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P
PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center &
mﬁbhl Emarat I O <43/ <4 Eppco / Enoc / D g Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
e 72 Name N Number | Name Number. | Name N Number
3 41 \/ \/ i i
t ZQ ) [xvoudt. 13469 Kol 3YS webaddel [ 1|
Gender _;Height Built Spectacles] Beard | Mustachel Ethnic Groups
M| F |TIMISIT [M]F [Yes[No [ Yes [ No | Yes | No [indian [PakistanilFilipino [Expat. Arabs] Others:
ROODORROOOROKOK @ O O O O
EMIRATE v;:::z:‘ Abu Dhabi Dubai Sharjah Al Ain lé':‘:,nall: Ajman Kﬁ:ismAlah Fujairah
. O O X O . | O O
‘ __SITEID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
- ; 2 °
42126 o9 o] 6z | d3]olzll0o el
07:00- | 10:01- | 13:01- {17:01- 20:01- Saturday I Sunday | Monday | Tuesday [Wednesday[ Thursday I Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF

VISIT O = ] O ] VISIT O Xl O a O | O

1. APPROACH AND CLEANLINESS A8 g i By 1
Scores Critical Areas Taabad ¥l Lta
vEs A AU
1. Was there proper sign to the Lube no [ q dabic e AVl daalsdagddia S a1
changing bay? Sy M s
va [ asy
_ ves B
3 2. \é\:gaas;igzégbe changing area clean and NO D NI T VP TR X FCHEU RENLE CLRIRER 14 B 213
va [ sduy
ves [ o C . E s
43 Was there any oil leaking and falingon q Seae doy il gl ia 8 da 3 4
to the floor of the lube bay ? i Suy M st Ashaia 3 LY
na [ sy ’
ves ] ~
21 4. Were the waiting area and table clean?  NO D ¥ fasyday Al gUall 5 syl dshie SIS Ja 412
na [ sy
— ves®
515 &V;iitnhge?telewsmn in the waiting room o = N A e Sdenonddl Sds 512
va O ossuy
ves X = = . s :
6. Was the board displaying complimentary ] g Al lgle elas A Aa i culS da 6
services neat and clean? fadulai g 43 ye Agilaall Cileadll
na [ sy
2.  GREETINGS AND INITIAL CHECKS Al Y Sl g a2
Scores Critical Areas Aol Ciflaal) PR
3|7 Was there any delay in approaching ves [] e i/l il b el gl dua S da 7 3
customers? NnOo K ¥ ot ol s Cals gall
8. Were you greeted in a friendly manner ~ YES X] e ),k cn il ade 8
(pleasant feeling)? Nno [ Y S (o4
TS b ok gall gl i gn a8 2lay <Y 1A
5| If no, please describe behavior: Was it S 1:;} , ’3‘; ‘ j;fj T s
arrogant, without any expression, normal @ o > S o iu
etc..... Cj‘
+ 1 +
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Scores Critical Areas Al YLl L |
9.  Did he guide your vehicle for positioning  ygg ; Lall Gl I ole b s ot A5
3 at the stopper and asked you to switch K = :,'j“ o ﬁ’j. o 54 e dA 9 3
the engine off? No [] ¥ el il o elia il s 5 ) Gy
10. When asked by customer, was the . , IS o (Jraall (e ol sl e Lanic 10
attendant knowledgeable of different YES o ‘fhu R < Jd f“ '
5 e - ; ulﬂdl;uﬁjlul.;)d/gy‘;ﬂ.\;g‘,k 5
grades of oil, filters and their relative No [ N o AR
benefits? fleto JS il 4
YEs [X ; L ’
4| 11. Did he offer the waiting area to you? NO E “: LI SE - ERTS G oY e jme da 11 |4
12. Did the staff thank you as you were YES Bl € a5 Cu Ly o S il ol L3
47 leaving? No [y M land S5 Gladi s 12 (4
3. APPEARANCE AND BEHAVIOR OF STAFF S sty Cuiligall glia 3
Scores Critical Areas A1 Lol Jalaih
_ ves @
3 13. xzstit(;\;?umform of the attendant neat NO D ¥ ey Gl enlall Gl sd) Gl S Ja 13 3
NnA [ sy
ves [ N .
3| 14. Was the attendant wearing visible NO g D Ay (51 3 358 pall Gila gl IS Ja 14 3
nametag? O e ‘ $z a5 dand LA D,
N/A SEHY o pawd '\'G\i\:l \\__-/
YES axd X .
3| 15 Was he able to communicate with NO %\ g & daalsill e 18 Gl sl S Ja 15 3
customer? fOs il
Na O shyy
YES i
4| 16. Was staff courteous / friendly? No [ Y flakal/fagn s Cala gl S Ja 16 4
NA O sy
4. SERVICE el 4
Scores  crtealAvens  RelWavad o
. 23S ) G 3l Caks ool LB .
17. Did attendant check whether youneed YES m i u < u)’_d P }Aj i A7
3 top up or complete oil change? =0 o el Ala plias s 3
p up ge: NO D ¥ ¢ JAlSIL
3| 18. Did attendant check with you whether ~ YES ] px 28 S 1Y L e Cala sl (3885 Ja 18 3
only oil is to be changed or oil with filter? No [ N €l 5 3l af s s
! 19. Did he check using gauge the quantity ~ yES N pad 18y 5 (s shase (s Cala el LB Ja {9
1 3 required to be topped up and informed e G Sl e B Ga il el 3
you? No O Sl el Ll
P On 3l Gyl e Gty il sl G Ja
3 20. Did the attendant check for oil leakages YES m pe u’ﬁ u/ft: )ﬂéll. . f::e‘ i 20 3
| under your car from filter and drain bolt? No [] v S e e e )
! ey 3l
3| 21. Did the attendant drain the used oil YES ﬂ] P Jaaial cy 3l S &iodis b gall B8 Ja 21 3
completely from your car? Nno [ N Sl jlus e
2 22. Did he ask whether you want the engine YES N M Al aue S o) el Ja 22 5
to be flushed and did it if you agreed? No [ vy fliddl g0 Jla 3 lly
3| 23. Did the attendant fill the correct grade as YES M] et 5l As o/ 5 ABlaly Cila all W8 Ja 23 3
you requested? Nno [ y el Al dapaiall
+ 2
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Scores Critical Areas alul) aiaall Jataast

5| 24 Daherequestyoutosiartengneand  ves Bl e assm o nal iy i of e ol b 24
minutes? no [ y flaal g Aafs sad Jundill Alls 3
3 25. Eid t'he.attendant ensure that the carter YES K] P> ‘-&iﬁ)‘;ﬁﬁj‘)ﬁj jﬁiﬁ 25 3
olt is tightened and there are no leaks? NO D N ey
26. Did attendant carry out the following : Llaall Clia andll o) jals calasall B Ja .26
complimentary checks: sl
ves B
31a. Battery Water top up no [ b Ay Uadl ele Adls) 31a.
A [ sy
ves B
31b. Coolant Water top.up no [ y coolant/s sl cledilal  31b.
NA [ by
YES . o SRSl JBG Jlen oy Al 31¢c
31c. Auto Transmission Fluid top up NO D b i (c‘;ﬁ@‘)ﬂ‘j ’
na O sy
ves B
31d. Brake Fluid top up NO D N Jal Jall 2y 3 Adlial 31d.
’ nA [ iy
ves ]
31e. Gear Oil top up no O Y ool mllcy; il 3e.
NA O sbiy
ves ]
31f.  Air filter cleaning no [ ¥ olsed i Cuks  31f
na [ ey
YES I
31g. Wiper Water top up NO D N gla i Cilalinal cle ALl 31g.
nva [ sy
ves b
31h. Clean engine using air gun NO O Y el Gate plasiuly A sl Cadai 31h.
wa [ shiy
_ ves Kl o o o
3| 27. Were any of your questions related to no O N Adlaiall Al (ge (gl uif— f}‘é}“ ol Ja 27 3
lube change answered? oyl s Aleny
va [ sy
3 28. t[;ig (t:r:? gtaff place the mileage sticker in :lf)s % ?: Jx@mﬁmﬁﬁ;ﬁ 28 3
' na [ sny €5l
ves B
4] 29. Were you offered a receipt voluntarily? ~ NO O y SLbad) Wi Jeay dlile (aye o 29 |4
nva [ abuy
5.  REST ROOMS AND MOSQUE dauall g (alaall foll ) Aal N g L5
Scores Critical Areas gl Yl Jataity
3 30a. Were they adequately stocked with all YES = A5 peall e Hsall aaeas 8 je2e il o 30a 3
necessary supplies such as soap? NO D ¥ bl Jie
na [ sy =
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Scores Critical Areas Dbl Y Laalt Jaladl
YES : )
30b. Were they adequately stocked with all NO E ?:‘ A3l Sl liall gens 3 jeae il Ja  30b
necessary supplies such as toilet tissue? Cull gill G599 Jia
NA [ gy ==l
30c. Were they adequately stocked with all YES ax ) s pall il il & e S da 30c
‘necessary supplies such as paper towels? NO D ¥ 4.8 gi adlall Jia
(paper towels are not required where fully Clidas 845 die 4y gllae pe 444 ailiall)
operational hand dryers exist) nva O bl Y (9
; s Juldl cag
31a. Were sinks clean? ves X| e Ll ‘,,Y,,dfhy‘uj Atsal?‘.31a
require comment when marked ‘No’ no [ ) gl 0 MY Aayh s 1)
Na [ gbsy
: TN RVIRERTS
31b. Were mirrors clean? ves X px o il g Mﬁ;ﬁ .lsd?‘.31b
require comment when marked ‘No’ no [ ¥ ol o2 e
nva [ aasy
H faiads; b Glddaa cailS
31c. Were hand dryers clean? YES D (e o il . ééf?;.:ﬁgy‘uj .\Sd‘r. |'31C
3 require comment when marked ‘No’ no [J ¥ T e AR
NA B sy
; $adar o) el sl cul
31d. Were dispensers clean? YES E px ) _“ o "Y"uﬁ.,iayﬁ .Lsd&;;\\.(‘}‘ld
require comment when marked ‘No’ no O ¥ gasill o T AR )
NA [ gy
ves B
31e. Were toilets and urinals clean? NO I:] Y Al Foall Al S o 31e
NA [ gy
s Shadai Qi oY1 g
32a. Were doors clean? YES |X] o Ll ”"Y"&—,R.;)lf\ﬂ . .LSJT.‘.32a
require comment when marked ‘No’ no [ kS a2 ARl
na [ gy
YES pri
32b. Were walls clean? no [ b $agdas (el cilS Ja 32b
NA [T gy
ves K
32c¢. Were ceiling clean? Nno [ v St il S s 32¢
na [ gy
YES o
2| 32d. Were vents clean? No [ ¥ fhidas MLl oS Ja 324
NA [ sy
3¢ ; $Adbas Chlaca ;Y Cailg
32e. Were floors clean? YES = 2 gill ’ "?",%LYE\SJEFZE
require comment when marked ‘No’ NO D b el TE :
va [ gy
ves M
32f. Were baseboards clean? no [ ¥ FAaukai saclal) ~ 4 /hailall i, 3 clS Ja 32f
na [ gy
vEs JM
32g. Were grout clean? Nno [ ¥ foiaki L (S s 32g
NnA [ sy
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Scores Critical Areas Al Yl PAH]
ves ] o
33a. Were trash containers clean? Nno [ ¥ faguda daladll Gl s S Ja 33a
NA [ @y
2 - 2
YES o2l
33b. Were trash containers not overflowing? NO D ¥ fiaits ye ddladll cilygla <ilS Ja 33b
NA O ey
YES pud v s .
2 34. Was the restroom smelling clean & no [ y &) s Adaia g Al Jlaall dail; cilS da 34 2
fresh (without any offensive odor)? $(plesdl B Agn S Aadl)
NA [ ey
¥ s s laall (b & agadl gsen il Ja 35
35. Were all the facilities inside the YES s ¢ < QMAQ: U8
restroom in good working condition? L. I et
2 require comment when marked ‘No’ no [0 ¥ g sl o YT ALY S 1Y) 2
NA [ asiy
3 €(5) s dsowall deB Jf ae oS
36. Was the Mosque premises clean? YES I:I e ( ), );“ ) g ;j\;;*‘fftsﬁ -36
2 require comment when marked ‘No’ Nno [ 00y e e el 2
NA A gy
Comments: seidiadlall / galedll
FOR OFFICE USE ONLY 1id Cagall PAREC Yy
Alaual} Jalail) LUl Je ¥t aal)
o, 2 - . .
o ACTUAL SCORE |  MAXIMum | -valuation: et
Approach and Cleanliness aaldadll 5 ol yBYY |1
Greetings and Initial Checks | &Y Syl 5 s il 12
/S\{)apf?arance and Behavior of il palt by sekie |3
Service Aeaall 14
Cleanliness - Restroom and Silalasdt — il 5
Masque el g
TOTAL £ gaaall
5
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cube Express

SR ST, NO. o —

Station Name: ........ ﬂ -\ ....... (5 mb .................................................... dlasdl sl INvoice No. 20099 9ﬁEmar at

—
, -1 y S
Station Tel ... .ddasll asla Date: 2.0 |Lc_._)L.Jl Plate No. ZD‘Z.L('L— ..... 5 ..... Y.‘:b,m pE)
C
Customer Name: M’( ................................................................................. Juosll gaul Mileage: 9—-6820{ ..... ‘ ....................... sfaglaS
~ 7 m—
Customer Tel: ........... 0 °® .............. b-"‘b%g07 ......................... NSTPPS PUEPS 11110 |, R— Pl by
. s o S . )
Vehicle Make & Model: '\[;\"5 ................................................ S, £odg giso TIME OUL s - 4 | S VS LA
Siload! a.e.AST" Ba>gdl yruw eg.a-?.ll
Services Quantity | Unit Price Total

Engine Oil L ehRanged P P Aty [ e V) 6 X

Oil Filter "] Changed eyl jile

Engine Flushing ] Done o joall ek .

Top-Up: Brake & Clutch Fluid ~ DOT 4 ] Done SIS/ Jaball Jil 2] /'
Automatic Transmission Fluid — Dexon IID {_I Done 1Sl Ji Sl Jilu

Gear/Difterential Oil 1 Done ALl gl @y st

Power Steering Oil Reservoir [ Done Sely el aghal S5 o

Radiator Coolant [ Done RN

Water/Terminal [_] Checked Battery [_| Replaced Lyt yasd \
Windscreen Water || Checked ~ Wiper [ ] Replaced ol Lol caghis o Sl \

Tyre Pressure ] Checked Y elya ani \

Air Filter ] Cleaned ] Replaced olgelt ale \

Oil Drain Plug L] Checked Washer [ ] Checked "] Replaced sl (5o Bokiw pand \
Condition of all belts & Hoses ] Checked T Uaall bl a1/ T Y

Car Wash: ] Full Wash [ ] Body Wash [ ] Steam Wash ity o [ oot dai [] JolS o [ il toss

Service Charge Loaall agwy

Others soal —

Discount AED
.x_._ﬁ.ng_,u.,“_a.‘,1”_,usz_u_uuaugn;uims.%uuga,mwulm «_’"('3"?'?3 H l' AED R
| have received the vehicle in good condition as per the service specified in the job card. rand Tota

Lube Express in-charge SIgnature coyll aeas Jobawo zedes  Reg. No.... [6675— ........ CustopgEBignature Joosll zaiss
* Below 500 ml Free Lolome o 500 (0 1 *
Thank you for visiting Lube Express Amgpnll ) Joaad doas- (0S5 TS

Invoice No. 2 O O 9 9 :‘

Plate No: ... A=2.8 .. gl o3,

A - [JSmall Vehicle @Oil Circle damages and scratches
B - [J4WD & Mini Bus O Oil Filter T g
C - [0 3 Ton Pickup {7 Manual Wash S o
D - [13.5to 5.5 Ton Pickup & Coaster Bus|| [J Steam Wash
E - [J6to 8 Ton Pickup [ Engine Flushing % =
F - [JCement Mixture Truck O Power Synth i «
G - [ Big Bus O Other
H - [ Fork Lift % E
| - [0 Motor Cycle
J - [0 Other If no damages or scratches tick box []

AED 6 ......... T e (D)2
Remarks: - albasdo
Lube Express In-charge Signature cull deas Jsjumo guded ~ Customer Signature ozl 895

3

| Please see reverse for terms & conditions. .kgyiully acleal] ald) .3 il oy I Ref. No. LE/1/11







