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PROJECT: ELARA - Lube Change

SERIAL NO

6

16

P
Pan Arab Research Center &

B < Emarat 10O aws Eppco / Enoc | O 459 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
R4 | <oxa qoo! _|Saxa aeol |No wawe J L
Gender Height Built Bpectacled Beard | Mustache] Ethnic Groups
M]F |[TIMI[S]|TIMIF [ Yes | No | Yes [ No | Yes [ No {indian [PakistaniFilipino [Expat. Arabs[ Others:
RONODOROUOUOROROR ® O 0O 0O O
EMIRATE ";‘:;‘Ii:‘ Abu Dhabi |  Dubai Sharjah | AlAin e | Aiman s M| Fujairah
| | O 3 O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
1141 0lo o6 118 |303|o0 oM o |~ 16155’ ibr20
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday | Monday | Tuesday | Wednesday | Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 ] DAY OF
Vst CTT g O 0O visIT O O O O O O
1. APPROACH AND CLEANLINESS -48Us3) 4 Q\Jﬂ\‘ll A
Scores Critical Areas Al YLl PATH]
YES o s s
1. Was there proper sign to the Lube no [ q dikaie e AYaldamlgda gl dlla Gl s L1
changing bay? S i yuad
NA [ sy
. ves K] o=
3 2. \é\:gasr;tir;fzé%be changing area clean and NO L__] g $hs ey Aaskal i) s Aikaie il B 213
wa O sbuy
ves [1 = . , L
43 Was there any oil leaking and falingon y e de sl i gl s S a3 4
to the floor of the lube bay ? Sy 3 s Adlaie ()Y
A [ hiy )
YES et
2|4, Were the waiting area and table clean?  No [ y eaiday 4 gall g Uiyl Ashaie cl€ Ja 4 |2
na O abuy
— es @~
2 5. :,lvvoarii;hge?telewsmn in the waiting room NO D ¥ S Y A b den os g8 s 5 (2
na [ sy
YES o . T .
6. Was the board displaying complimentary o ] q Ll lggle jedas Al ds sl S da 6
services neat and clean? eadal g A ye Al Claadl)
vA [ sy y
2. GREETINGS AND INITIAL CHECKS A ) Sl g cuail) 2
Scores Critical Areas Al el Jatail)
3|7 Wasthere any delay in approaching ves [] pr IR ' PN PP RE L TS D 4 3
customers? No KX ¥ SN s Caks gl
8. Were you greeted in a friendly manner ~ YES O px cslal) A8, cn M S da 8
(pleasant feeling)? no K] N S (zo%e

If no, please describe behavior: Was it
arrogant, without any expression, normal

O da sl sall G shu Caa g o Sl Y 1)
e il e Jla s all caaly

¢.Ax
(U) csoteos
o’
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rS;)res Critical Areas Agnaaalt i¥Laaly PATH]]
9.  Did he guide your vehicle for positioning  ygg [X] i Lall S I hald o als odl A6
3 at the stopper and asked you to switch F~ (,:‘m l‘f 0. dleh:u-l)k . L\}jl ¢ L:lé 9 3
the engine off? No [ ¥ e jadl ik 89 5 ] alayy
10. When asked by customer, was the [% . JS da (Jaandl (e ol gadl s Loic 1
5 attendant knowledgeable of different YES e ﬁjﬁ - ‘ )5'1 C_}L:)AJ ) ‘J?S S}u e 10 5
grades of oil, filters and their relative NO D N = - &f . AR
benefits? fleta JS il 48
YES K] ; . .
4| 11. Did he offer the waiting area to you? NO E ’: IO TS GBIV elle (aye b 11 |4
12. Did the staff thank you as you were YES B e o .
4 leaving? no [] q F oo i€ ey & Sy il ) Bda 124
3. APPEARANCE AND BEHAVIOR OF STAFF a8Sobuy (il galf e 3
Scores Critical Areas Al ¥t Jaas
. YES pxl
3 13. xisti?;unlform of the attendant neat NO D ¥ 9l e Gl el Gl gl Gl S b 13 3
nA [ swny
YEs [0 N
14. Was the attendant wearing visible e Ay (o 0 3 g sall il gl S 14
3 nametag? NO b Sz pn g e 3
NA O 555y Ay agune haaclo_)p (2
ves )} . o
15. Was he able to communicate with eo deal sl e 150l Gala gl S a5
3 No [ ¥ - 3
customer? MRETR]
NA [ sy
YES oy
4 16. Was staff courteous / friendly? No [ Yy Slaal/laga g cala gl IS Ja 16 4
NAa [ sy
4. SERVICE daddll 4
Scores Critical Areas o Lt Sl - L&)
: it L aaailly Cals ol A3
17. Did attendant check whether you need ~ YES KX pr TR u)d o fA] ¢ 17
3 top up or complete oil change? S0 o el sl AlnY it s ) 3
- No [ ¢\l
3| 18. Did attendant check with you whether ~ YES pxl 5 S 1Y Lagt e il gall 3885 Ja 18 3
only oil is to be changed or oil with filter? Nno [J y § ol y 50 ol dadd oy 0 s
19. Did he check using gauge the quantity ~ YES pai phaRdaly ol (s slse Gl Gl el LG Ja 19 W
3 required to be topped up and informed G Al il Al N Gapaill oslsad) 3
you? no O Y Sellly Wlal Ll
% P Om Sl s e Gial Gkl JG 8 20 ||
3 20. Did the attendant check for oil leakages YES ‘ o Uz:h-/'fhu: ) )lij dA 20 3
under your car from filter and drain bolt? Nno [ N eI say e G sl
Sy 3l
3| 21. Did the attendant drain the used oil YES P il 3l JS G i Cila gall A6 Ja 21 3
completely from your car? Nno [ y el b (e
2| 22 Did he ask whether you want the engine YES [] pd B aall ey 5 i€ o il Ja 22 2
to be flushed and did it if you agreed? NO m y@(ﬂ_‘/‘) la/g )liddl g Jla sl
3| 23. Did the attendant fill the correct grade as  YES [X] axd Sl Aa /e 5 Adlal Cala gall W8 Ja 23 3
you requested? Nno [ N flgidls Al daga il
2
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Scores Critical Areas Taubadt ciaall AN
24. Did he request you to startengineand  ygs o AS 5y yadl dsdity psii o i cills Ja 24
3 leave it running for one and a half it Ao o) il Alla 3
minutes? no O 3 fualy 433 s2al Jorddl *
.yl a8 e /Al gabaa o (e il sall SG o 25
3 25. Did the attendant ensure that the carter YES m P :l)m):luﬁd J‘Jﬁ& ;‘L\; 3de 3
bolt is tightened and there are no leaks? NO O N e 3l
26. Did attendant carry out the following Ailaall Cla gadll ol by il gall JB Ja 26
complimentary checks: W)
YES pad '
31a. Battery Water top up no [ b A jtadl ole 28Ls) 31a.
nva [ abyy
YES pad
31b. Coolant Water top up no O N coolant/a sl sledibal  31b.
na O sy
ves i
3 B Jlea Cu )y il
31c. Auto Transmission Fluidtopup  NO [ g AN e sy 31c.
(O sbsansit M)
nva [ absy
YES o
31d. Brake Fluid top up Nno [ N Jal il oy 5 sl 31d.
na O sssy
YES pad
31e. Gear Oil top up no [ Y ool allesyilal 3le.
na [ sy
YES oo
31f.  Air filter cleaning no O Y el louks 31,
nva [ sy
YES pl
31g. Wiper Water top up no [ ¥ ol 3 sl el i) 31g.
na [ sbsy
ves [ =
31h. Clean engine using air gun Nno Y ehsell Gt pladiuly el el 31h.
NA [ iy
YES i s
5| 27. Were any of your questions related to e: daleiall lilind (e 5} e Y G 27 3
lube change answered? NO S s Alany
na [ sbsy
, _ T yes A e e Guelipapcbsdiids 28
3 28. 5112 (t:i;ers gtaﬁ place the mileage sticker in NO D g o s L il 28l /) sia LS 3
N/A D jﬁh:’ﬂ N ?B‘)L.-L"‘J‘
ves Bd
41 29. Were you offered a receipt voluntarily? NO D v e baa) WDl Jen cile yaye db 2914
na [ asy
5.  REST ROOMS AND MOSQUE sdaaall g (plaall [zl g5) Aa) M i e L5
Scores Critical Areas Al Ll Jalaih
3 vEs X] i 3
30a. Were they adequately stocked with all E = g eall Gl jliall azans s je2e S Ja 304
necessary supplies such as soap? NO ¥ faglall Jia
na O gy
3
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Scores Critical Areas ) ¥l PATH]
. YES T o
30b. Were they adequately stocked with all 0 v sl Gl il maeas s jeae il Ja 30D
necessary supplies such as toilet tissue? NO Sl g3ll 53 Jia
NnA [ adyy
30c. Were they adequately stocked with all ves B pad L gpal) il il a8 3ema S Ja . 30c
necessary supplies such as paper towels? no [ N 48 )l adliall i
(paper towels are not required where fully Gldiaa 85 die 4y llae e 48 )l iliall)
operational hand dryers exist) N/A Gebis ¥ G
X ; $hita (el cals
31a. Were sinks clean? YES - o il "'Y"LX;_,LA\JI;T Kd?|.31a
require comment when marked ‘No’ Nno [ Y gaasill bl
NA [ sy
; CERRYRPWIERTS
31b. Were mirrors clean? YES i o al 4:‘;': :)\jytuj _&"‘T,"mb
require comment when marked ‘No’ no [ Y gl o MY el calS 1)
NA [ gy
; AL 503 Cliine <l
31c. Were hand dryers clean? ves X p gl ‘;J?"i;"ua_,gyrf .Edr. |.31c
require comment when marked ‘No’ no [ ¥ e it
nva [ sy
: il (L) sl calk
31d. Were dispensers clean? ves Xl s it "y"j..i;yﬁ 'lsdT' "31d
require comment when marked ‘No’ Nno [ ¥ e AR )
NA [ sy
YES o
31e. Were toilets and urinals clean? No [ N faglas Joall A8l cilS U 31e
NA [0 sy
32a. Were doors clean? YES EJ pud gl ‘?‘\!ef;il:.—;_‘f;ﬁLisdEﬁZa
require comment when marked ‘No’ Nno [ Y casitl o ot Al
Nna [ gbsy
YES pai
32b. Were walls clean? Nno O Y $aahi Uanll clS Ja 32b
NA [ sy
YEs [
32c. Were ceiling clean? Nno [ Y St il S Ja 32¢
NA [ sy
ves K]
32d. Were vents clean? no [ b fagk Mliall culS Ja 324
NA [ gy
; faikai il Y1 @als
32e. Were floors clean? YES m o o 5 - ";‘:Lin W\SdThlBZe
require comment when marked ‘No’ no [ Y &= e it
na [ guy
YES pad
32f. Were baseboards clean? NO D v faadas saclal) g sl o culS Ja 32f
NnA [ gy
YES pad
32g. Were grout clean? no [ b faadas L3l S Ja .32g
NA [0 gy
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Scores Critical Areas FII LA POA Jalail
YES o
33a. Were trash containers clean? NO D b aida; Adladll iy s i€ Ja 33
2 NA [ iy )
ves K]
33b. Were trash containers not overflowing? NO D ¥ flaild e dalall Clygls <SS Ja 33b
NA [ assy
YES i N .
9 34. Was the restroom smelling clean & no [ " 61 Q) Ldmie s Addas Jlaall dadl ) clS Ja 34 2
fresh (without any offensive odor)? fplanll 3 A S Aadl
NA [ iy
X ; Jaxd slasll b O el asen i€ o 35
35. Were all the facilities inside the YES e ¢ o cu;\‘.u;dsm
restroom in good working condition? . S et
2 require comment when marked ‘No’ no [ ¥ g sl o2 MY ALY S ) 2
NA [J abuy
; £(3) s amanalt 3cl ) Saa S
36. Was the Mosque premises clean? YES D e ( ). ;ﬂ\ ’ ,,;,G, Ltﬁﬁts[\-; .36
2 require comment when marked ‘No’ Nno [ v ok el e 2
NA [R iy
Comments: slBaadlall [ galasl)
FOR OFFICE USE ONLY Laid Coigall FAREL N
FANATIE K LAl el sl . ;
0, 3 . - ‘
t ACTUAL SCORE MAXiMum | Evaluation P
Approach and Cleanliness asUaall 5 ol B |1

Greetings and Initial Checks 1 Sl 5 s i |2

Appearance and Behavior of il sall G slay yedaa |3

Staff

Service daxall |4
Cleanliness - Restroom and Slabaall — Adhail |
Mosque el g
TOTAL § saall
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_-<upe Express

£2] = ST 200\ O ———

Station Name: ..........yeemerseeeesens

Station Tel:. 2.2
RS ne-. AN VNG, .,

- .

SERIAL NO.

6|16

llol/

p sl mul Ivoice No. LB 20T LEMarat

6112 srpoto..... (oAl @ Il

4 S — :;J.!-q-iﬂ ! Mileage: ..

Customer Name:V.{....
¥ 'r_JJ-:, 3.

L0536 50.s

Y : - SE o
Customer Tel: @[{/ ..... g 47:7 0% e s Jaasdl st Time In: S 2. 2SI pérad g
® fadife. = - NN O, PR RO ! .
Vehicle Make & Model: @ 7 '/(\’/\/LS 145,10 £939 aina Time Out: (IJ - %AD 3 ey
- st 3 . - V ] - Cll_l.\.’;' RS w' 5»9_" )_'_w . &’_‘?.u
. . Services ‘ ﬂ n A ouq‘ﬂ‘y UHW? R vﬁmﬁ\} Ea
Engine Oil+ - . [ Changed . l/ _,l dadle; | Ly
Oil Filter [J Changed Ny R A
Engine Flushing~-« - - * " . [ Done N (7 s | -f
Top-Up: Brake & Clutch Fluid — DOT 4 [J Done Vo i/ Jal,idt il il §
Automatic Transmission Fluid — Dexon IID__ [ ] Done AT 1) ol i e Sl
Gear/Differential Oil bone e, LA | 1L Sotislpoalamlorsd 7 790 a0 /-
Power Steering Oil Reservoir [Toone/ “E€0 >t | C— i asidl iaes | [ /77 ey

Radiator Coolant

aaloll 32,05 il

i@ a/ar

DT oond~S3p 0]

Water/Terminal [ ] Checked  Battery ] Replaced 1 ¥ LA and e
Windscreen Water [_] Checked Wiper [] Replaced Il | R s e Y . . s T
Tyre Pressure ] Checked [3 SN o ya pand T P 1) -
Air Filter Cleaned - [J Replaced ] v syl sl 1Y RAOEHEE
Qil Drain Plug Checked Washer [_] Checked ] Replaced anll e :}uw‘,g . )
Condition of all belts & Hoses ] Checked I L w Tdallaall bt/ desa ) wtvemd /%
Car Wash: ] Full Wash [ ] Body Wash [] Steam Wash Gl o [ g2ls Jimt ] oS st [[] s asa S
Service Charge [ A
Others oAl "
pifcount [AEDVL  *
Slea ¥l Lt

ln.\'a."HJ.\:@.\_,L,_,.ALASL:«,JLA"QL«.\QI;IJJx_gi.t__a‘aulagilgsﬂ‘:»hul.ﬂ\]

i <
Lube Efpress In-charge Signature cujf iess Joj-use gades

* Below {500 ml Free
Thank

Mileage: ... i\

Vehicle Make & Model: ..\

u for visiting Lube Express

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

Reg. NO. .o

........................................ AoglsS

a0’ 505

< Grand Total

*;‘,.
Cusfomer Signature JeosJi a.des
Lilawo Jo 500 oro J41 *
s passdl Gyl gt o @S0 1S

Invoice No. 18 2 5 9 l 9

vaene: (- L0 1k

A - [J Small Vehicle
B - [J4WD & Mini Bus
C - (03 Ton Pickup

E - [J6 to 8 Ton Pickup
F - [JCement Mixture Truck

G - [0 Big Bus

H - OO Fork Lift

| - [JMotor Cycle
J - O Other

DA
[ ¢

D - [13.5to0 5.5 Ton Pickup & Coaster Bus

0 oi
[ Oil Filter

{0 Manual Wash

O Steam Wash

3 Engine Flushing
O Power Synth

[ Other

FRONT

/

REAR

critches tick box [}

I

7

Remarks:

Lube Exp

ss In-charge Signature copdf deas Jojws gudod

Custonfer Signature el gudod

[t - - - e m Em B m & oo atAtan

1




.,




