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PROJECT : ELARA (Lube Change - FINAL 2012)

PROJECT: ELARA - Lube Change
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Pan Arab Research Center w

mabui Emarat / D <5/ S Eppco / Enoc / O sl Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
;23 Name Number Name Number | Name Number
el <09 | (Uott | S (o't veadt | T |
Gender Height Buult Spectacles]  Beard Mustache] Ethnic Groups
TIM[S]|T M Yes | No | Yes | No | Yes | No |indian [Pakistani[Filipino [Expat. Arabs]| Others:
EDDEDDEDDEDMDMEDD O O
EMIRATE ";:;tii:‘ AbuDhabi |  Dubai Sharjah | Al Ain gmm | Aiman cas M| Fuiairah
O O R | O O ] n O
SITE 1D Month Date Amount (Dhs) # of vehicles # of staff Time In | Time out
: A \ « & g )
516 FH ol ol [ o]l& id ool o\ [o [ N51a1E22(
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 | DAY OF
VISIT ro VISIT
O O o O O o o d O K O
1. APPROACH AND CLEANLINESS A8 5 ol By 1
Scores Critical Areas Al el PA]
ves [ - I .
1. Was there proper sign to the Lube dihie o AWVl dsualjdad s S da 1
. no [ N R
changing bay? PGP | NS
nva [ shuy
_ ves I =
3 2. \c/)\:s:ntit;zégbe changing area clean and NO D Y Ty Ay i dihi i Ja 2 |3
wa [ sy
ves [1 = . o
4|3 Was there any oil leaking and fallingon = g e dcdgs s gldia s da 3 4
to the floor of the lube bay ? S 3l st ddbie & )Y
na O iy y
vEs {1
2| 4. Were the waiting area and table clean?  NO O ¥ faada; Al ally jUstyl dshaie cilS o 412
wa O yaw '
5. Was the television i it YES
2 . Woariitnge?te evision in the waiting room no [ ¢ 13 b e Opolll JS s 5|2
nva X J"‘“ 5o\ a8 56 2= 23
ves B4
6. Was the board displaying complimentary o ] 48 \«s—ﬂf— ek sl cdS ds 6
services neat and clean? aaudai g A ye dpilaall coleaald)
NA [ iy
2. GREETINGS AND INITIAL CHECKS A cASuE g cua Al 2
rgores Critical Areas Ayt claall Jalgsy
3| 7. Wasthere any delay in approaching ves [] prd i/l g 3 el gl ala S ds 7 3
customers? NO ﬂ N Sl gad calb sall
8. Were you greeted in a friendly manner ~ YES px sl A5 da kb il G ds 8
(pleasant feeling)? no [ ¥ ¢ (¢ he
SIS Ja ek goll A Chea g a8 elay oY 1
51 \f no, please describe behavior: Was it u‘ e ﬁ j;‘ j:_‘i G.'J.‘ 15
arrogant, without any expression, normal EIE LR O el P
etc..... el
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Scores Critical Areas Apulal ¥l Lot
9. Did he guide your vehicle for positioning ygg X A ol Sl el il pall B G4 Q
3 at the stopper and asked you to switch ‘.;ﬂ be il o el ulL. 5 ol ¢ ey 13
the engine off? Nno [J ¥ Sl ik g TS PR
10. When asked by customer, was the v . S b cdrandl (e il ol O Ladie 10
attendant knowledgeable of different YES p Gh,u L e }A 7
5 e - : t_lb.\ldbuﬁ)ilu_:léja/&'_,.:tuhaq‘;h 5
grades of oil, filters and their relative NO D v o 4
benefits? fleda IS 21 445
YES i . .
4| 11. Did he offer the waiting area to you? NO g F‘;W JUanyf elle a e 1114
12. Did the staff thank you as you were YES E ?‘-L—:?y( . S
El leaving? No [] y S Ly o Sy Galapall A6 Ja 12 (4
3. APPEARANCE AND BEHAVIOR OF STAFF tagS gl cpili sl jgha 3
Scores Critical Areas A <L) PATH(]
. YEs K]
3 13. Z\ézsti?;?unlform of the attendant neat NO D Y e Gyl el il sl el g8 13 (3
NA [ gy
YEs K] . ,
3| 14. Was the attendant wearing visible NO D N oata Ay (65 5y 3y sl il sl IS b 14 3
nametag? Oz s =
vA O iy cudl y@od-L (=7
YES o . . '
15. Was he able to communicate with go dualsill e 1508 Gl sl S0 15
3 customer? Nno [ bl e .- 3
- O M
NA [ gdyy
YES ey
4| 16. Was staff courteous / friendly? No [ Y Sladal/la ey b gall S Ja 16 [ 4
NA [ shy
4, SERVICE daadll 4
Scores Critical Areas i L) Y L
; bt LR saaill cals gl S8
17. Did attendant check whether you need ~ YES ¥ oo TR u)’_d P }A ¢ A7
3 top up or complete oil change? =) i ol Sl ALY gl sl 3
pup p ge? Nno [ y IR
5| 18. Did attendant check with you whether YES K4 px 28 iS13) Lagd e Cabs sl 38s3 Ja 18 3
only oil is to be changed or oil with filter? yo O v € Al g g 3 Jads ey 5l s
19. Did he check using gauge the quantity  YES ar oSl N (g e by Calasall B Ja 19
3 required to be topped up and informed g Al Sl ApaS I anll il 3
you? Nno [ ¥ el slali L)
PO Syl 5 e Baaill Calh gl A8
3 20. Did the attendant check for oil leakages YES E e Of ujk—/ljul_i )115]1. - Jij ﬁ 20 3
under your car from filter and drain bolt? no [J N Ay AR
S 3l
3| 21. Did the attendant drain the used oil YES I o Jeawd Sl JS i calh gl B8 o 21 3
completely from your car? Nno [ ¥ YCI P RWARI
2| 22. Did he ask whether you want the engine  YES B4 s .6, ¢l mdll Ju i o il da 22 9
to be flushed and did it if you agreed? Nno [ ¥ felidd) go Jla A celly
3| 23. Did the attendant fill the correct grade as  YES px Gl A /g 5 Ailals Calasall B8 o 23 3
you requested? no [ y gl Al dspaall
2
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Scores Critical Areas IO | O PO Jataih
24. Did hg requgst you to start engine and vEs X ard S g yaall Juddy o 58 o dla b Ja 24
3 leave it running for one and a halif S a o 2ads sadd el Al _a 3
minutes? no [ k] fibaiy 438s saal Jail <
j K7 ol A8 e /A gaba o (g cala sall 5SU o 25
4| 25. Did ihe attendant ensure that the carter YES X :X . *’:\m& 4:;’ ‘[:,& ’f‘]‘m e 3
bolt is tightened and there are no leaks? D e = @ "
NO k| Sy 5l
26. Did attendant carry out the following Ailadl Cila sail) o jab alasell d Ja 26
complimentary checks: s il
ves K
31a. Battery Water top up NO O b Ay jUaill sle ALl 31a.
va O sy
ves Bd
31b. Coolant Water top up no O N coolant/oull sLedilsl  31b.
wa O absy
Yes 1 o 1 AS Al JI ey j Al
31c. Auto Transmission Fludtopup  NO [ g RO e cu e 3tc.
(O phpanat 1)
wa O absy
YES I
31d. Brake Fluid top up no [ ¥ doljill cyiilad 31
na O asy
ves X  a
31e. Gear Oil top up no [ b o ol 2y 5 A8l 3te.
nA [ sbsy
YES D
31f.  Air filter cleaning no [ ¥ sl slcaks  31f.
va O sdiy
ves ]
31g. Wiper Water top up no [ y a3l sl ole dils) 31g.
na [ sy
ves Bl
31h. Clean engine using air gun no [ Y elsell puaa pladiuly O el cadan 31h.
nva [ sy
YES P .
5| 27. Wereany of your questions related to O ?’; Adasall clilind (e g} e AaY Qi da 27 3
lube change answered? NO Sy M s Aglany
nva [ by
, _ - yves K o= s 0 Gl wum gy il sl 5 Ja 28
3 28. 51[2 (t:r;? ;taffplace the mileage sticker in NO D N ol L Ailaall /) sia L 3
na O] gdiy €5 )
ves 0~
41 29. Were you offered a receipt voluntarily? ~ NO O y Sl Al Jea s dlle (e Ja 29 |4
na O] sy
5.  REST ROOMS AND MOSQUE sauall g (Laall fcdl $5) dal M 2 5
Scores Critical Areas Al Ll pALN]
YES o 3
30a. Were they adequately stocked with all 0 ?’; Ay g el il Hiuall aans 3 je2e i< da 304
necessary supplies such as soap? NO S rgball Jia
|| ‘ na [ @iy =
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4
E&res Critical Areas Ll Ll PATH]
ves K
30b. Were they adequately stocked with all No [ r";‘ Ayl Gla liall auany 3 jeme cailS Ja 30b
necessary supplies such as toilet tissue? Sl gl 5,99 Jia
NvA [ sy
30c. Were they adequately stocked with all ves [ pd Ayl il il &2 8 e S s 30c
necessary supplies such as paper towels? no [ N A8 o) adliall i
(paper towels are not required where fully — Gldiaa B4 vie Ayl ye 38l <hiliall)
operational hand dryers exist) N/A Ghiy Y GaY) i
, - Rl
31a. Were sinks clean? YES - Ll mf;,flftdyrﬂlslsd‘; |.31a
require comment when marked ‘No’ no [ ¥ il o2 MY Y il iy
NA [ sy y
; Paaudai Ul Lall o
31b. Were mirrors clean? ves B px ol ?;:Efj TUKISJT |'31b
require comment when marked ‘No’ no [ Y il o MY A S 1y
NA [ sy y
v . PR R | alas PR
31c. Were hand dryers clean? YES = ) T“L“ ‘ééf,\ijl,uﬁ:rfﬁsdr '.31c
3 require comment when marked ‘No’ no [ N sl om MY e Yl il 1y
NA [ gy
- PRI L s
31d. Were dispensers clean? YES o . ‘m‘b u’*ﬁ,ﬁu{f;r‘f KJT. "31 d
require comment when marked ‘No' no [ b gl o Gl s
NA [ guy
ves K
31e. Were toilets and urinals clean? No O ¥ Ak ol S cils Ja 31e
NvA [ sy
v . €5 : I R B -
32a. Were doors clean? YES o Dl g ‘f;r”lslsdT "323
require comment when marked ‘No’ no [ Y ol o2 MY Aa Y S 1y
NA [ sbsy
YES pad
32b. Were walls clean? NO D 3 faaks Ul cuilS s 32b
NA [ gy
YES X
32c. Were ceiling clean? NO D b fead Caall IS s 32¢
NA [ sy
YES pd
2| 32d. Were vents clean? NO D ¥ fhadas Ml culS s 32d
NnA [ gasuy
; A8k Sl W cils
32e. Were floors clean? ves K] A ey ‘ij‘ ° .\Sd““. "328
require comment when marked ‘No’ Nno [ Y Cemsll o MY ey s 1)
NA [ gy
YES pas
32f. Were baseboards clean? NO D y ki sacldll & o /dailal) Dot eailS o 32f
NA [ gssy
ves Kl
32g. Were grout clean? Nno [ Y el L3N (IS da 329
NA [ gy y
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Scores Critical Areas Toulall) Y laall Jalditt
YES pad
33a. Were trash containers clean? no [ ¥ faata; Aatadll Cilyla ilS Ja 334
) NA [ abuy ”
ves i
33b. Were trash containers not overflowing? NO O ¥ faald e daladll s <ilS s 33b
NA [ asuy
ves® = .
2 34. Was the restroom smelling clean & no [ N h ) i g Apglat plaall Aal ) <l Ja 34 9
fresh (without any offensive odor)? plasll B Ag S Aadl
NA [ abuy
1. 3 Jead alaall 8 &b jatdll aas K da 35
35. Were all the facilities inside the YES e gl = CM:: 1< 3
restroom in good working condition? . won = I
2 require comment when marked ‘No’ no [ ¥ sl o YT ALY s 1Y) 2
NA [ abny
H €(3) ik aawall 4cld ) e oA
36. Was the Mosque premises clean? YES E i ( ). );d\ ) g &Lﬁc‘:\sﬁ -36
2 require comment when marked ‘No’ Nno O N s el E ik ‘ 2
NA B cbuy
Comments: scalzadtall [ galadl)
FOR OFFICE USE ONLY Jagd iSall ?1.\&3“\!
Aldaaal) LlaiY Liall el ) X
0, O - . -
% ACTUAL SCORE MAXiMum | Evaluation: il
Approach and Cleanliness asldaall 5 el yBY) 1
Greetings and Initial Checks | &5¥1 <ilSpiilly cua AV |2
é{)apfefaarance and Behavior of s gl gl s selae |3
Service il |4
Cleanliness - Restroom and Clalanth - AdUa 5
Mosque aaeall
TOTAL £ ganall ‘
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Ldbe Expr

SERIAL NO.

(818 deputicpli s ions N

SR Sr. No. o ANADS Ciljlol
Station Name: GFKAWMN ...................................................................... :ddo ! gl INvoice No. 412944 Emarat
Station Tel: .28 263 3B4.. .idandl cists Date: .62 1.2 ..... utah Plate No. A BALE sl )
<
Customer NaMEL DY Mmoo i Jaa 21l @an) Mileage: 1252—5; oglas
: A ¢ )
Customer Tel: .......c.... 059..«.......0_0\4 646N .. :Jwaal cisla Time In: SRR 2 SRSV 9 S\ CV JO 1
Vehicle Make & Model: ... T QRO s &Syl £gig gind TIME OULL e Sl s by
ol oad eS| Bagdl 2w 69"'?"“
., Services Quantity | Unit Price Total

Engine Oil A Changed At e 5'50 %S00

Oil Filter [FChanged D4 =15 ) o 05 00
Engine Flushing ] bone i aall Chaliis :

Top-Up: Brake & Clutch Fluid ~ DOT 4 [4Done GalS/ Jalal il dils}

‘Automatic Transmission Fluid — Dexon IID_[] Done S adl Ji Sl Sl

Gear/Ditferential Oil {4Done (el g 3l 25/ g 30

Power Steering Oil Reservoir [ADone Salppuaedl agiall o8 o)

Radiator Coolant [T Done . 53l a5 Sl

Water/Terminal []Checked  Battery [ ] Replaced Tlasll yand

Windscreen Water f Checked ~ Wiper  [[] Replaced el lal/g a3l Gl oloa il

Tyre Pressure [AThecked SLWLYI s sans

Air Filter [“T Cleaned ] Replaced olyelt e !

Oil Drain Plug Checked Washer (4 Checked [_] Replaced i)l some Bulsu pand j

Condition of all belts & Hoses 4] Checked Lblaall pballlfia 32 ¥t -

Car Wash: [ ] Full Wash [_] Body Wash [] Steam Wash Sl Jun (] ot it [ JolS o [] ol Lo

Service Charge Losall a gy

Others sl

Discount AED
ewall Ll i oyl 58 LS Foslowall sl ns suge Alla b e pall cvalinal adl Glox ¥l &Ll .
Loaall lls 33,05 5 LaS Ay tlad FUREISAUEN PRGN ¥ Grand Total AED II4_ Ao

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

rm—

—_—

Lube Express In-charge Signature =.;Jl dess Jojoso zudod Reg. No. ABRD Customer Signature S« gadys

* Below 500 ml| Free ol o 500 o0 JSI *
Thank you for visiting Lube Express Ayl et s doas @S5k faSi
Mileage: ......cocouuvcnnn. /2525—5/ ......................................... ifiagdS
Vehicle Make & Model: ..0y.... Q&8 Q ... i S, ggig gioo : dgll o3,
A - [J Small Vehicle ‘Q/O'“ Circle damages and scratches
B - CXAWD & Mini Bus |- Oil Filter
C- O3 Ton Pickup [ Manuai Wash
D - [13.5t0 5.5 Ton Pickup & Coaster Bus|| [] Steam Wash
E - [J6to 8 Ton Pickup O Engine Flushing % %
F- D Cement Mixture Truck D Power Synth E o«
G - [0 Big Bus [J Other
H - O Fork Lift
| - [J Motor Cycle
J - [0 Other If no damages or scratches tick box [}
AED ... JAGE2OO e )3
Remarks: / olaso
N .







