specific design 

C. Condenser, located in front of the radiator to release heat to outside air 

D. Compressor, which is driven by the engine through the serpentine belt assembly 
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39. A customer arrives at the shop visibly intoxicated and asks to take possession of their vehicle. The 

consultant should: 

 

A. Decline to release the vehicle and offer the customer a rideshare or family contact 

B. Release the vehicle since the customer holds legal title regardless of condition 

C. Notify law enforcement immediately and detain the customer in the waiting area 

D. Release the vehicle only after the customer signs a liability waiver document 

 

40. A constant velocity (CV) joint differs from a universal (U-joint) in that the CV joint: 

 

A. Operates only at very low speeds, requiring U-joints for highway driving conditions 

B. Is found exclusively on rear-wheel-drive vehicles with solid rear differential axles 

C. Transmits power smoothly through a wider range of angles without speed variation 

D. Requires a separate lubrication system independent of the vehicle's other systems 

 

41. After completing a software update or module reflash on a vehicle, the technician should: 

 

A. Discard the documentation since the update is recorded by the manufacturer's system 

B. Save the documentation only when the update was paid by the customer in cash 

C. Email the documentation directly to the customer for personal record-keeping purposes 

D. Document the update in the repair order, including version, date, and any post-update tests 

 

42. A vehicle's wheel alignment angles include: 

 

A. Camber, caster, and toe — each affecting tire wear and steering behavior differently 

B. Pressure, depth, and width — each measured during the standard tire rotation service 

C. Voltage, amperage, and resistance — each adjusted during the alignment process at the shop 

D. Vacuum, pressure, and flow — each affecting the steering hydraulic circuit response 
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43. The Controller Area Network (CAN bus) in a modern vehicle is best described as: 

 

A. The high-voltage cabling that supplies electricity to a hybrid vehicle's traction motor 

B. The hydraulic circuit that distributes brake fluid pressure to each wheel cylinder 

C. The communication network that allows the vehicle's electronic modules to share data 

D. The mechanical linkage that connects the engine to the transmission input shaft 

 

44. A post-service follow-up call to verify customer satisfaction is most effective when made: 

 

A. Three months after the service visit to assess long-term repair durability 

B. Six months after the visit to align with the next scheduled maintenance reminder 

C. Immediately as the customer is leaving the shop, before they reach their vehicle 

D. Within a few business days of the visit, while the experience is still fresh in memory 

 

45. Counterfeit replacement parts pose a particular risk to a shop because they: 

 

A. Are typically more expensive than genuine parts from authorized suppliers 

B. May fail unexpectedly, void warranties, and create liability exposure for the shop 

C. Are always identifiable by visible markings showing they are not original parts 

D. Are sold exclusively through licensed automotive parts distributors and outlets 

 

46. Asking a customer "What questions do you have?" rather than "Do you have any questions?" tends to 

produce: 

 

A. Fewer follow-up questions because the open-ended phrasing intimidates the customer 

B. More follow-up questions because the open-ended phrasing invites the customer to ask 

C. The same number of follow-up questions regardless of how the question is phrased 

D. Confusion among customers who expect a specific yes-or-no question for clarity 
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47. The distinction between an "estimated completion time" and a "promised completion time" is 

important because: 

 

A. Estimated and promised times are interchangeable terms with identical legal meaning 

B. Federal regulations require shops to provide only promised times for all repair work 

C. Estimated times communicate a target while promised times create a customer commitment 

D. Promised times allow the shop to charge a premium for expedited service delivery 

 

48. A consultant's professional email signature should include: 

 

A. Name, title, shop name, contact information, and business hours of operation 

B. Personal mobile phone number for after-hours customer contact at any time 

C. Personal social media accounts for customers to follow the consultant directly 

D. Quotations or inspirational phrases that reflect the consultant's personal philosophy 

 

49. Asking a satisfied customer "Do you know anyone else who would benefit from our service?" achieves 

what primary purpose? 

 

A. It signals that the consultant's compensation depends on customer referral commissions 

B. It satisfies a federal automotive customer-referral requirement for any service shops 

C. It opens the conversation to referrals, the lowest-cost source of new customers 

D. It indicates that the shop is concerned about its current customer retention numbers 

 

50. A licensed waste hauler removing used oil, antifreeze, or refrigerant from the shop typically provides 

the shop with: 

 

A. A consumer-facing receipt for the customer to take home with their vehicle 

B. A waste manifest documenting the type, quantity, and disposal destination of waste 

C. A discount code applied to the customer's invoice for environmental compliance 
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D. A printed certificate that the technician must give to the customer at delivery 

 

Practice Exam 6 — Answer Explanations 

1. A — The opening seconds of a phone greeting set the customer's expectations for the entire call — a 

welcoming, attentive, ready-to-help tone signals professionalism and that the consultant has time for the 

caller. A flat or distracted tone signals the opposite. Profitability, staffing levels, and weather are not 

communicated by voice tone and have no bearing on the greeting's purpose. 

2. D — All-wheel drive (AWD) systems operate continuously and automatically, distributing power to all 

four wheels through a center differential or coupling without driver input. Four-wheel drive (4WD) 

systems typically require driver engagement and are designed for off-road or severe-traction conditions. 

The distinction matters to customers who often use the terms interchangeably and need to understand 

which system their vehicle has. 

3. A — Welcoming both customer and child while keeping the service discussion focused on the parent 

respects the customer's family situation without disrupting the business of the visit. Asking the customer 

to reschedule is unwelcoming; ejecting the child from the safe customer area is inappropriate; redirecting 

attention to the child distracts from the necessary write-up conversation. Professional warmth toward the 

family supports the relationship. 

4. C — The customer's signature on the repair order documents the customer's authorization for the 

specific work listed and acknowledgment of the estimated cost, creating the legal basis for the shop to 

proceed with the repair and bill for it. The signature is not a federal requirement, a discount mechanism, 

or a vehicle ownership transfer. Authorization documentation is the foundation of every customer-pay 

transaction. 

5. A — The differential allows the two drive wheels on the same axle to rotate at different speeds, which 

is necessary during turns because the outside wheel travels a longer arc than the inside wheel. Without a 

differential, one tire would have to scrub against the road, causing rapid wear and steering difficulty. 

Open, limited-slip, and locking differentials all address this fundamental requirement in different ways. 

6. B — An early-arriving customer should be acknowledged warmly and the write-up started if shop 

capacity permits — most customers arrive early because they were available and would prefer to be served 

sooner rather than waiting. Making the customer wait, strict-schedule refusal, or reprimanding the early 

arrival all signal rigidity. Capacity-aware flexibility serves both customer and shop. 

7. C — Customers consistently report higher satisfaction when they know what to expect — even when 

the expectation involves cost, delay, or a difficult finding — because the predictability lets them plan and 

reduces the unpleasant-surprise factor. Sugar-coating the expectations produces short-term comfort 

followed by long-term disappointment when reality lands. Honest expectation-setting at write-up is a 

documented driver of post-visit customer satisfaction scores. 
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8. A — Cold cranking amps is defined as the current a fully charged battery can deliver for 30 seconds at 

0°F (-18°C) while maintaining at least 7.2 volts. The rating predicts the battery's ability to start an engine 

in cold weather, when both starter draw is highest and battery chemistry is least efficient. CCA is the most 

important battery rating for customers in cold climates and is separate from energy storage (reserve 

capacity) and charging current. 

9. D — Parts and labor itemization is a standard disclosure practice and a regulatory requirement in many 

jurisdictions, allowing the customer to see what they are paying for in each category. Combining the line 

items obscures the breakdown and undermines the customer's ability to compare or verify charges. The 

explanation is the appropriate response to the simplification request, not compliance with it. 

10. C — Ceramic brake pads are formulated with a different friction-material composition that produces 

noticeably less brake dust (and dust that is lighter colored, less visible on wheels) and operates more 

quietly than semi-metallic alternatives. The trade-off is generally higher cost and sometimes reduced 

stopping performance under extreme heat. The dust and noise benefits drive most aftermarket ceramic 

upgrades. 

11. D — The Telephone Consumer Protection Act (TCPA) and similar regulations require explicit opt-in 

consent before sending marketing text messages to a consumer's mobile phone, with substantial per-

violation penalties for non-compliance. Implied consent, opt-out-only models, or assumptions about the 

customer's preference do not satisfy the requirement. Service-related transactional messages (appointment 

reminders, status updates) operate under different rules than marketing messages. 

12. D — ADAS calibration is required after windshield replacement (which affects camera aim), wheel 

alignment (which changes the vehicle's reference geometry), and any work involving the affected sensor 

area — bumper R&I, suspension changes near radar mounts, mirror replacement on systems with mirror-

mounted cameras. Oil changes, tire rotations, and brake pad work do not affect ADAS calibration. 

Skipping calibration after triggering events leaves the ADAS systems operating with incorrect aim, a 

safety concern. 

13. B — Shop lifts must engage the vehicle at the manufacturer-specified vehicle lift points — pinch 

welds, frame rails, or designated jacking pads — to support the vehicle safely and prevent damage to 

underbody components. Lift-point misuse causes vehicle damage, lift damage, and serious injury risk. 

Operator preference, capacity testing, or swing testing are not appropriate substitutes for following the 

published lift-point specification. 

14. D — The consultant is the customer's single point of contact for the visit, and routing customer 

questions through the consultant — rather than directly to the technician — keeps the technician focused 

on the repair, ensures consistent messaging, and avoids miscommunication on technical details the 

customer may misinterpret. Refusing the customer's request entirely, deferring with "too busy" language, 

or connecting directly all fail the visit's communication structure. 

15. D — A flashing check engine light indicates a severe condition (typically a misfire severe enough to 

damage the catalytic converter) and warns the driver to reduce load and seek service immediately, not at 

the next convenient appointment. A steady MIL indicates a fault that should be diagnosed but is not 
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immediately catastrophic. Recognizing the difference between flashing and steady is a frequent customer-

conversation point at the service lane. 

16. C — A delivery summary recap reinforces the customer's understanding of what was performed, 

captures any deferred recommendations in the customer's memory for follow-through, and sets the stage 

for the next service visit — the moment when service-recommendation continuity is established. The 

recap has no federal requirement, is not primarily an upsell mechanism, and is not a state record-keeping 

requirement. It is a relationship and retention tool. 

17. B — Low rolling resistance tires use compounds and tread designs that reduce the energy lost to 

internal tire deformation as the tire rolls under load, lowering the work the engine must do to maintain 

speed and improving fuel economy by typically 1 to 4 percent. Weight, cornering grip, and rotation 

requirements are not the design intent. LRR tires are increasingly common on hybrid and EV applications 

where range matters. 

18. C — Cylinder deactivation (also called active fuel management or displacement on demand) shuts off 

fuel injection and valve operation in selected cylinders under light-load conditions, effectively running 

the engine as a smaller-displacement engine and reducing fuel consumption when full power isn't required. 

The engine remains mechanical with cylinders deactivated; it doesn't switch to electric drive, reduce idle 

speed, or change transmission ratios. The system reactivates cylinders smoothly when power demand 

increases. 

19. A — A declined recommendation is documented in the customer's file with the date and decline noted, 

the authorized work is performed normally, and the recommendation is logged for natural raising at the 

next visit. Pressuring the customer further damages trust; raising labor rates is a retaliatory practice that 

violates standard ethics; refusing the authorized work withholds service the customer paid for. The 

discipline is calm documentation and continued professional service. 

20. C — The camshaft position sensor and crankshaft position sensor together provide the engine control 

module with the precise rotational position of the cam and crank, allowing the ECM to calculate timing 

relationships, detect mis-timing or chain stretch, and properly time fuel injection and ignition. Ambient 

temperature, exhaust composition, and fuel pressure are measured by other dedicated sensors. The cam-

crank correlation is the foundation of modern engine management. 

21. B — Thanking the customer genuinely for a positive comment and noting the specific item the 

customer appreciated registers as authentic recognition rather than transactional formality. Deflecting 

feels falsely modest; asking for a public posting feels self-serving; recording for performance review is 

appropriate as a separate internal step but is not the response in the moment. A genuine thank-you closes 

the moment well. 

22. A — A professional outgoing voicemail greeting includes the shop name, the expected callback 

timeframe, business hours, and an invitation to leave a name and number. Promotional discount lists and 

seasonal pricing have no place in the greeting — they make the message overly long, become outdated 

quickly, and read as marketing rather than service-recovery for the missed call. The EXCEPT format 

identifies the item that does not belong. 
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23. A — Variable valve timing systems continuously adjust the opening and closing timing of the intake 

and exhaust valves based on engine speed, load, and other operating conditions — improving fuel 

economy at light load, increasing power at high load, and smoothing idle quality. The system does not 

change combustion-chamber volume, compression ratio, or active cylinder count directly. VVT is now 

standard on most modern gasoline engines. 

24. B — A technical service bulletin documents a known issue with a vehicle line, the typical symptom, 

and the manufacturer's recommended repair procedure — typically for diagnostic guidance to technicians 

rather than a free-recall service. TSBs are not safety recalls (which are federally administered, mandatory, 

and free to the customer) and do not require stop-drive conditions. Recognizing the TSB-versus-recall 

distinction is a frequent customer conversation point. 

25. D — The HVAC blend door directs cabin airflow either through the heater core (warming the air) or 

past it (leaving the air cool), and the proportion of air directed through versus past sets the cabin 

temperature delivered to the vents. Air volume, recirculation, and defrost routing are controlled by 

separate doors and actuators. A failed blend door commonly presents as inability to change cabin 

temperature, even though the heat and AC components themselves are functioning. 

26. A — Tracking customer preferences over time builds a customer profile that supports more 

personalized and efficient future visits — knowing how the customer prefers to be contacted, what services 

they have declined, what their typical service interval is, and what their vehicle history shows. This is 

standard CRM practice, not a privacy violation, time-waster, or federally mandated software requirement. 

The data is operational and supports retention. 

27. D — Extended silent hold — no music, no periodic check-in — most commonly communicates to the 

customer that the call may have been disconnected or that the consultant has forgotten about them. 

Customers fill silence with the worst-case interpretation, and the resulting frustration damages the 

customer's experience even when the consultant is genuinely working on their concern. Periodic check-

ins during longer holds prevent the silent-hold problem. 

28. D — Modern LED headlights deliver long service life (often the life of the vehicle), low power 

consumption compared to halogen and HID, and instant-on full brightness without warm-up — making 

them the dominant headlight technology on current new-vehicle designs. Halogen is the oldest, highest-

power-consumption, and shortest-life option; HID requires warm-up to full output. LED's advantages 

drive its widespread adoption. 

29. B — The cleanliness and organization of the service lane and waiting area shape the customer's 

perception of the shop's professionalism, attention to detail, and likely care for their vehicle. The visual 

environment is one of the first impression factors customers register and is correlated with willingness to 

authorize work and return for future visits. Federal regulations, technician efficiency, and pricing premium 

are not the primary effect. 

30. A — A customer's request for a specific technician should be accommodated when scheduling permits 

— the customer is signaling trust and continuity that supports retention. When scheduling does not permit, 

the consultant should communicate that to the customer and offer alternatives (different appointment time, 
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qualified backup technician). Refusing categorically, ignoring workload, or charging a premium all fail 

the customer's reasonable request. 

31. B — The knock sensor — typically a piezoelectric device mounted on the engine block — detects the 

high-frequency vibration signature of abnormal combustion (detonation, pre-ignition) and signals the 

engine control module to retard ignition timing as a protective measure. Retarding timing reduces 

combustion peak pressure and prevents engine damage from sustained knock. The sensor is not for motor 

mount vibration, oil contamination, or exhaust leaks. 

32. B — Lowering one's voice slightly in response to a customer's rising voice frequently causes the 

customer to lower their voice in turn — a well-documented mirroring effect that supports de-escalation 

without demanding it. Matching the customer's volume escalates the conflict; stopping speaking entirely 

or walking away feels punitive. The lower-voice technique is one of the most reliably effective de-

escalation tools available to the consultant. 

33. D — Customer key control requires securing keys in a controlled location (locked board, electronic 

cabinet, designated drawer) with documented check-out and return for any technician movement of the 

vehicle. Workstation storage, open visibility, or immediate-return-on-arrival all fail to control access and 

create loss-prevention exposure. Key control is a fundamental shop-security discipline that protects 

vehicles and limits liability. 

34. B — Difficult-news delivery is most effective when the consultant's voice is calm, factual, and 

confident — communicating that the situation, while disappointing, is under control and being managed 

professionally. Apologetic uncertainty signals the shop is at fault; cheerful upbeat tone reads as tone-deaf; 

defensive detail reads as making excuses. The calm-factual-confident pattern allows the customer to 

absorb the news without additional emotional load. 

35. C — Fuel trim values (short-term and long-term) report the percentage adjustment the ECM is making 

to the base fuel calculation to maintain the target air-fuel ratio, based on feedback from the oxygen sensors. 

Positive fuel trim indicates the ECM is adding fuel (lean condition); negative fuel trim indicates removing 

fuel (rich condition). Fuel trim is a foundational diagnostic data point — large or unbalanced trims point 

to specific failure categories. 

36. C — Working under a raised vehicle requires rated jack stands placed under the manufacturer-

specified lift points before any work begins — never relying on the hydraulic jack alone, improvised 

support, or human holding. The discipline is non-negotiable because jack failures and shifted vehicles 

produce some of the most severe injuries in shop work. The redundancy of jack plus stands is the standard 

OSHA-aligned practice. 

37. A — Discussing one customer's vehicle details while another customer is within earshot violates the 

privacy expectations the first customer has when sharing personal information at the shop. Customer 

information disclosed for the purpose of obtaining service is not for general broadcast. The discipline of 

using lowered voice or moving to a private area for sensitive conversations protects all customers' privacy. 

38. B — On most automotive air conditioning systems, refrigerant flow into the evaporator is metered by 

either an orifice tube (fixed-orifice systems) or a thermal expansion valve (variable-orifice systems), 
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depending on the manufacturer's design. The receiver/drier removes moisture; the condenser releases heat; 

the compressor circulates refrigerant. Knowing which metering device a system uses is part of accurate 

AC diagnostic conversation. 

39. A — Releasing a vehicle to a visibly intoxicated customer exposes the customer to immediate danger 

and the shop to potential liability for foreseeable harm to the customer and third parties. The professional 

response is to decline release and offer alternative transportation — rideshare, family contact, taxi — 

while holding the vehicle until the customer is safe to drive. Categorical release, law enforcement 

involvement, or liability waivers do not resolve the safety duty. 

40. C — A CV joint uses a ball-and-cage design that transmits rotational power smoothly through a wider 

range of angles without speed variation through the joint — making it suitable for steered-and-driven axles 

where the joint angle changes constantly. U-joints introduce slight speed variations through each 

revolution that become noticeable at large angles. CV joints predominate on front-wheel-drive and many 

independent-rear-suspension applications. 

41. D — Software updates and module reflashes must be documented in the repair order — the module 

identified, the previous and new software version captured, the date and any post-update functional 

verification recorded. This documentation supports warranty claims, future diagnostic reference, and 

customer transparency. Discarding, conditional documentation, or customer-only delivery all fail the 

records-management standard. 

42. A — The three primary wheel alignment angles are camber (vertical tilt of the wheel viewed from the 

front), caster (forward-rearward tilt of the steering axis viewed from the side), and toe (inward or outward 

angle of the wheels viewed from above). Each affects tire wear and steering behavior in characteristic 

ways. Pressure, depth, width, voltage, vacuum, and the other listed parameters do not describe alignment 

geometry. 

43. C — The Controller Area Network (CAN bus) is the digital communication network that connects the 

vehicle's electronic modules (engine, transmission, ABS, body control, infotainment, etc.) and allows 

them to share sensor data, command outputs, and diagnostic information. The CAN bus is wiring plus 

protocol — not high-voltage cabling, brake hydraulics, or mechanical linkage. CAN bus diagnostic work 

is a growing portion of modern vehicle service. 

44. D — A post-service follow-up call placed within a few business days of the visit reaches the customer 

while the experience is still fresh, surfaces any issues early enough to address them, and signals that the 

shop cares beyond the transaction. Months-later or immediately-on-departure calls miss the optimal 

window. The few-business-days timing is the standard customer-satisfaction follow-up practice. 

45. B — Counterfeit replacement parts may fail unexpectedly because they do not meet the design 

specifications of genuine parts, void any manufacturer warranty when used in a repair, and create liability 

exposure for the shop if the customer is harmed as a result. The risk is precisely that counterfeit parts often 

cannot be identified visually and may be sold through channels that appear legitimate. Sourcing from 

authorized distributors mitigates the risk. 



20 

 

46. B — Open-ended phrasing ("What questions do you have?") invites the customer to ask rather than 

answering yes or no, producing more follow-up questions and richer conversation than the closed yes-or-

no form. The closed form often produces a reflexive "no" even when the customer has questions they have 

not yet articulated. The open-ended pattern is one of the most reliable communication techniques for 

surfacing unspoken concerns. 

47. C — An "estimated" completion time communicates a target that the shop expects to meet under 

normal conditions, while a "promised" completion time creates a firm commitment the customer can rely 

on for planning. The distinction matters because customers plan around promised times more rigidly than 

estimated times — and missed promises damage trust more than missed estimates. The consultant's word 

choice should match the actual confidence level. 

48. A — A professional email signature includes the consultant's name, title, shop name, contact 

information (phone, email, address), and business hours — giving the customer everything needed to 

reach the shop through any preferred channel. Personal mobile numbers, social media accounts, and 

inspirational quotations are not appropriate in a business signature. Consistency across consultant 

signatures supports shop professionalism. 

49. C — Asking a satisfied customer about referrals opens the conversation to word-of-mouth — 

historically the lowest-cost source of new customers because referred customers arrive with pre-existing 

trust and conversion rates substantially higher than cold leads. The question carries no commission-

disclosure implication, no federal-regulation basis, and is not a retention-concern signal. It is a deliberate 

retention-and-growth practice with documented effectiveness. 

50. B — Licensed waste haulers provide the shop with a manifest documenting the type and quantity of 

waste removed and the destination disposal facility, with the shop retaining a copy for its compliance 

records. The manifest is the document that proves regulated waste was disposed of properly through a 

licensed channel — required for many state and federal compliance audits. Consumer receipts, customer 

discounts, and certificates for customer delivery are not the function of waste manifest documentation. 

 


