⚙ Technical Certification Assessment – Service Level 1

Portfolio Sample — Adapted from a real OEM technical training assessment. Client-identifying details and proprietary content have been removed or modified.
Automotive Service Knowledge Assessment – Level 1
Round 1 consists of 25 multiple-choice and multiple-answer questions. You may answer all questions at once, or if you prefer, you can leave the exam and come back later to finish. This test is not timed; however, it must be completed by XXX.
1: (Score)
Which statements correctly describe electric vehicle charging levels? Select all that apply.
	A. Level 1 charging connects to a standard 120 V outlet and provides the slowest charge rate.

	B. Level 2 charging uses a 240 V dedicated circuit and provides faster charging than Level 1.

	C. DC fast charging provides the quickest charge rate and is typically used for long-distance travel.

	D. Level 1 and Level 2 are better for battery longevity.


Source: EV Training Reference (Sample), Charging Levels
Electric Vehicle Fundamentals
2: (Score)
The primary goal of a structured service process is to:
	A. Complete repairs using the same process every time

	B. Provide an exceptional experience for the customer

	C. Ensure each dealership follows identical service steps

	D. Focus only on technical repair quality


Source: Service Training Reference (Sample), Core Service Process
Service Process Fundamentals
3: (Score)
When installing genuine roof bar accessories on electric vehicle models, which statements are true? Select all that apply.
	A. The maximum permissible roof-load is 75 kg (165 lb.)

	B. The carrier unit for roof rails must be installed by two people

	C. Use the label on the underside of the profile tube as a reference

	D. Roof bars increase the vehicle’s maximum permissible gross vehicle weight rating


Source: Source: Technical Reference (Sample), Roof Equipment
Vehicle Accessories Fundamentals

4: (Score)
Which statement best describes an automotive manufacturer’s approach to the circular economy?
	A. The manufacturer limits material reuse to supplier-level production processes

	B. The manufacturer follows a holistic approach of Reduce, Reuse, and Recycle

	C. The manufacturer focuses primarily on recycling aluminum components

	D. The manufacturer’s efforts apply only to end-of-life vehicle dismantling


Source: Sustainability Reference (Sample), Circular Economy Principles
Sustainability Fundamentals
5: (Score)
Compared to the previous generation, a newly redesigned midsize sedan shows which of the following differences? Select all that apply.
	A. A longer wheelbase

	B. Increased horsepower and torque output

	C. Quicker 0–60 mph acceleration times

	D. Greater overall vehicle length


Source: Product Training Reference (Sample), Competitive Comparison
Product Knowledge Fundamentals
6: (Score)
The Customer Information Portal (CIP) is designed to support which of the following functions? Select all that apply.
	A. Enhance communication, transparency, and efficiency across service operations

	B. Provide real-time access to manage current customer cases

	C. Upload and store vehicle repair manuals for customer access

	D. Streamline interactions between dealerships, support teams, and regional teams


Source: Service Operations Portal Training Reference (Sample)
Dealer Systems & Tools Fundamentals


7: (Score)
Which statements describe improvements in a next-generation electric rear axle drive unit compared to a first-generation electric rear axle drive unit? Select all that apply.
	A. Power density has increased by 62%

	B. Torque density has increased by 66%

	C. System performance has decreased to improve energy consumption

	D. Vehicle energy consumption has been reduced by 30%


Source: Electric Vehicle Technical Reference (Sample), Drive Unit Comparison
Electric Vehicle Systems Fundamentals
8: (Score)
A dealership performance reporting tool is designed to help service operations:
	A. Upload customer vehicle data directly into the warranty system

	B. Track and compare key performance metrics to drive greater efficiency

	C. Manage customer satisfaction surveys for all service visits

	D. Schedule service appointments more efficiently


Source: Service Operations Reference (Sample), Reporting Tools
Service Operations Fundamentals

9: (Score)
The +1 phase of a structured 4 + 1 service process focuses on:
	A. Contact

	B. Check-In

	C. Service Conclusion

	D. Customer Engagement


Source: Service Process Training Reference (Sample), Process Overview
Service Process Fundamentals

10: (Score)
Which statements describe the benefits of a 48-volt mild-hybrid (MHEV) system in a compact sedan? Select all that apply.
	A. Provides smoother engine start/stop operation

	B. Boosts performance during drive-off

	C. Allows the vehicle to coast at certain speeds for improved fuel economy

	D. Improves overall efficiency for hybrid-equipped vehicles


Source: Hybrid Powertrain Training Reference (Sample), Mild-Hybrid Systems
Hybrid Powertrain Fundamentals
11: (Score)
Which statements reflect correct safety information for home charging battery-electric vehicles (BEVs)? Select all that apply.
	A. All battery-electric vehicles include a portable charging cable capable of Level 1 and Level 2 charging

	B. The portable charging cable includes safety features to protect against overcurrent, overheating, and electric shock

	C. Installation of a home charging wall box must be completed only by authorized service technicians

	D. A NEMA 14-50 outlet (240 V) can be used for home charging wall box installation


Source: EV Training Reference (Sample), Home Charging
Electric Vehicle Charging Safety
12: (Score)
What feature helps a high-voltage battery maintain optimal temperature management?
	A. A single temperature sensor monitors all battery modules collectively

	B. Each module has its own temperature sensor

	C. Each pair of modules has its own temperature sensor

	D. Each three-module cluster has its own temperature sensor


Source: EV Technical Reference (Sample), High-Voltage Battery System
Electric Vehicle Systems


13: (Score)
Which customer expectations are directly supported by the Contact phase of the 4 + 1 Service Core Process? Select all that apply.
	A. I would like to receive a reminder about the check-in appointment

	B. I expect an accurate estimate of how much the repair will cost

	C. I expect vehicle interior and exterior cleaning as part of every service appointment

	D. I expect to be offered options for waiting or alternative transportation


Source: Service Process Reference (Sample), Customer Expectations
Service Process Fundamentals
14: (Score)
According to the Fix It Right the First Time (FRFT) escalation process, when should a dealer initiate an internal escalation?
	A. When a customer requests warranty coverage for an aftermarket accessory

	B. When a vehicle concern remains unresolved after one hour of diagnostic time

	C. When the customer declines a recommended repair

	D. When a non-OEM part is determined to be the cause of the concern.


Source: Service Escalation Reference (Sample), Internal Escalation Process
Service Escalation Fundamentals
15: (Score)
Which statements accurately describe shared powertrain features of two high-performance midsize vehicles? Select all that apply.
	A. Both use a 4.0-liter twin-turbocharged V8 engine

	B. Each features a 48-volt mild-hybrid system

	C. Both offer standard all-wheel drive paired with an eight-speed automatic transmission

	D. Both models use a dual-clutch automatic transmission


Source: Product Training Reference (Sample), Technical Specifications
Performance Powertrain Fundamentals

16: (Score)
Which features are associated with an optional AC charging package on certain electric vehicles? Select all that apply.
	A. A second AC charge port on the passenger side of the vehicle

	B. An optional charger that permits charging speeds up to 19.2kW
(80A)

	C. A 22 kW DC charger that replaces the standard 9.6 kW charger

	D. An included Qmerit-installed Level 2 charging station


Source: EV Charging Systems Reference (Sample), AC Charging Specifications
EV Charging Systems Fundamentals
17: (Score)
Which corporate sustainability initiative supports the goal of achieving carbon-neutral production? Select the best answer.
	A. Achieving net carbon-neutral production across manufacturing sites

	B. Implementing full vehicle recycling by 2035

	C. Switching all models to hybrid power by 2028

	D. 65% road transport shifted to biogenic fuels by 2035


Source: Sustainability Training Reference (Sample), Environmental Goals Overview
Sustainability and Environmental Fundamentals
18: (Score)
Which services are included with a connected vehicle care package with no subscription required for up to 10 years? Select all that apply.
	A. Emergency Call

	B. Remote Start (available on equipped models)

	C. Charging Station Location (Static)

	D. Connected Charging Station Location


Source: Source: Connected Services Reference (Sample), Feature Overview
Connected Services Fundamentals

19: (Score)
What is the primary purpose of a Customer Assistance Program (CAP)?
	A To empower dealers to make immediate, customer-focused goodwill decisions that support satisfaction and loyalty

	B. To allocate fixed regional budgets for warranty extensions

	C. To track customer complaints for quarterly reporting to regional management

	D. To manage service contract reimbursements through an internal claims system


Source: Service Process Reference (Sample), Customer Assistance Programs
Service Assistance Programs
20: (Score)
Which practices during the Customer Engagement phase of a service process help strengthen customer engagement? Select all that apply.
	A. With every appointment request, confirm the customer’s address, phone numbers, and email address, and the best means of contact

	B. Collect information on past work and parts and add this to the customer folder

	C. Make your customer aware of available channels for relevant information by communicating this during service visits and email/text campaigns

	D. Conduct an extended in-person feedback session with the customer after service completion


Source: Service Process Training Reference (Sample), Customer Engagement Phase
Service Process & Customer Interaction
21: (Score)
When referring to an electric vehicle battery, what does a kilowatt-hour (kWh) indicate?
	A. The rate at which the battery delivers power to the motors

	B. The total amount of electrical energy the battery can store or has remaining

	C. The voltage output of the high-voltage battery system

	D. The maximum charging current accepted by the onboard charger


Source: Electric Vehicle Training Reference (Sample), Charging Terminology
Electric Vehicle Technology

22: (Score)
Which features are part of an electric vehicle charging management system? Select all that apply.
	A. A low-temperature circuit that maintains the battery’s optimum temperature for consistent charging performance

	B. A Combined Charging System (CCS) that supports AC and DC High Power Charging up to 175 kW

	C. Ability to charge from 10 % to 80 % in approximately 28 minutes under ideal conditions

	D. A thermal-recovery system that cools the high-voltage battery during charging to reduce time at DC fast chargers


Source: Electric Vehicle Technical Reference (Sample), Charging Systems
Electric Vehicle Charging Systems
23: (Score)
During the Vehicle Service phase of a structured service process, which actions support customer satisfaction and service efficiency? Select all that apply.
	A. Inspect the vehicle for any faults not identified on the Repair Order and record them on the inspection documentation

	B. Inform the Service Consultant of any additional service needs that are identified

	C. Perform additional repairs without prior customer authorization to exceed expectations

	D. Secure the customer’s approval prior to performing any new services


Source: Service Process Training Reference (Sample), Vehicle Service Phase
Service Process Fundamentals
24: (Score)
Which elements are part of a continuous improvement quality process? Select all that apply.
	A. Identify problems and risks

	B. Analyze the cause of errors

	C. Monitor the effectiveness of corrective measures

	D. Implement new service pricing based on inspection time


Source: Quality Management Reference (Sample), Continuous Improvement Process
Service Quality and Continuous Improvement


25: (Score)
Which features are part of an advanced vehicle touchscreen display system? Select all that apply.
	A. 11.9-inch instrument cluster with OLED technology

	B. 14.5-inch MMI touch display with curved, driver-oriented screen

	C. Available 10.9-inch front passenger display with stand-by mode and privacy filtering

	D. Removable front passenger display with rechargeable power for more comfortable hand or lap use


Source: Product Training Reference (Sample), Infotainment Systems
Infotainment Systems

26: (Score)
During the Service Conclusion phase of a structured service process, which actions support customer engagement and satisfaction? Select all that apply.
	A. Greet the customer with a handshake and smile

	B. Use the customer’s name during the checkout process

	C. Escort the customer to the Cashier’s office

	D. Discuss upcoming maintenance intervals before payment is completed


Source: Service Process Reference (Sample), Service Conclusion Phase
Service Process Fundamentals
27: (Score)
Which practices reflect a circular economy approach across the vehicle life cycle? Select all that apply.
	A. Returning sorted aluminum offcuts from the press shop to suppliers for production of new aluminum sheets

	B. Remanufacturing mechatronic parts and transmissions to genuine part quality through industrial processing

	C. Using recycled car glass from damaged windshields in new vehicle production

	D. Downcycling glass and plastic waste into non-automotive consumer goods


Source: Sustainability Training Reference (Sample), Circular Economy Overview
Sustainability and Environmental Practices


28: (Score)
What is one key goal of corporate training and professional development programs?
	A. To promote lifelong learning and continuous personal and professional growth

	B. To establish uniform dealership branding and signage across global markets

	C. To replace classroom learning with AI–based collaboration tools

	D. To train employees exclusively for international assignments


Source: Professional Development Programs Reference (Sample), Learning and Development Overview
Professional Development and Learning Programs
29: (Score)
When discussing the installation of a home charging unit with a customer, which points should be communicated? Select all that apply.
	A. Installation can be done through hardwiring or a NEMA 14-50 (240 Volt) outlet

	B. Customers can utilize a certified installation partner or a preferred local electrician for installation

	C. The Wall Box should only be connected to a standard 110 / 120 V household outlet

	D. The Wall Box can be easily mounted on a wall for convenient access


Source: EV Training Reference (Sample), Home Charging
EV Charging Fundamentals
30: (Score)
Within the +1 Customer Engagement phase, which actions best support ongoing customer communication and satisfaction? Select all that apply.
	A. Make your customer aware of the available channels for relevant information by communicating this during a service visit and through email/text campaigns

	B. Proactively contact the customer for scheduled service events and optional service offers

	C. Mailing a dealership thank-you card signed by service staff

	D. Asking for an online review before confirming vehicle pickup


Source: Service Process Reference (Sample), Customer Engagement Guidance
Customer Engagement and Communication
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