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PROJECT: ELARA - Lube Change

AN
Pan Arab Research Center &

Es’-‘bh.‘ Emarat [ O 45/ &4 Eppco / Enoc /O S Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR.#
Name Number Name Number | Name Number
1Y -
k24 Zgca Cofa  |qenl oSe®h | [ ] ][]
Gender Height Built  [Spectacles] Beard | Mustache] Ethnic Groups
M F JT[MJS|IT M IJF [Yes]No|Yes[ No|Yes] No [indian [Pakistani[Filipino [Expat. Arabs] Others:
ROOROOROOKROROK O O O |
EMIRATE V;Z;‘;'n“ Abu Dhabi |  Dubai Sharjah Al Ain g’:;‘a::' Ajman Kﬁ:ism‘\a'h Fujairah
O O O O O | ] O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
12 [¢/of ol | 214 g [ S]] | o3 [H30]iN56
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturdayl Sunday| Monday I Tuesday ]Wednesdayl Thursday | Friday
TIMEOF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
N S el O O O O O O
1. APPROACH AND CLEANLINESS -daUadl ¢ I |
Scores Critical Areas PRI LA PN Jaaity
YEs [ e — .
1. Was there proper sign to the Lube no [ y dlaia e AVl sl ydad dlla IS da 1
changing bay? ey i Has
va [0 adiy
_ YES o
3 2. X\:gasntil:xzzclj%be changing area clean and NO D Y SR ey Aigda cy 3l s dikie S Ja 2 |3
na [ akyy
ves [ . .
4|3 Wasthere any oilleaking and falingon q e de fogcuill it gl dla S da 3 4
to the floor of the lube bay ? o Sy Myt Alaie (& )Y
' na [ sy j
YES [1
2| 4. Were the waiting area and table clean? NO [] P Saadas A Jdall 5 eyl dshia cilS Ja 4|2
nAa [ sy
o - ves [
2 5. woariiltqhge?tebvnsron in the waiting room NO !':] YOIV e 3 e s S Ja 5 12
NA X sy
ves [] o .
6. Was the board displaying complimentary i N Ll lgle jedas Al da M el Ja 16 |
services neat and clean? - : Shidai o A0 ye Ailaall Cilenslt
NA X gy
2. GREETINGS AND INITIAL CHECKS ALY il y s 3 2
Scores Critical Areas Al Ll Latail
3|7~ Was there any delay in approaching ves [] px a8 8 el ol dla S a7 3
customers? Nno 4 N SOl gai Cala gall
8. Were you greeted in a friendly manner ~ YES 4 Csbb) L35k s Sl G Ja 8
(pleasant feeling)? no [ N ’ ¢ (g
S Ja rcabs gall @ gl Com g 28 2l ) <Y 13
51 If no, please describe behavior: Was it Lj e . j . )3:; . j:_‘f N J.‘ |15
arrogant, without any expression, normal & il e DI . Cj
etc.....
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Scores Critical Areas L) ¥Laall Lai
9. Did he guide your vehicle for positioning ygg [X] ; Gl A W ol b il el L6

3 at the stopper and asked you to switch . e ‘j ‘L,J o ‘f&:i j Lﬁﬁ ¢ L:h -9 3

the engine off? Nno [] Yy e ad ki mih s 5 bl Y
10. When asked by customer, was the ‘ . S Ja csesdl (e il sall Jipus Ladie 10
attendant knowledgeable of different YES o “qu .. < }d . L’“ )

5 g - ) L_:‘)Mb‘_\ﬁjnn_\l;‘))/t\y‘&_ﬂ.\u?h 5
grades of oil, filters and their relative NO I-_-I N i ;\ K
benefits? flet JS 1 44,

YES : . .
4| 11. Did he offer the waiting area to you? NO g e: foamYl ad je 4 UiVl e mje o 11 |4
i ves [] ;
4 12. lzgjv:::;?staff thank you as you were E P’; ¢ it 2 b S gl sl ?u ds 1214
; NO ( (ru I DD
3. APPEARANCE AND BEHAVIOR OF STAFF ragS sy cuiligall jgkia 3
Scores Critical Areas L) Y Laall Jalall
_ YES pad ,
3 13. Z\r/:jsﬁ?;?umform of the attendant neat Nno [ Y LS pes Gl jumlall Calipall Ll JSds 1313
NA [ gy
YES oo ”
14. Was the attendant wearing visible e Ay (63 5y 353 sall il sl IS Ja 14

3 Nno [J y , 3

nametag? fo o daul Lgle
va O ssiy  Shep ph
YES [ .

15. Was he able to communicate with oo Qeal gl e T8 Gl gl S s 15
3 customer? Nno [ ¥ P 3
H ‘U}E‘)‘“

NA [ by
YES ]

4| 16. Was staff courteous / friendly? No [ ¥ Skl oy cala gall S o 16 4

na [ sy

4. SERVICE sdaadll 4

Scores Critical Areas Al ) Latai

( : v CO saailly cabh gall A8
17. Did attendant check whether you need YES p u u u)’d aa L }d _ﬁ d A7
3 top up or complete oil change? S5 ol ol o3l AdlaY liad 5 3
: NO D ¥ ealsil

3| 18 Did attendant check with you whether  YES A ~ 2 QS Lo elia Calasall (3383 Ja 18 3

only oil is to be changed or oil with filter? N@ O Yy ¢ ilall 5 oy 3l o dasd oy 31y
19. Did he check using gauge the quantity ~ YES axs pha3ul o (5 gle Guliy Calasall W6 Ja 19

3 required to be topped up and informed g Al Gy S W G gaill sl 3
you? Nno [ ¥ el a5 Lyl

sl 5 e (38l Caks gall A8

3 20. Did the attendant check for oil leakages YES i uﬁjft: )3151\. . ,}{ij i 20 3
under your car from filter and drain bolt? | q S e o eJE

S )

3| 21. Did the attendant drain the used oil YES A el oy 3l JS o it Cals gall A Ja 21 3
completely from your car? NO D v el Hlow (ye

o | 22. Did he ask whether you want the engine ~ YES O px ,2 oaall daue 5 i€ o il Ja 22 5
to be flushed and did it if you agreed? NO E AN j h)“d:&s\y da 3 el

3 23. Did the attendant fill the correct grade as YES e#' Syl “éﬁ/&ﬁ Al calagall 8 o 23 3
you requested? Nno [ ¥ fletdla Al Aspaall

Lube change.doc

N




w
+

Scores Critical Areas Ayl ¥laal) Lia
| 2% Didhe equestyoutostartongineand. v B e a5 5y w08 ) e ol 1 24 14
minutes? no O 3 fuaiy Aida bad Jadill Al
3] 25. Eid the attendant ensure that the carter YES o uﬁﬁ \;’;di:‘ Aj‘}‘;\:’a j\_f:ﬁ 25 3
olt is tightened and there are no leaks? NO D N -

26. Did attendant carry out the following Llaal) Gl gadll ol el abagdl B da 26

complimentary checks: -l
YES pad
31a. Battery Water top up no [ y ikl b iilel 31a
na O sy
ves I
31b. Coolant Water top up NO O b coolant/s yall ela 43} 31b.
na [ by
YES o ..
31¢. Auto Transmission Fluid top up NO D N IS B )LP ‘_“J u@.\ 31c.
(Ot ) .
' na [ ahyy
YES ad
31d. Brake Fluid top up no [ ¥ il ey llal 31d.
na [ sdny
YES prd
31e. Gear Oil top up no [ 3 oAl ellcyyiiial 3e.
A [ sy
YES
31f.  Airfilter cleaning no [ ¥ clsedl sl 31F,
nA [ ahuy
ves I
31g. Wiper Water top up NG D b Fla i cilalal cla Al 31g.
nva O sy
ves I
31h. Clean engine using air gun NO O Y el etae aladiuly o jaall ok 31h.
na [ ey
X :
3| 27. Were any of your questions related to :KE)S : Adlaid) il e sl e 37'\—?-\;-“ uaﬁ 27 3
lube change answered? ey Myl Agleny
na O] by
3 28. 5:2 ér:: staff place the mileage sticker in :“E)S g ,u; Jiﬁmﬁ&ﬁfﬁm 28 3
' na B sy €
YES P
4| 29. Were you offered a receipt voluntarily? ~ NO O ¥ S0 ia) poiul Juo g dlile aye da 2914
wa O sy
5.  REST ROOMS AND MOSQUE :sauall g (plasd [l 55) Aal M g .5
| Scores Critical Areas Aoy claall Jalail
30a. Were they adequately stocked with all VES il e il ey 3 e <ilS Ja30a 3
necessary supplies such as soap? NO D ¥ o sball Jia
nAa [ gy i
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q)res Critical Areas LI LN PR Llad
. ves M .
30b. Were they adequately stocked with all W v s omall e el wieny 3 jeme il Ja 30D
necessary supplies such as toilet tissue? NO Sudf gl 3599 Jie
NA [ sy e
30c. Were they adequately stocked with all Yes [ ax Al il i) & 8 e ilS . 30c
necessary supplies such as paper towels? NO D v 4.8 pd) adiliall i
(paper towels are not required where fully Glidae B¢ die dygllaa e 48 sl Cadlial)
operational hand dryers exist) N/A Gy (A1
d H Pag, ks Leadl cuit<
31a. Were sinks clean? YES p o wt}:l:dhyrf .ISJTA"ME'
require comment when marked ‘No' Nno [ Y ga sl oo n Ay il
NA [ gmyy
; $2aks U dl oS
31b. Were mirrors clean? YES o o all 4':‘;4, N )l_:lylw 'lSdT‘l.m b
require comment when marked ‘No’ no [ ¥ gl o MY Ay s 1y
NnA [ gy
; Hadai oY) Clins cuiS
31c. Were hand dryers clean? ves [ L . Jﬂ% Lﬁ;fi]y':_,t_.;yrf 'Lsdf' |'31 ¢
3 require comment when marked ‘No’ no [ ¥ Gl e Pl S
NA [T ey
3 fagbi 4 aliall CliSle cuil
31d. Were dispensers clean? YES P }dl o “y,:_’{:‘y‘uj .Lsd‘:;‘.31d
require comment when marked ‘No’ No [ Y T o> S A s )
na [J gy
ves A
31e. Were toilets and urinals clean? Nno [ ¥ A4k Jerll 46 cilS Ja 31
N [ gy
32a. Were doors clean? ves b i Ll ?‘u‘%;:‘jf;ﬁ tslsd': "323
require comment when marked ‘No’ no [ ¥ gl o Al e
NA [ sy
YES ad
32b. Were walis clean? Nno [ ¥ faghi lhall cils Js 32h
na [ sy
ves ¥
32c. Were ceiling clean? Nno [ y sy il IS s 39¢
NA [ sy
YES pd
2| 32d. Were vents clean? Nno [ ¥ fagulas daliall s Js .32d
NA [ sy
32e. Were floors clean? YES m pd o ) i ’“,,?,(L“Zf;ﬁlisdl"sze
require comment when marked ‘No’ no [ Y G 2 Al
NA [ gy
YES ad
32f. Were baseboards clean? Nno [ Y faghi s lall o~ o [lailall )51l Ja 32F
nva [ gy
ves X
32g. Were grout clean? no O v Siudas L3 S Js 32g
vA O sy
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Scores Critical Areas Al cilad) Jalasy
YES pd
33a. Were trash containers clean? NO D ¥ faigh daladll Sy gla cadS s 332
NA [ asuy
2 - 2
YES pd
33b. Were trash containers not overflowing? NO D b Ciaals e dalall Gy da i Ja 33b
NA [ any
ves® = . .
2 34, Was the restroom smelling clean & NO D y gs‘ Can) Adimia g Al Hlaall Asil il da 34 2
fresh (without any offensive odor)? obanll 2 Aga S Al
NA [ @by
H Jad sleall & G gadll aves oS Ja
35. Were all the facilities inside the YES I§ o gt = Q‘m(.:: P 35
restroom in good working condition? L. A T
2 require comment when marked ‘No’ no [1 v gl o2 Y ALY s ) 2
NA [ @iy
[ 3 (3) ki daanall dld e (S
36. Was the Mosque premises clean? YES o ) e f«j::‘?‘f\sﬁ 36
2 require comment when marked ‘No’ no [ b st 2 s Sals ) 2
NA [ ey
Comments: sclaadtall f gdadlt
FOR OFFICE USE ONLY Lagd Lisal) aladiu N
Aasal) Talall Liall Jey aall .
0, " H : . “ \
o ACTUAL SCORE MAXIMUM | EValuation et
Approach and Cleanliness Aaldaill 5l yBYY 11
Greetings and Initial Checks LY @l 5 s Al |2
%S\{)apf?arance and Behavior of il ) gl selaa |3
Service Qi.aall 4
Cleanliness - Restroom and Glelaadl — Aatlal 5
Mosque el g
TOTAL £ gaaall
5
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LUbe EXpreSS 3-?-4,-&0-"&“ e ‘SERIAEN%.‘ LS
654

SR Sr. No. oo e
Station Name: .... U-QQ .................................................................................... .ada sl @t INVoiCe No.2 7 O 8 2 4

Station Tel: oo ddasdl cails Date:2. ........ 6“" puyladt Plate No. ... qu’ ...... 6

CUSEOMEr NAME: e s a2l @ant Mileages: ... 8—6467/ ........................... gl
Customer Tel: ... G .... e q 5% SQSCS_ ........................... deed! cails TiMe It Syl pMaal =g
Vehicle Make & Model: . [X{Y L/\A’@Vﬂl ................................ A Sl goig gino TIME OUL: i e S U @ and by
' Y oS |l e | ggendl

@ . R _~Services _— Quantity | UnitPrice | Total
‘Engine O )” whanged / _ FRUCISH P § S e} "KL ON|

'Ol Filter Yy [] Changed 2l Al

“Engine Flushing ] Done e ol B

‘Top-Up: Brake & Clutch Fluid - DOT 4 [J Done 4 A/ Jol, il Jile dala

;Autom_atic_ngnsmi§s_iQn Fluid — Dexon IIQ /. Dg_rg~ / . o iKoall 18 lea Bl

Gear/Differential Ol __ /Dooe g 25 g /
_Power Steering Oil Reservoir U poge” Sl skl Gha ) /
Radiator Coolant ___ Lpgone L Shlags S /
‘Water/Terminal [[] Checked __ Battery~1 ] Replaced ) LUl pead [ }
»Wi_ndscre_evn Water_D Checked i D Replaced St el z il Caalils Gla Jile \ ;
Tyre Pressure e (] Checked S s ank AN |
ArFiter [ Cleaned [ Replaced T ) '
{Qil Drain Plug Q})ﬁ:ked Washer [_| Checked [_| Replaced ol s Balan pand

'Condition of all oS & Hoses {_] Checked Lol dll it/ da 3 ) 7

_Car Wash: 71 Full Wash [_] Body Wash [_] Steam Wash S ded L gt e S ek [] Jeill s

| Servicg£harge Tosill gy

:Otrers oA

Discount AED
ioaall b olyge LeS 2 L slesadl elol sy Sun illa 5 Sl caliod o2 Jloa¥ ol 6 .
ol b o)ly g2 LaS f pdladd olons S o5 S ? arand Fotal AED 9{)

i fave received the vehicle in good condition as per the service specified in the job card.

Lube Express In-charge Signature culi duss Jesao gaded Reg.No. QY %% ., 7 Customer Signature Jacall audes
" Below 500 ml Free it Jo 500 5o g *

Thank you for visiting Lube Express [ st it i dtas (@G53 S

Mileage: ..... 804 62_ IR S Y JX 4 Invoice No. 2 7082 ‘fj
Vehicle Make & Model: ..o saaS)ll poippinn Plate No: ... Q‘Qj} /}: ()
l A-0OS ehicla "jZ/O'*l Circle damages and scratches
'B -,%Mim Bus ] Oil Fiiter & @ @ &
| C- 33 Ton Pickup ] Manual Wash & o
! ? -O35t10 3.5 anlPickup & Coaster Bus|| (J Steam Wash ~ = | B
; E- 6108 Ton Pickup [ Engine Flushing g - ] %
= - . I = =
. F - T Cement Mixture Truck ] Power Synth = o &
§ G - [J Big Bus O Other 7]
. H - T Fork Liit E W E
1 - i Motor Cycle - @ @ -
i J - Z Other If no damages or scratches tick box []
o B
AED .. 60( .................................................................. o / ................... (03
/l/'/ woliasdMe
Lube Express In-charge Signature ool ioas Jojueo 2845 Customer Signature fros)t g8y

1

| A SO - P







