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PN
Pan Arab Research Center &

B i uwemarat [ O 4555 Eppeo/Enoc [ [ @ Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
\3 N2EG 2 04 | \ 2l 200 \Q\q_c\c\ ‘ | l I [
Gender Height Built  [Spectacles] Beard Mustache]_ Ethnic Groups
M F JT[MJSJ]T [MF [Yes[NoJYes[NoJYes[ No | indian [Pakistani[Filipino [Expat. Arabs] Others:
R OOROORKOORKRIODORXRORK O O 0O O
EMIRATE V;:Ztlf;‘" AbuDhabi |  Dubai Sharjah Al Ain g:":l“aﬁ Aman | R3SA | Eyjairan
O O O X O O n O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
wlg [ flol o3 V16 1 2lal ol5 | 212 g oz2lb3i
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturdayl Sunday[ Monday [ Tuesday lWednesdayI Thursday [ Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 ] DAY OF
vsT T O 0O|vs O O 0O O O | |
1. APPROACH AND CLEANLINESS A3l g?ﬁ“ﬂ |
Scores Critical Areas Al c¥aall Jatasl
YES X pe . . .
1. Was there proper sign to the Lube no [ N dihia o AVl daaljdadelba gS da 1
changing bay? o LTI RV
na [ ks
_ ves i -
3 2. Z\:g:r]tgzcl‘t;be changing area clean and no [ Y e il ) i dibieciS da 2 (3
wva [ adbuy
ves [ . .
4l3 Was there any oil leaking and falingon o y o ac gy cu Mo i gl Qs S ds 3 4
to the floor of the lube bay ? = e M yuas Aidaia 8 Y
nva O ady '
YES pal
21 4. Were the waiting area and table clean? NO [ ¥ Shaydas A1l sVl ddhie cilS Ja 4|2
wa [ ssuy
W ] YES pes
. ision in t iti ; cengl G2 sk e
2 5 Woa:iitnhge?telewsmn in the waiting room NO D N ¢ Uanyt A8 2 b Jamy ol S da 5 (2
na [ sy
YES ol s .
6. Was the board displaying complimentary ] q Al lgde yelas Al cas s 6
services neat and clean? Saankai 5 439 ya dilaall colaaall
A [ sbisy
2. GREETINGS AND INITIAL CHECKS (A oY clndall 5 qus 1l 2
Scores Critical Areas Al el A ]
3|7 Was there any delay in approaching ves [ p adi/al B 3 el ol s gl a7 3
customers? NO Y bl g Cals gall <
8. Were you greeted in a friendly manner ~ YES pr slaly) A5k dh s il S ds 8
(pleasant feeling)? Nno [ Y ¢ (o
S b ek gal gl i g a8 2lay <Y 1)
5| If no, please describe behavior: Was it Lf e . \:;I ﬁ: . j:;j : )..‘ 15
arrogant, without any expression, normal 4 o e DI o CJ‘
etc.....
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Scores Critical Areas Al YLl PAH]]
9. Did he guide your vehicle for positioning YES A il S D el s als pal) ABda 9 3

3 at the stopper and asked you to switch : e . . ’
the engine off? NO D N ‘“gﬁ!);.dl Gﬁh Ui c.‘.L\A c?ﬂlaj bJL‘AM“ &.ﬁ\.ﬂg}(

10. When asked by customer, was the v, . S b cranll (e Calh gall o Laie 10
. YES i e anll (e aa .

5 attendant kpovyledgeable of dlffergnt A g Cila s &‘3-"‘ R ?1“ 5
grades of oil, filters and their relative NO D N ot i
benefits? flee JS 5,

YES i . .
4| 1. Did he offer the waiting area to you? NO % : ¢ iyl dd e G odEY e ae Ja 11 (4
12. Did the staff thank you as you were Yves d w e it e s N .

4 leaving? No [ q T35 S Laiy o Sy el gl Qi Ja 12 (4

3. APPEARANCE AND BEHAVIOR OF STAFF sagS sty Cuilisall sekia 3

Scores Critical Areas IO (LN PO Jalailt

. YES pad
3 13. Z\r/]zsﬁ?;umform of the attendant neat NO D Y 9L ey Gl jumlall i sal) Ll S o 13 (3
NA [ gy
YES : B
14. Was the attendant wearing visible ~ Jeaa Ay (55 5 3 5 sall Cali sl (S Ja 14
3 nametag? no [ v o . 3
NA O gy Riaed
YES p - .
15. Was he able to communicate with o deal sl e 1508 Gabi sl IS 15
3 No [ ¥ - 3
customer? sl
NA [ sdyy
YES pd
4| 16. Was staff courteous / friendly? No [ y flakal/s gy Gaba sl S Ja 16 (4
NA [ sy
4. SERVICE daddll 4
Scores Critical Areas gl YL L]
™ L Giailly Cals st L8
17. Did attendant check whether you need ~ YES = = uuf-d a L }AJ ¢ S A7
3 top up or complete oil change? S opad o) Sl Al pliag s Ll 3
- No [J Y £ JalSIL

3| 18. Did attendant check with you whether ~ YES px 8 S 1 La e Caly ol (3883 Ja 18 3

only oil is to be changed or oil with filter? no [ N € lall 5 a3l add <y 3l s
19. Did he check using gauge the quantity ~ YES [ pnd @Rl 3 (6 gl Gl il sl B8 Ja 19

3 required to be topped up and informed g Ay 3 Al N G pell i) 3

you? Nno [ fallly lall y (gl
P 0n Sl el n Gl il el

3| 20. Did the attendant check for oil leakages ~ YES R oo Luﬁu/ft: )ﬂﬂ" . }:lj d‘t 20 3

under your car from filter and drain bolt? No [ S e 8 SR
S 3l

3| 21. Did the attendant drain the used oil Yes XY e Jeniuall cy 3l JS & i Cala gl W5 o 21 3
completely from your car? NO D Y b Jls (e

2| 22. Did he ask whether you want the engine  YES [] A Ayl e oy i eS o il Ja 22 5

A A \ . o o oo
to be flushed and did it if you agrg'e)d‘.y’(\ M’. Bd,:\ A ol LS\R‘& é.dﬁﬁ'}a Ja b elly

4| 23. Did the attendant fill the correct grade as "YES L3 axi 3l A 5¥p 5 ALy Cala pall W8 23 3
you requested? NO y Mgl Al dagaall

2
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Scores Critical Areas Al Nl Jalait

24. Did hg requgst you to start engine and YES A el Jundis o g8 of dlie alla Ja 24
3 leave it running for one and a half O o s A a0 il Alla d 3
minutes? NO Y 5 g <
3|25 Eid the attendant ensure that the carter  YES B« u:l Lt);{::’;:‘ jli;k ‘;A‘ELJA 25 3
olt is tightened and there are no leaks? NO D y ecu 3l
26. Did attendant carry out the following Aglaall clia gaill o] jals calagall J8 Ja .26
complimentary checks: ‘ saah
ves B~
31a. Battery Water top up no [ y LykdLilsl 31,
na [ sy
YES o
31b. Coolant Water top up no O Y coolant/aall sle Al 31b.
na [ sbsy
ves X ~ YAl JBG Slea ) Al 31c
31c. Auto Transmission Fluidtopup  NO [ ¥ ¢ s il '
nva [ sy
ves K
31d. Brake Fluid top up no O ¥ Qi oy dils) 31d.
nAa [ ahy
ves i o
31e. Gear Oil top up no [ Y oo omllcyy sl 31e,
nAa [ abiy
ves D4
31f.  Air filter cleaning no [ Y ol il culs  31F,
va O sy
YES ool
31g. Wiper Water top up NO I:] y a3l Clabiaad ola il 31g.
na [ ssy
YES S px
31h. Clean engine using air gun no [ Y elsell et pladiuly o el gl 31h.
na [ sy
_ YES B e i o
3| 27. Were any of your questions related to no J g Adlatall dlilind (e g g‘f— 4?!\—?-}“ o Ja 27 3
lube change answered? Syl et Aalany
na [ adsy
3 28. Ewlg (t:ra\? gtaff place the mileage sticker in :(E)S % ?’; Jiﬂmﬁ&ﬁﬁ;ﬁ 28 3
' na [ sy €5
YES o
4| 29. Were you offered a receipt voluntarily?  NO O Y L) Sliul Jeagelle am e da 29 |4
va [ sy
5.  REST ROOMS AND MOSQUE dpaaall g (alaall fll 53) Al g L5
Scores Critical Areas Aol ¥l Jataad
3 30a. Were they adequately stocked with all YES D e~ a5 el e Jliuall areas 8 jgae S o 30a 3
necessary supplies such as soap? no W ¥ gl Jia
na B gbyy W_
3
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Scores Critical Areas ¥t el Ltaits
ves [1 =
30b. Were they adequately stocked with all O T g mall e Sl ans 3 jease ilS o 30b
necessary supplies such as toilet tissue? NO Sl gl 199 Jia
nA B suy
30c. Were they adequately stocked with all ves ] prd A sl il sl & 83630 <ilS o 30c
necessary supplies such as paper towels? NO D v ¢4.d 3981 cidliall Jie
(Paper towels are not required where fully Gldias 345 die 4yglha e 48,4l “riliall)
operational hand dryers exist) nva B Gkl ¥ (A4
; aaulas Jubiall calS
31a. Were sinks clean? ves [] e s dulidl S 0 312

require comment when marked ‘No’

no Oy
nvA BD sy

Y- BPGULLE FIRVIER TN

; Ak Ul o
31b. Were mirrors clean? YES D P Ll ':‘y" :‘fyr'ﬁsd?"sm
require comment when marked ‘No’ no [ ¥ gl oa i Y AlaYl il 1)
NA B gy
- TR PR
31c. Were hand dryers clean? YES D o . ‘:&b “safz(,,uh:;‘ufslsf \'31 ¢
require comment when marked ‘No’ Nno [ Y sl o MY sy s 1y
na B gy
- o RTINS
31d. Were dispensers clean? YES D i . ,“ Uﬁh‘:}yﬁl—i@ﬁ\%&dﬁsw
require comment when marked ‘No’ no [ ¥ el o MY syl cals 1y
N/A FRARY
ves [1
31e. Were toilets and urinals clean? Nno [ N ek Joilll 40 i€ da 31e
NA B gl y
; fadas ol Y1
32a. Were doors clean? ves [ Ll g .'fyrt:\-isd:‘.%a
require comment when marked ‘No’ NO D b gl o el il
NA B guy
ves [ = -
32b. Were walls clean? Nno [ Y $aadas laall il Ja 32D
NA PR gy
ves [1
32c. Were ceiling clean? no [ v Sl sl S s 32¢
NA DX saky
ves [1 s
32d. Were vents clean? Nno [ Yy fdigdai bl culS Ja 324
Na B gy
Vil o 91 o
32e. Were floors clean? YES D P ) @mw&.*filyﬁ\isd?l.32e
require comment when marked ‘No' no [ ¥ Tl o MY Y s 1y
na B gy
ves [1 =
32f. Were baseboards clean? No [ ¥ Al sae Bl & o flailadl 15 clS Ja 30f
NA X sy
ves [1 s
32g. Were grout clean? No [ ¥ fadai LU oIS da 32g

N/A (b ¥
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Scores Critical Areas Al el Ltall
ves [ o
33a. Were trash containers clean? no [ ¥ $haka dobaall iyl ilS Ja 333
) NA ] i )
ves [1
33b. Were trash containers not overflowing? NO O ¥ Sl e dslaall cilygla <ilS Ja 33b
N/A [X] by
ves [ o L .
2 34. Was the restroom smelling clean & no [ N ) ) Lbaie s Aihai alaall dail ) <ilS da .34 5
fresh (without any offensive odor)? Solanll 3 A S Aail
NA B buy
; Jand plaall 8 < aeadl) e il Ja 35
35. Were all the facilities inside the ves LI e R e
restroom in good working condition? L. s e
2 require comment when marked ‘No’ no [ K gl (o YT ALY S 1Y) 2
NA B by
; £(3) s dawall dcld e IS
36. Was the Mosque premises clean? YES D pr ( ). _,:J\ ) ,.:;,', LL‘?A::\S%: 36
2 require comment when marked ‘No’ Nno O ¥ T2 >R et : 2
NA B3 amiy
Comments: cilBadlall [ galasll
FOR OFFICE USE ONLY Lad igall ?‘M” P
Uaual) Slail) LAl eyt aal) . .
y . I : il
fo ACTUAL SCORE MAXIMUM | Cvaluation P
Approach and Cleanliness Al 5 ol yBYY |1
Greetings and Initial Checks | Als¥) <S5 cua 51 12
Appearance and Behavior of il ol .
Staff Ol sall by sedae 13
Service sl 14
Cleanliness - Restroom and cilabeall — A3kl |
Mosque Al g
TOTAL £ saxall
+ 5
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Lahe Spress il ol addess

| |e{o|8]|4
. , Lillol/
Station Name: ... Yh\[’ ........ WA \/\M ! U ............................ :dda =1l el INvoice No. 4419 Emarat

Station Tel: Q0754 S5 ¥2.. daslf cisla Date: 15(3(VL ....... o Plate No. . Y2E L. DX & Dgqs,

Customer Name: AAZ oo it )] s Mileage: .. 0. 8. QU I iaglaS
; — :
Customer Tel: .8 S (C(_Q(67Q367> Jaesdl cista Time In: ........ S S U Ml udg

Vehicle Make & Model: . MM U 07) s Ar Sy 1) 339 g TIME OUL: s B (PURTRINER
QLQ.LJ' 51.45.” 5.L>9." P =Y &}q_x.ll
Services Quantity | Unit Price © Total
Engine Oil ~FChanged - dadie 1 {4 L 0O) 6,0
: Oil Filter [Fetanged SQ7 I 16 .0
Engine Flushing [ Done i Ayl aglis
Top-Up: Brake & Clutch Fluid — DOT 4 [_] Done Gt/ Jalalt il diLal
Automatic Transmission Fluid — Dexon 1D [_] Done € ,all Ji s Sl .
Gear/Differential Oil [ ] Done Al 2 0/ g il \
Power Steering Oil Reservoir (] Done Sal gl gl GBA o) . \
Radiator Coolant ] Done bl s il \ N
Water/Terminal [ ] Checked  Battery [ ] Replaced Ul ani |
Windscreen Water [_] Checked Wiper [] Replaced Slomalall/ g a3l Ciulis Jha Bl \
Tyre Pressure ] Checked ahlYidlya yasi
Air Filter [] Cleaned [_] Replaced ehygl il
Oil Drain Plug [ ] Checked Washer [_] Checked [ Replaced ol (g aa Boliw Land
Condition of all beits & Hoses : [] Checked Cabthall pubel 5l /2 5yl
Car Wash: [] Full Wash [] Body Wash [_] Steam Wash sty Jomk [ ] gols dini [ ol Ja ] il s
Service Charge Losall o g
Others sl
Discount |AED
deaall Ul b sl 58 LS Ly llaall mlaaslt elal say Baga Ula o Sl valind 3 JLG‘";;'Z:(; oia: AED g q e ‘QQ

| have received the vehicle in good condition as per the service specified in the job card.

(r/ ("(: / »

Lube &ress In-charge Signature ;i asas Josusuo godes Reg. No. (518)- .......... Customer Signature J.call g..853
* Below 500 ml Free filows fo 500 o 431 *
Thank you for visiting Lube Express REVTUNA ARSI PRV P PINERPR & S0 | U 4

MIIBRGE: ....coooorvr s eagleS Invoice N°-4 4 1 g

Vehicle Make & Model: ..., (s 1l £900 i Plate NO: ... e
A Small‘ Vehicle Oil Circle damages and scratches o —’
B - [J4wWD & Mini Bus [-ottFiter '
C - [ 3 Ton Pickup [0 Manual Wash ’
D - [13.5 to 5.5 Ton Pickup & Coaster Bus|| [] Steam Wash '

R =
E - [J 6to 8 Ton Pickup O Engine Flushing || & <
G - [] Big Bus OJ Other
H - [J Fork Lift
I - J Motor Cycle
J - [J Other If no damages or scratches tick box [ ]
AED gﬁ{()‘ .............................. S @,
Remarks: : a7 rallasdo
- I '

Lube fixpfess In-charge Signature cull iess Jobawo gadi Customer Signature JosJ! guigs

=







