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PROJECT : ELARA (Lube Change - FINAL 2012)

PRQJECT: ELARA - Lube Change

+

SERIAL NO.

+
Pre
Pan Arab Research Center &

ubu! Emarat [ O s Eppco / Enoc | O @4 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
22 |<xqco dool | %aca [90q! [No:
Gender Height Built Spectacle Beard | Mustache| Ethnic Groups
M]F JT[M[s]T [MJF [Yes[No Yes | No | Yes | No |Indian Pakistani]Filipino [Expat. Arabs] Others:
ROOORONOOROROR K O O O O
EMIRATE V;ZZ:‘;‘“ AbuDhabi | Dubai Sharjah Al Ain ‘é’:‘;v“aﬁ“' aman | RaSA 1 Fujairan
O O ] O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
6\” 210 o|b ({3 3(‘/ 00 o |2 O |3 =726 |14
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Samrdayl Sundayl Monday I Tuesday IWednesdayI Thursday ] Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
VISIT ] O ] 0 VISIT O O O O O O
1. APPROACH AND CLEANLINESS Bt g I BY 1
Scores Critical Areas Al el pATH]
YES o~ o .
1. Was there proper sign to the Lube no [ g libie e AValldsalgdadella s ds 1
changing bay? gy il s
na [ sy
_ YES o
3 2. \é\iga:r:ir;cli%be changing area clean and NO D Y S e Akl iyl s Ghiec€ s 213
na [ sdasy
ves [1 . . o
4|3 Was there any oil leaking and fallingon q e aedsy o s gl s S da 3 4
to the floor of the lube bay ? , Syl s Aidaia & Y
wa O asuy ?
YES p!
2| 4. Were the waiting area and table clean?  NO O Y faadas Al Ul g lanyl Al CilS a4 12
Na [ sy
- ) YES pxl
2 5. \\fvvoarii;hge?televmon in the waiting room NO D NEEE BV ECY Jen s S Js 5|2
na O shuy
YES pad - -
6. Was the board displaying complimentary 0O y i lgle jeki s Ml i€ da 6
services neat and clean? eaadat g A je dnilaall cilardll
na O asyy
2. GREETINGS AND INITIAL CHECKS A0 oY Sl g qua Al 2
Scores Critical Areas Asuludl @Yl BATH]
3|7 Was there any delay in approaching ves [] pr s/l 8l 5 pali gl ia S a7 3
customers? NO Ny LN gas Cada sall
8. Were you greeted in a friendly manner ~ YES pr sl 0,8l Wl da 8
(pleasant feeling)? Nno [ Y $ (ke
S da realbs gall & Cin g0 a8 gl y Y 1)
5/ If no, please describe behavior: Was it © ‘e ﬁ ’j; yiﬂ A K 5
arrogant, without any expression, normal e ol G b o5l e
etc..... ?__,CJI
1 +
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,?cores Critical Areas Loy Lol Jatdil
9. Did he guide your vehicle for positioning  ygs ; Gall S Y el L al: 3
at the stopper and asked you to switch Iz e~ :_m ul%l_ ‘7‘ .J 2= k_,da}‘n eudb 9 3
the engine off? Nno [] ¥ el ik o i by 3 i Giliyy
10. When asked by customer, was the . JS Ja el e idh gl Ji Lonie
5 attendant knowledgeable of different YES i j‘:ﬂ:’“ = ‘ _jl Q\:‘: p ‘J.?X d]fw 10 5
grades of i, filters and their relative no [J q = aalide : o
benefits? fleia JS 21l gd
YES i .. .
4| 11. Did he offer the waiting area to you? NO g ?: LY A8 8 jUany) elle gaxe da 1114
12. Did the staff thank ves [X : e b v
4 Ielaving?s aff thank you as you were No [J ": §0las i Laigy ol S Call gl ABda 1214
3. APPEARANCE AND BEHAVIOR OF STAFF (Sl cpiligall jeka 3
Scores Critical Areas pdea) S¥Laal) aai
A YES o
3 13. Z\rl.'zsﬁ?ye?umform of the attendant neat Nno [J Y Oy Gl el Cilh gl il S s 13 |3
NA [ sayy
ves 0 B
3| 14. Was the attendant wearing visible NO q e Al (6 3 3 3 sall Calagall (IS Ja 14 3
nametag? $7 ga g u?)@i
N/A El Sh5Y A nawe h.‘rfa;o. 02
YEs ]
3| 15 Was he able to communicate with No [ q o dal gl e 106 Gala sl S o 15 3
customer? e
NA [ ey
YES ol
4| 16. Was staff courteous / friendly? No [ N fahl/laga s Gabigdl S Ja 16 |4
NA [ smyy
4. SERVICE daadll 4
Scores Critical Areas A} Nl O nad]
; i L e aaatlly Cals oot L8
17. Did attendant check whether you need ~ YES < o u uu)’_‘l P )AJ i 17
3 top up or complete oil change? S0 ot ol 3l BB plias s L 3
- Nno [ y g Sl
3| 18. Did attendant check with you whether ~ YES [X] pxd 8 S 1Y Lo lie il gl (38a5 Ja 18 3
only oil is to be changed or oil with filter? No [ Y € yaldll 5 oy 3 ?i BRGNS
19. Did he check using gauge the quantity ~ YgS Al (s gha iy i sall B Ja 19
3 required to be topped up and informed g Al Gyl S N Gl sl 3
you? Nno [ Y Selly il Lgla)
PO Syl el che BEaill Cals goll A6 .
3| 20. Did the attendant check for oil leakages ~ YES el u‘?; 7?3: e 0}::‘: dﬁ 20 3
under your car from filter and drain bolt? Nno [ g IR 8B
Sy 3l
3| 21. Did the attendant drain the used oil YEs MM M Jansal 3 S & 6 Cals gl el da 21 3
completely from your car? No [ y el Sl e
2| 22. Didhe ask whether you wantthe engine  YES [ s L, d sl Jue wias o dlils da 22 o
to be flushed and did it if you agreed? Nno O N elidd) go Jla A lly,
3| 23. Did the attendant fill the correct grade as  YES pxi Sl A pofp 58 Adlaly Cala sl W8 Ja 23 3
you requested? Nno [ y el all dsyaiall
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Scores Critical Areas ) A} c¥ L) Jatas
24. Did he request you to startengineand  yEg al S iy el (s o g o e cills Ja 24
3 leave it running for one and a half o dads aad Lual Alls L 3
minutes? no [ k) S ba g A2 32al il &
. W a8 e /A yaba o (e il sall Sl 25
25. Did the attendant ensure that the carter ~ YES g > o gl 255
3 bolt is tightened and ther leaks? i lin Gl 4l LeilSe B 2 o 3
oltis tightened and there are no leaks? o [7] N ey 3l
26. Did attendant carry out the following duladdl Cliasadll ol jab cals sall 8 Ja 26
complimentary checks: -agduall
YES P
31a. Battery Water top up NO O b A ptadl ele ddliz) 31a.
nAa [ iy
ves [
31b. Coolant Water top up NO O Y coolant/a_ll sl Al 31b.
nva [ sduy
ves [ o 1A jadl U les <) diba)
s o A
31c. Auto Transmission Fluidtopup  No [ y ¢ o~ e ) 3te.
(O 5Spanail )
na [ shuy
ves X
31d. Brake Fluid top up no OO y dojill cyj el 31d.
na [ sbiy
YES pal
31e. Gear Oil top up no Y o Al sl 5 Al 31e.
NA [ iy
YES pad
31f.  Air filter cleaning no O v dagd gl caks 31
vAa [ abiy
ves [
31g. Wiper Water top up no [ N o sl clalinad ola dila) 31g.
na [ sbuy
YES ool
31h. Clean engine using air gun NO D Y el el et aladinly ol el Caidan 31h.
na [ abuy
ves [ . o
5| 27 Were any of your questions related to O P: Aalaiall lilind (e gl e DAY S da 27 3
lube change answered? NO ey 3l uat Apdeny
W mETY
, _ - ves = 236 0 (huale g Calagall i Ja 28
3 28. 51'2 (t:r;? gtaff place the mileage sticker in NO D N ol La 3l 28l /3l e LS 3
na O by %5l
YES o
4| 29. Were you offered a receipt voluntarily?  NO [ 3 el laal Ml Jhay e m pe Ja 29 14
na [ by
5. REST ROOMS AND MOSQUE sl y (alead) fesll ) Aal M g 5
Scores Critical Areas Faabult ctaall PATH]
3 YES : 3
30a. Were they adequately stocked with all = Ty g pall e lieall gaens 5 e S Ja 30a
necessary supplies such as soap? NO 3 fogball Jia
na O gy
3
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Scores Critical Areas fplult aylaall L\.‘iﬁT’
_ YES o o
30b. Were they adequately stocked with all 0 y g mall e liasall waeas 3 560 culS Ja 30b
necessary supplies such as toilet tissue? NO Callglll (g 199 Jia
NvA [ gy
30c. Were they adequately stocked with all YES ﬂ v Ls ol il Jandd) wuens 3 3¢as i€ Ja. 300
necessary supplies such as paper towels? no [ y $48 298 Cadliall Jia
(paper towels are not required where fully Clidas 55 die 4y gllaa e 34 ) alliall)
operational hand dryers exist) N/A Gbi Y (A8Y) il
31a. Were sinks clean? YES E pud 2 all ?@fﬁ..d:‘u‘ ujLS dﬁ. 31a
require comment when marked ‘No’ No [ ¥ sl om o MY A S 1Y
NA [ gy
31b. Were mirrors clean? YES m i ol h':'i‘,',’ E"UAI wls JA. 31b
require comment when marked ‘No’ no [ Y Y
VA [ sy
v, N .. ], N A - P
31c. Were hand dryers clean? YES (e . (5| - ‘éAf,y‘,,",m“ LU\S d“ 31c
3 require comment when marked ‘No’ no [ ¥ gl om o "V Ay s 1y
na [ sayy
31d. Were dispensers clean? YES pr M%J "‘U*L“,Tn ,ﬁu"su ;—Uls d: -31d
require comment when marked ‘No’ Nno [ Y sl om MY ALY s 1y
NnAa [ gsy
YES pad
31e. Were toilets and urinals clean? NO D Y fagds Joal ASal cilS Ja 316
nva [ sy
32a. Were doors clean? YES E pri L al ?ﬁf,&.,f‘ff‘ \u\s JA. -32a
require comment when marked ‘No’ Nno [ b sl om o MY A S 1)
NA [ gy
YES pi
32b. Were walls clean? Nno [ ¥ faglas sl il Ja  32b
NA [ sy
YES pd
32c. Were ceiling clean? _ NO D b Sk (el K s 32¢
va [0 gbyy
YES ari
2| 32d. Were vents clean? Nno [ v faadas MUl colS s 32d
NvA O gy
. (l" . e . A -
32e. Were floors clean? YES p ol "u"h"\;},‘“f Jlj;ru \Sl;l: |.32e
require comment when marked ‘No’ no [ Yy Tl o MY ALY g 1)
na [ gy
YES o
32f. Were baseboards clean? Nno [ ¥ ks sae il - ) /Ll i) cls Ja 32F
NA [ sy
YES ey
32g. Were grout clean? No O ¥ feplas LU IS Ja 32g
na [ gbuy

Lube change.doc

-+




5 +
Scores Critical Areas Loyt peall Latal
YES ad
33a. Were trash containers clean? NO E] b faadns dalaill iy gla i< Ja 33a
) NA [ csy )
YES pad
33b. Were trash containers not overflowing? NO O ¥ i e Al Cil s ciS Ja 33b
NA [ gy
YES pod o ]
2 34. Was the restroom smelling clean & no O Y s (15) Lnie s Aadas pleal) dad ) cilS Ja 34 2
fresh (without any offensive odor)? planll A Ay S Asdl,
NA [ akiy
X ; Gand laall b < agal en <ilS da
35. Were all the facilities inside the YES e ¢ o= @ﬁ.: U 35
restroom in good working condition? o s o
2 require comment when marked ‘No’ no OO ¥ aasll o2 YT ALY QS N ?
NA [ Gy
] ; (5} ik aawaall dlE 5 e (IS
36. Was the Mosque premises clean? YES P ( ), }:Jl ) ,.;: LL?TA"%LS(\J; 36
2 require comment when marked ‘No’ no O ¥ gt o> A gl =S 2
NA [ gy
Comments: slBBadkall [ gaaill
FOR OFFICE USE ONLY Jadd CiCal) ahadi N
Aycialt Tl PRFHTL N .
0, > H . -
o ACTUAL SCORE | maximum | Evaiuation: s

Approach and Cleanliness

Aty o B |1

Greetings and Initial Checks

AW Sl s a5 (2

Appearance and Behavior of

el pall ey et |3

Staff

Service a4
Cleanliness - Restroom and lalaall — Adad |
Mosque Aaanall
TOTAL £ ganall
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SERIAL NO.
6|la1]6
. , ~ -
Station Name: ... (L DOX N ilandl sl InVOICE NO. 5650580 Emarat

Station Tel: ... . sddasdl ails Date: /?’OG"IQ :7wladt Plate No. D??Q‘;QDXQM )

Custoher NPt T TS PO S| PG T 12 Te |- E (S/qu’ ....................... JeoglsS
. —
Customer Tel: 0555/6/557 Jucadl asla TIME IND e 23S A Mo el 2B

Vehicle Make & Model‘:'...'.../ff.,f!. ................................ - Goel Zas, 1 £959 giso TIME OUL: o 1 S o ons 2By

Sl dagdl 2w &9.0:-“

Quantity | Unit Price Tota
Engine Oit ] - 7/ 0'/ dadlas | G O 6& —
Oil Filter - J FCo atanll B V) 1€ D
Engine Flushing} 1 [ Ayl i
Top-Up: Brake & ClutchFlyid—DOT4 {4 IS/ Ll B ALt
Automatic Transnyjssion Fluld — Dexon IID [T Done Rl 5 Slen il
Gear/Differential djl oot d \ @Qone Al Gyl sy /gl ,
Power Steering Oi'Reservoiny (A Oone- Syl Rl A 2 /[
Radiator Coolant - \ Done ‘_,SL_,,:I)N 3 il \
Water/Terminal [ +Checked| Battery [] Replaced / S AN \
Windscreen Water [-Checked| Wiper  [] Replaced ] ( Nl kit s pil \
Tyre Pressure p— [FEtrecked T/ N WY ela Land B
Air Filter {”] Cleaned ] Replaced / / cpell it \
Oil Drain Plug ¥ Checked Washer [}-etcked [ ] Replace / N cull (gaie Bulin an l
Condition of all belts & Hoses [J€hecked Ltialt gl 2t/ 52 /
Car Wash: [ ] Full Wash [_] Body Wash [ ] Steam Wash Sl ez [ aols do [ ot i [T il s 7
Service Charge iassll oy, T o
Others Gl i

Discount :AED .
Eass Ll i oty 58 LS G dindl 2lonsll ol s sa Ula 3 280 odid 31 q"g;;g‘; g”i_.-(’;;-;: tAED g[{——«dcx

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

%M\\ Reg. No. /‘/gr/g'[

Lube Express In-charge Signature cuf doss Jobeswo godes  REQ. NO. L0 50 B
* Below 500 mi Free
Thank you for visiting L.ube Express Dtaewmd g T e o,
VHIBEGE . . eoovvececcecicciiers ooniiisines e FeagdsS invoice No. 6 8 8 8 6
Vehicle Make & Model: ... ... s Sl £adg gio Plate NO: o
A - mall Vehicie . i i n-l_ o : Circle damages and scratehes -~ ————
. . ! { e ™~
' B - J4WD & Mini Bus CJ, e r ! e ae . _ —
i - . . . Q@ ' .
¢ C - 13 Ton Pickup L /l ] Manual Wash b :
D-{135t05.5Ton Pithp oaster Bus|i T} Steam Wash R

/

[ Engine Flushing !
7] Power Synth ¥
J Other ;

E - [ 6 to 8 Ton Pickup
F - (0 Cement Mixture Fruck
G - [ Big Bus
H - [J Fork Lift
| - [0 Motor Cycle .
J - J Cther -

FRONT

AED

Remarks:

Lube Express In-charge Signature .l deas Jgjao gudys







