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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center g%}
Bawemarat 1O @ Eppco / Enoc | O a9 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
yame Number Name Number | Name Number
29 \D oclg 2uo(L Reges 240y A:rd,\wl [ [ [ ]
Gender Height Built  [Bpectacle Beard | Mustache] Ethnic Groups
TIMISIT [MJ[F {Yes[No ]Yes No Yes | No IIndrarﬂ:’aklstanJFllplnolExpat Arabs][ Others:
EMIRATE V;‘:Zfz';‘" AbuDhabi |  Dubai Sharjah Al Ain g:’:v"aa' Aman | (REAL L Eyjairan
O O O < O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
£21268 |l oltlolb ke pld | o3 [\zaolFiae
- 07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday ] Sundayl Monday lTuesday lWednesday Thursday I Friday
TIMEOF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAYOF
VISIT O 0 0 ™ 0 vISIT O O O O O O
1. APPROACH AND CLEANLINESS ;;\5\2.'\.“3 gbﬁ“!\ 1
Scores Critical Areas gl Sl PR
ves 4 ,x.
1. Was there proper sign to the Lube no [ Ahic Jo AVl daialgda g allia oS a1
changing bay? eyl usd
nva O _yhmz
' vEs [d
3 2. \c/)\:g:r:it:;(:l;be changing area clean and NO D Y TS ey Ak Cy 3l s dikie cilS Ja 2 (3
NnA [ sy
ves [ . ‘
4|3 Wasthereany oil leaking and falingon E . e 4o s Gyl ot gl dllia S ds 3 4
to the floor of the lube bay ? Sy 3l s Adlaile (8 (Y
Na [ skiy :
YES bd
2| 4. Were the waiting area and table clean? NO [] y hada; Al g Uiyt Aahia el o 4|2
NA [ iy
5. Was the television in the waiti ves b e
2[5 Woariinge?eewsmn in the waiting room NO D v ¢ Uiyl 4 B e osdll S s 5 (2
nva [ abiy
YES ax o .
6. Was the board displaying complimentary ] g Ll e Hebat Das il caS a6
services neat and clean? fadlai ¢ A4 pe dilaall cileasd)
NA [ iy
2. GREETINGS AND INITIAL CHECKS A g Sl g qua 1l 2
Scores Critical Areas Al claall PATH|]
3| 7. Was there any delay in approaching ves [ pxd i/l ) & pals gl @l IS a7 3
customers? No < Yy Sl gad Calh gall
8. Were you greeted in a friendly manner ~ YES B4 pr bl s d ke i e 8
(pleasant feeling)? No [ Yy f (z e
S da rcabs gall @ gl Caim g a8 2la ) (Y 1)
5| If no, please describe behavior: Was it “ e \;j . i{; j:ﬁ " J.‘ ‘15
arrogant, without any expression, normal R At sl i
etc..... ..
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Scores Critical Areas Al el A A
9. Did he guide your vehicle for positioning  ygs K A il S I el il gl B s 9
3 at the stopper and asked you to switch ?;al beals o el s..\SL 2 i ¢ JEy 13
the engine off? no [J Y Tl it et APl )
10. When asked by customer, was the 53 . S b cdsaadl e (il all J3m Ladic 10
attendant knowledgeable of different Y ES o e O b el n gl i Lusic
5 S . : g_a\‘).\h]‘}u);:_)ﬂu\é‘)d/t‘yimﬁ\c 5
grades of oil, filters and their relative no [J v o A
benefits? fleta JS il i
YES |4 i .. .
4| 11. Did he offer the waiting area to you? NO ?: ¢ etV 44 e ok dide (mse da 11 (4
4| 12 Did the staff thank you as you were ves [] px € it S L oS ilapall A8 a2 |4
leaving? No [ ¥ et
FTRSNRY
2
3. APPEARANCE AND BEHAVIOR OF STAFF ragSslug cpiligall jeha 3
Scores Critical Areas Lyl el Lt
_ ves )
3 13. Z\rllzsﬁ?;?umform of the attendant neat NO D Y e Gl ealall ila gall S AS Oa 13 (3
NA [ sy
YEs A e .
14. Was the attendant wearing visible e Ay (5 5 3 5a pall ala gl S Ja 14
3 Nno [J ¥ , 3
nametag? Sz sea g dand Lo
wa O sy Aeded
YES X .
15. Was he able to communicate with & deal gl e T8 syl S b 15
3 customer? no [ ¥ P 3
[ T sl
NnA [ sy
YEs A
41 16. Was staff courteous / friendly? Nno [ ¥ Sbal/iaga g cala ol S Ja 16 (4
NA [ sduy
4. SERVICE dasdll 4
Scores Critical Areas At ¥l hlaih
2 S ) e il Gl G s |
17. Did attendant check whether you need YES px u u uj_ul cu . "A ? B A7
3 top up or complete oil change? S5 okl ol Sl ALY gliad s 3
pup P ger Nno [ ¥ oSl
3| 18. Did attendant check with you whether  YES M - A S 1Y) Lad e alasall 3355 s 18 3
only oit is to be changed or oil with fiter? No [ N € ilall 5 g W Al dadd 31 s
19. Did he check using gauge the quantity ~ YES [ = s elaieb i (6 i iy Calasall 26 Ja 19
3 required to be topped up and informed ey Al S N Ga il il 3
you? no [ ¥ iy elali 4 Lgslial
s On Sul o GEalh el gddl A b 20
3 20. Did the attendant check for oil leakages YES E i uﬁu/ft): il ¢ Bﬁi Cand 3
under your car from filter and drain bolt? m| v et oo
Sy
3| 21. Did the attendant drain the used ol YES [ s el 3l S i Cili sl 5 Ja 21 3
completely from your car? Nno [ Yy feli jl (e
5| 22. Did he ask whether you want the engine ~ YES R o daydadidee yics g aleds 22 2
to be flushed and did it if you agreed? Nno O y i) go Jla A Sl
3| 23. Did the attendant fill the correct grade as  YES R« Gl A fe g ALl cala gl W6 s 23 3
you requested? Nno O v il Al dagmiall
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Scores Critical Areas Laulu) Jalailh
24. Did he request you to start engineand  ygsg 4S5y el Qi a5 of dlia cilla Ja .24
3 leave it running for one and a half e it s sad] Ll Alla, g 3
minutes? vo O ! fhoaiy 483 53l Jaddl <
. W A8 e /A sala o) (e s gall S Ja 25
3 25. Did the attendant ensure that the carter YES @ P u}.a);u):m J} Leil<a j&a itie 3
bolt is tightened and there are no leaks? NO D N teu 3l
26. Did attendant carry out the following Lailaall cilia gadll o) ol calasall Q8 426
complimentary checks: saiull
ves
31a. Battery Water top up no [ b Al ole diLi) 31a.
va O sy
ves D4
31b. Coolant Water top up no O b coolant/a uall els il 31b.
nva [ sy
ves Bd o 948 jall i Slen 3 Bl 1
31c. Auto Transmission Fluid top up NO D b IS thf\ wﬁf . 31c.
(Ot 531
nva O sy
ves A
31d. Brake Fluid top up no [ Y delill ey dal 31d.
nva O adiy
ves B
31e. Gear Oil top up no [ Y oA sllcys el 3te.
nva O sy
ves D4
31f.  Airfilter cleaning no [ ¥ ol glcaks 31,
nva O sduy
YES i
31g. Wiper Water top up NO [:I b} gl Glabind elo Al 31g.
NA [ gy
ves (I
31h. Clean engine using air gun no O Y elsadl udese pladduly o el Caglas 31h.
nva O sbiy
ves 4 .. TR .
3| 27 Were any of your questions related to O] ?: Aabaiall il (e gl e AlaY Qi da 27 3
lube change answered? NO b Huad Agdany
na [ ki y
ves I M 236 0f Geale i Calisall olE Ja .28
3 28 5:2 (t:r;(:;aff place the mileage sticker in NO D N o 1 ) sl /ol sia sLSH 3
NA O] sy €5k
ves D
4| 29. Were you offered a receipt voluntarily? No L[] Yy Sl s 23 Jeaylile e Ja 29 14
va [ adyy
5.  REST ROOMS AND MOSQUE damaall g (pLaad fcull 1) Aal i $ 5
Scores Critical Areas Lol Lol Lail
3 YES 4 i 3
30a. Were they adequately stocked with all % N TPV ET DR &aans b g DS s 30a
necessary supplies such as soap? NO 3 oslall Jia
NnAa [ sy
3
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Scores Critical Areas Tl etaal) PRI
ves 4 |
30b. Were they adequately stocked with all no [ ?: Al Sl il aeas 3 jene <ilS da 30b
necessary supplies such as toilet tissue? Sl il (3)99 Jia
NA [ sy
30c. Were they adequately stocked with all ves A pai g pall e il e 5 <l s 30c
necessary supplies such as paper towels? NO D ¥y 9428 ) 51l Cidiliall Jia
(paper towels are not required where fully Slitse 845 die gllas e 4580 adliall)
operational hand dryers exist) NvA O gy (1
- e L
31a. Were sinks clean? YES @ - ol "'Y'ifyrf\isﬁ't‘ma
require comment when marked ‘No’ no [ ¥ gpa sl 2 PRl s
na [ gy
: PR EPWIERT
31b. Were mirrors clean? YES P o ':Y" :fwuj 'LSJT' |'31 b
require comment when marked ‘No’ no [J b G R
NA [ gy
31c. Were hand dryers clean? ves bd e L ‘é"f:i,,, u;y‘uj 'ISJT' "310
3 require comment when marked ‘No’ no [ ¥ ool oa PR s
va [T gy
4 3 faadas o gleall Olikle cailg
31d. Were dispensers clean? YES 14 o . jﬁ\ o I'Y:JQJLY;_? '15‘-1‘:5\‘31(1
require comment when marked ‘No’ Nno [J Y (ol ANT LS A
NA [ sy
ves B
31e. Were toilets and urinals clean? NO D ¥ Faiday Joal Al calS Ja 31e
NnA O gy
i faadai Ll oY) il
32a. Were doors clean? ves 4w g g ':‘ijr‘j ALSJTA‘BZa
require comment when marked ‘No’ no [ ¥ G e ARl Ry
na [ sy
ves A =
32b. Were walls clean? no [ Y fagdas Uasall S Ja 32b
NA [ sy y
ves M
32c. Were ceiling clean? no [ ¥ fuhs Gl IS Ja 32¢
NA [ gy
ves M
2| 32d. Were vents clean? no [ ¥ iy Ml S s .32d
na [ gy
X ; faaas Culaes HY) CalS
32e. Were floors clean? YES - o i ,,?,,’ :i_,tiyrlj '\S.JT;sl‘ 32e
require comment when marked ‘No’ no [ b} Gl kAl
va [ sy
ves M
32f. Were baseboards clean? No [ ¥ A8 sac il o b il 1,50 cwilS Ja 32f
NnA [ gy
YES pri
32g. Were grout clean? no O N fad LW S ds 32g
wva [ gy
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Scores Critical Areas Abal) c¥laall LA
YES pai
33a. Were trash containers clean? NO D ¥ faadas Adaall Oy s il Ja 333
WA [] iy
2 - 2
YES g
33b. Were trash containers not overflowing? NO D ¥ Thaild e daladll Cysla <ilS Ja 33b
NA [ @iy
YES g S )
o |34 Wasthe restroom smelling clean & no [ ¥ 5l i) Ainia s Aishas plaall 2atl, il a 34 |
fresh (without any offensive odor)? pleall 8 A S Aadl )
NA [ gy
) ; e gl & il jagaill uen S Ja 35
35. Were all the facilities inside the Yes B o P e e e e,
restroom in good working condition? . A T e
2 require comment when marked ‘No’ no [ ¥ gl sl (o2 YT ALY s 1) 2
NA [ Gy
5 (5) Caat dsdl AclE 5l Jisa IS
36. Was the Mosque premises clean? ves [1 o (b). J‘ﬂ\ i ..:; aj;f;ﬁff‘g Tf: 36
2 require comment when marked ‘No’ Nno [ 0y e el 2
NA D by
Comments: sl / gabadl)
FOR OFFICE USE ONLY 188 LaiSall aladiuy
Alasal) Jatail) LA Jey) aal . 4
9 . : : \
% ACTUAL SCORE | _maximum | Evaluation *
Approach and Cleanliness adldaill g ol 8YY 1
Greetings and Initial Checks | #ls¥) ClSadills cam 5 |2
Appearance and Behavior of il ol & .
Staff Cribsall dsluy jedhe |3
Service iaadll |4
Cleanliness - Restroom and Glaleal) — 28BN |
Mosque daaall
TOTAL £ gaall
5
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£9/8-/2012 79: 28 84—8535’_1512_ EM Rﬂal FRoomn mem

i | -
- ‘SE'RL!rf' ress - J.m.n iyl e s "3

,lnv:ofilce ;

Bygmnsld
) ool
Station Name: . ]'}' "/-— . ;M 1 invoice No. 1 41 3 5 6 Emarat

Station Tel: {5)- Gflk\anfa’lh»l .uuDate /‘1/{ D...... gyt Plate No. Sh8T3. PRI aiies
s el ol Mil@BQE: eP K i SRR ¥1 0

Customer Name

Customer‘rel S' O 5 7»2‘ 14_3' L. \ |

Jous il ﬁme e
Venicle Make & Model | Teveka.tea }"N \ Pr Sl gy e TIME Out: .

e oSyl P\L‘-—u! Sty

c—S,..lﬁ.._Lw\.a—!g

T ieadt ;....4511 l na.:»-g.il e &m
“ \ N Services . mamv Unit Price ,

EngmeOiI e [#rcnanged B

o Pt : o '
F_ngmo Flushing — [lDone " —t__- i o 2 |
U Braks & Citeh Flmd-DOT4 g Dune STt g Bt |

TOP 8 ch Flud - —

[Autpmetic Transmission ¥ Fluid — Dexen 1D 1 ™l K Sy S |

. esﬁolﬁmmﬂl Oll DDTW alich oy B e fr, 2ilasyl e |

1 [Power Sleering Oll Reservolr ] Done i Seisaeth & o sl A ] \ !
| i - " e 0 ] -——————“—’—‘_ —TT |
{Radiator Ceolant T Done I R o e | i N

r et N ————
wmrrrermmsl e ™7 Cnatked __Bauerny ced {
w.nascmn Weier ] Chesked )

&“' e and
7 R - L e . Mgl ki
Ol Drain Plug ) .-..,‘,u 5,»,0 :.nu.. _,,.,.:u l
Canafion of al a3 % Hoses flw] xed B EE
‘car Sar Weeh: [} Pl W Fult Waeh L1 Bcdy Watn L Steam Wash

____________..————————-

) .AJBHD&‘SJH- n [ s

st e

‘Sérvlcs gm;ge
Otho ) u»‘ \ i !

o iotes —
' . “msooum AED

! - (] (]

T By em

1have veasived the vehicle [n good condition as per tha gervice specified in the jok care.

‘Customer sEnaMre m "

+ Below 600 mi Free * s o 500 50 S5
Thank you for vnsmng Lube Express w,ud! oL oa_..- FINPS ,‘s_‘,u,.s i ri-w

e it

Invoice No. 141358
Plate No- 56873 Pk nﬂgsﬂﬂ Y

Milsage:. 5 & 3

Vehicle Make & Model: .. ‘/7 @yﬁ o R

Aﬁm“ Vehice, : ] Cme dameged and scratches
- 1 4WD'& Mini Bus D oirer || 3 T—r_‘@ %
. . . . . I \) E
C Q0 3Ton Pickup - \tj Manual Wash I = \/Q &
-} p- 3.5 5.5 Ton Pickup & Coaster Busj [ Steam Wash =TT \-:- e
B4 { - . . FE) [«
* [E-DfweTn Pickup (2 Engine Flushing % "E { 1 %
‘\ F - [J Cement Mlxture Truck . O Power'Symh | & L‘u\_______\\ 'e «
I = Big BU; L j‘g oter . /5| . &
i (W] Fork Li il i S T
‘ \ v i V7 wogr
{1 0 Motor hycle M@)”J o
| o — . '
- ] Other ] ifno damagas or scratenas tick box \:} ‘_‘
Rematks ) wllada \

Customer Sianature Jooa g

|

Aef. No. LE/TTTT

‘[ube Express In-charge Bignature sl - Jaieuns Enda
e —

_______....w-—————"

H _.__-,‘,_.,___—-———‘-
| ['Please see reverse for te for termia & oonditions. a;Ml,J REEY o ,A.al .







