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PROJECT: ELARA - Lube Change

SERIAL NO.

6|6 |1

+

Pan Arab Research Center &

IZIauu) Emarat [ D < 5il/ St Eppco / Enoc / D g3t Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
E;/ Name Number | Name Number | Name Number
2015 24 ool |=aca  |den il e nawel'tuding.
Gender Height Built Spectacles] Beard | Mustache] Ethnic Grou;s
I[MJS T M JF [Yes]No|Yes] No|Yes| No |indian [Pakistani[Filipino [Expat. Arabs] Others:
IDIDDDDIDDEEDIZEIEI O ]
EMIRATE V;Z;i': AbuDhabi |  Dubai Sharjah Al Ain g:‘v’:a;' Ajman K'::ism‘:'h Fujairah
| O O O O O ] O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
ool |6 A= |ab | o0 al | ol \a4o |ig.ds
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday | Monday | Tuesday | Wednesday | Thursday | Friday
TIMEOF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAYOF
VISIT visIT [4]
w O O 0 O O O 0O 4 O 0O
1. APPROACH AND CLEANLINESS -Adua R I |
Scores Critical Areas Aulal) cYaal Jalas
YES ea—
1. Was there proper sign to the Lube no [ dihaic o AYM Al iadellia S da 1
changing bay? Syl Huas
va O _yhmz
, ves ]
3 2, X\:gasr:igZél’J?be changing area clean and NO D Y SR Ak Cu i dibie cilS Ja 2 |3
nva [ ahiy
vEs [1 i )
4|3 Was there any oil leaking and fallingon X g e aedgscillcopuigldla g8 da 3 4
to the floor of the lube bay ? Sy 3l Addaia (B (4 Y
NvA [ sy "
YEs Kl
2| 4. Were the waiting area and table clean? NO [ ¥ faida; Al y iVl dshie clS da 4|2
Nna [ sdyy
W h levision in th iti YES m =
2 5. Woa:iilnge?te evision in the waiting room NO D v o Uyl 4 o Jemy (sl S da 5 |2
A [ sy
YES o . .
6. Was the board displaying complimentary % g Wl lgle jeda Al culda 6
services neat and clean? 44,055 5 A5y Apilaall Ciledil)
nAa O iy
2.  GREETINGS AND INITIAL CHECKS A Y eldal g a3l 2
Scores Critical Areas LU (AN PO ] Jatas
3| 7. Was there any delay in approaching ves [] pr /ol 5B &l Gl da S da 7 3
customers? NO [¢] ) SOl s Cals gall
8. Were you greeted in a friendly manner ~ YES [KJ pri cslul) L A Al s 8
(pleasant feeling)? No [ Yy i (B
S Ja rab gall @ gl Ciea g 28 2la ) Y 1A
51 If no, please describe behavior: Was it u‘ e . ﬁ . Z;: . j;fi . J,.‘ 15
arrogant, without any expression, normal G R e A
etc..... e
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Scores Critical Areas Loabeadl) ¥l PATHI]
9.  Did he guide your vehicle for positioning  ygg ; Gl Sl 1 ehls b ol ool A
3 at the stopper and asked you to switch (4 = :,:: "‘J . ‘siléu ui . ﬁ‘ ¢ L:Ls 9 3
the engine off? No [ fll jaall (ki g 5 bl alay
10. When asked by customer, was the . HE O cJsandl (o cads gadl pa Ladic
attendant knowledgeable of different YES EI i s‘ﬂu . & JA - 10
5 g - . u‘JMUL_:}U]\t_:\%‘)J/&b.\igﬂ.M‘J; 5
grades of ail, filters and their relative NO D N & o - A
benefits? Pleia JS 211 485
YES i . .
41 11. Did he offer the waiting area to you? NO % (’: SoLEY Al je 4 Uyl elde Gase da 11 |4
4| 12. Did the staff thank you as you were ves Bl Ui S iy ol S5 il gl 5 0n 12 |4
Ieaving? NO D ] P - g ¢ .
3. APPEARANCE AND BEHAVIOR OF STAFF ragSslug cpilisall jedia 3
Scores Critical Areas Al YLaall PATH|]
. YES []
3 13. \a/\rl]?jsﬁt:;?umform of the attendant neat Nno [ Y S0 ey Gl sl Gl gadl G S da 13 |3
NA [ sy
vEs [0 .
14. Was the attendant wearing visible Dy Ay (o5 3 g gall ala gl (IS b 14
3 nametag? No [X Y Sz g o1 *T"@b) 3
va O sy ps vawe ‘odoe. (12
YES p . T
15. Was he able to communicate with o dal sl e 1508 Cala oot IS Js 15
3 no [ ¥ . 3
customer? AREIB
nAa [ sk
vEs @
4| 16. Was staff courteous / friendly? Nno [ Y Slhal/Ta g3y Cala gall € s 16 |4
Nna O sy
4. SERVICE daadl) 4
Scores Critical Areas L) ¥ dataal
. v LA saailly Cals gl Ll8 17
17. Did attendant check whether you need ves [ - ,u.J u,u)’d o f‘{ ‘° &1
3 ¢ lete oil chanae? S o ol Gy Sl ALY #las s Ll 3
op up or complete oil change? Nno [ N ¢ sl
3| 18. Did attendant check with you whether  YES 4 pxl S ) Legd olia Calagall 333 da 18 3
only oil is to be changed or oil with filter? NQ O ¥ ¢ el g <y 3 ol dadd iy I s
19. Did he check using gauge the quantity ~ YES [X] pxi pladiuly o3l (6 divsa ey ol sall B8 Ja 19
3 required to be topped up and informed G i AaeS I G el ulal) 3
you? Nno [ ¥ ity lalil 5 Leilon)
X O Qe e (38l Calh gall B8 Ja 2
3 20. Did the attendant check for oil leakages YES o ui):i‘:t):j Ay ajlidi s 0 3
4 ’ - 3
under your car from filter and drain bolt? NO D y feu
3| 21. Did the attendant drain the used oil YES A el 3l S g i Cals gall a8 o 21 3
completely from your car? No [ ¥ bl s (pa
o | 22. Did he ask whether you want the engine  YES p e sl Jie g o) il o 22 5
to be flushed and did it if you agreed? NO y felid) oo Ja A el
3| 23. Did the attendant fill the correct grade as  YES K o Sl da /e 5 Adlaly cals gall A6 da 23 3
you requested? no O ¥ flgdl Al dsaall
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Scores Critical Areas . Agedad) Ll PAH]
24. Did he request you to startengine and  ygg [X] §aS g @ i a gl o clie il
3 leave it running for one and a half ) S M H;u Ll u;dé 24 3
minutes? vo [ 3 fiuaiy 423 52l Sl «*
s Gl A e /Al sl o e il sl XU Ja 25
3 25. Did the attendant ensure that the carter  YES m (e :] );m}:\‘d 43) i},_s‘ }A‘mw 3
bolt is tightened and there are no leaks? D e = @ i
NO T 3l
26. Did attendant carry out the following Liad) clasaill o ol cabsall 8 Ja 26
complimentary checks: Rl
ves 0 =
31a. Battery Water top up no O Y Ay Ul ole A8Ls 3a.
na B sy
YES s
31b. Coolant Water top up NO D b coolant/s uall ela Adlz| 31b.
na O sy
ves L] o 148 adl 8L Slea ) Adlio)
31c. Auto Transmission Fluidtopup NO L] y s )lz',‘“ T f)ﬂ‘)‘ 31te.
va B ki -
ves 0 =
31d. Brake Fluid top up NO I:I b Sl Jalt ey il 31d.
na (X sy
ves 1 =~
31e. Gear Qil top up NO D b g Al [l cy y Al 31e.
nva B sy
YES ol
31f.  Air filter cleaning no [ y oall gl caks 3,
na O by
ves Kl a
31g. Wiper Water top up NO D b zla ol clalinal sle A8l 31g.
nva [ swuy
ves ]  a
31h. Clean engine using air gun NO |:] Y el Gedes aladiily O el cagdan 31h.
nva [ smuy
ves X T .
3| 27. Were any of your questions related to ] ?: Aalaiall il (e (gl e Y Gd Ja 27 3
lube change answered? NO Sl uat Alany
NnA [ sy G
ves 0 220 08 Geale aum s aligll pE Ja 28
28. Did the staff pl th il ticker i e e e P
3 thle ca?’?a place the mileage sticker in | " [ ¥ o Ltk 21 Zdall /2 yia L 3
nA D sy 5
ves Id
4| 29. Were you offered a receipt voluntarity? NoO [ Yy Sl oMl Jeayelile (o e Ja 29 (4
nAa [ sy
5.  REST ROOMS AND MOSQUE taaall g (alaadl feull 55) Aal i g 5
Scores Critical Areas Al el Jaladt
3 YES : 3
30a. Were they adequately stocked with all ] ?: Ayl Sl ) areny 3 jeae i€ Ja 304
necessary supplies such as soap? NO S gball Jia
nA [ sy -
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Scores Critical Areas Al claall Jata
, YES L o
30b. Were they adequately stocked with all ] v Ayl e lisalt wrans 8 3¢ae <ailS Ja 30b
necessary supplies such as toilet tissue? Cull il (3599 Jia
Na O gisy
30c. Were they adequately stocked with all ves M ard Ay all cle sl sans 8 jeae <uilS Ja.30C
necessary supplies such as paper towels? NO D ¥ 448 , ol Cadliall Jia
(paper towels are not required where fully Slidse i aic 4yglhas e 484l aslial)
operational hand dryers exist) nva B Gahis Y (A s
31a. Were sinks clean? ves K] o Ll ?@f\;:l:‘f;ﬁ\%&dﬁma
require comment when marked ‘No’ no [ ¥ L A i
NA [ gy
. - R EINIER
31b. Were mirrors clean? YES a Ll 4':;',‘ lf )1_:“ r‘fﬁs&‘s "31 b
require comment when marked ‘No’ no [ ¥ arosll o2 Y ALY s 1Yy
NA [ ey
. v" % O A Q e -
31c. Were hand dryers clean? ves KX px . :T}h “5'\??3,, P:;u’ﬂisd? "31C
3 require comment when marked ‘No’ no [ b e i 3
nvAa [ by
R iada; - Lall el -
31d. Were dispensers clean? YES px u'd‘m oF ,,y,,k",\'il;r\jlisd?."md
require comment when marked ‘No’ no O ¥ grasill o " Al s 1Y)
nva [ sy
ves X
31e. Were toilets and urinals clean? NO D ¥ faada; Jeuil Sl culS Ja 31e
na O sy
32a. Were doors clean? YES Iz p Ll Q%f\’\f\;ﬁ LSISJT 1’328
require comment when marked ‘No’ no [ ¥ gl il (o2 YT Al s 1y
va [ gauy
ves [
32b. Were walls clean? Nno [ N $igk el il Ja 32b
nvA O @iy
YES pai
32¢. Were ceiling clean? no O ¥ il il IS Ja 32¢
na [ by
YES pai
2| 32d. Were vents clean? Nno [ ¥ figdas ddliall culS Ja 32d |2
nva [ gy
s fhalai b Y1 cuils
32e. Were floors clean? ves X T f\j‘ . 'I.SJT' ,‘328
require comment when marked ‘No’ no O v gl sl e YT MYl SAS 1Y
na [ gy
YES pad
32f. Were baseboards clean? NO D Y Pk saclall & o) /lailal) i, 51 cilS Ja 32f
vAa O by
YEs Xl
32g. Were grout clean? Nno [ ¥ feadar L3 S da . 32¢g
va [ gy
4
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Scores Critical Areas o) el Laail
ves [ =
33a. Were trash containers clean? no [ ¥ Shigh Aaladll by e il s 33a
NA [ ey
2 - 2
YES pad
33b. Were trash containers not overflowing? NQ [:l b $hals e daladll ol gda <ulS Ja 33b
NA [ asiy
YES pai o )
2 34, Was the restroom smelling clean & no [ N &l 0sn) Alimiay Aigdai dleall Aail ) culS Ja 34 5
fresh (without any offensive odor)? $pleal) B Agy S Aadl )
NA [ iy
H 3 aleall & Gl jagadll “\S
35. Were all the facilities inside the YES B4 M e Eu:':d;i:ss
restroom in good working condition? . w4 T e
2 require comment when marked ‘No’ no O ¥ gl (o MY e Y S 2
NA [ asiy
1 9(5) sl dsal) A28 ) Lise oIS
36. Was the Mosque premises clean? ves [ ( ), ,:J\ ' ,,;\; LL‘\’;A,“_’E?E .36
2 require comment when marked ‘No’ Nno [ ¥ ot et als Al e 2
NA B oy
Comments: scllaadiall / galadl)
FOR OFFICE USE ONLY Jadd Loigald PARELA N
Alaual) Jalail) LAl JeY aal - .
0, - . . -
‘o ACTUAL SCORE | _maAximum | Evaluation s
Approach and Cleanliness aaldaill y ol Y |1

Grestings and Initial Checks | s¥) <lSuidl s cus I |2

Appearance and Behavior of cak .
Staff Ol pall sl g sedae |3

Service iaaadl 4
Cleanliness - Restroom and Gilabesd) — dalkaill 5
Mosque daaaall g

TOTAL £ sanall
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Lube Express

Station Nameﬁ" o \'-S ?Q‘\

Invoice

L.
A

o i {1
L SERlALNO

6

Station. T \m&mm

Date RS

«:‘ M. ! Invoice No. "; 2 1 30 6

Plate No. .....
J.-a-i-“ Py Mlleage

..‘Aum

m@.ﬁp@
-ﬁ‘bt S\ [~ yiogleS

Customer Name

%.Q} 'X?» @__\Qﬂ“qf- J..u.ll cista Time In:.... MMMM%MILM by

customer Tel
Vehicle Make & Mode!:" ' M 2,510 gsip giuo Tifie Out: b= WM .e.l.w cudy
[ SIS I lae . oF ...o\.a.\ﬂl saagll Jaw )
- Services Qulntllv Unit Price Total
fmo‘!t PRl ¥ o R 2
Engine Ol Chaiige i Iyl 23 Jused
Qi Filter Change : | al le Jused /
Top-Up: Brake & Clutch Fluid - -DOT4 Gt el Jile - idildl :
Automatic Transmission Fluid - Dexon ID 1S alt Y Sle Jibe
Gear O/Differential Oil Satisl eatlt catyf sl *FREE Lilaa®
Power Steering Oll Reservoir Eelasaarl ol oA =5
Radlater Coolant L st s Sl * FREE Lilpa®
Baﬂenyaterfl'eﬂninal g Tl ele’ “FREF Glaa®
Windscreen Washer Reservoir el il Jile * FREE Giloe®
Tyre Prassure Checkeds = 2Ll o pand “FRE . Lilaae’
Air Filter Cloaned - el alh e *FREE Giaa®
Drain P asher. Checked - - Lol slewlegand |1 * FREE Uitana® ! !
Check the condition of all belts Lapadl IS and * FREE Uilae®
Check all Rubber Hoses TaUod) pelob il TS mnd * FREE Litaat
Car Wash: Full Wash/Body Wash T i fJelS Jad TEONYY ]
{_Service Charge FORETIg P L__d
SlerBi el
Grand Total

‘ Remarks:

M.\_‘”;.ai-bd_i.))‘g 90 LS dwidpa b

Lube Express In-charge TgnAature oyl dess Jogoss

*Below 500 mi Free

FNFENT N

-]

)'la.uu.;..adb\,aa..s)_ll codiaw! add
have received the vehicle in good condition as per the service specified in the job card.

\

©-

nature Jeotlt g35
Lot Joo 500 o B *

Custom

Thank you for visiting Lube Express

Mileage:...

3?%&;@

‘/‘Abl”‘ 2 Make & Mod°|

iyt ! Jaad Ao aS5)L [

Invoice No. 3 2 l 3 O 6

P\ate No

:ﬂ Venicle

A-
3.0 WD & Mini Bus =
C- 3 Ton Pickup - Manual Wash
'D- " 3.5t0 5.5 Ton Pickup & Coaster Bus ! Steam Wash
E-". ,6 to 8 Ton Pickup " .7 Engine Flushing
| F- . .Cement Mixture Truck " Power Synth
.G - i7Big Bus _ Other ‘
|H - TIFork Lift . k
i | - 7 Motor Cycle
i i
llJ - 7] Other ‘\L 11 If no damages or scratches tick the box i1
AED q, / : e 22
Remarks: ' v sl !
AN ‘ ‘ o
4 |







