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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center &
Bd il Emarat 13 s Eppco / Enoc | O @ Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number | Name Number | Name Number

Gender Height Built Bpectacles] Beard Mustache] EthniEEroups

M1 F |T[MJ]S]|T [M[F |Yes]NoJYes[No [ Yes | No [indian [Pakistani]Filipino [Expat. Arabs{ Others:

FOORODOOKORROROR® O O 0O O
EMIRATE V;:sgt:‘ Abu Dhabi |  Dubai Sharjah Al Ain g’:v"‘l‘ai‘: Ajman K’:Zismz'h Fujairah
O | O O O O X . O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
B\ US| pla | 11y [ 618 old | o3 1\see Do
07:00- | 10:01- \ 13:01- | 17:01- | 20:01- Saturday] Sunday | Monday ] Tuesdmednesdayl Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
VISIT O] O 0 ] VISIT A O O O O O O

4. APPROACH AND CLEANLINESS A8y i By 1
Scores Critical Areas Lalal1 el Lail
ves (4 o R .
1. Was there proper sign to the Lube no [ q dibic Jo AV dsalyiadalia gSda 1
changing bay? Sy M s
: na [ sy
_ ves K &
3 2. \é\:g;ntigz(l;'x?be changing area clean and NO D S yes dhdai cy 3l s Ailaie culS b 213
va [ sy
ves [ i .
4|3 Was there any oil leaking and fallingon | o B y Sle ae gyl s gl dus gSds 3 4
to the floor of the lube bay ? Sy Iyt didaia 3 (Y
NnAa [ iy '
vyes A &=
2| 4. Were the waiting area and table clean?  NO L__] b} Caalas Al glall g jUasYl dshie il Jo 4|2
na [ sbiy
N o N ves (=
2|5 w;iitnhge?telewswn in the waiting room |\ [ Yo Vi A e Ademondili oS ds 5|2
nAa [ sy
YES o oy s .
6. Was the board displaying complimentary \ o ] y il lgle elat (Maa i cilS da 6
services neat and clean? aan) ¢ A po Ayilaall Coleadl)
na O sbuy
2. GREETINGS AND INITIAL CHECKS g ) Sl g qua 2
Scores Critical Areas Agabad) ) PR
3|7 Was there any delay in approaching ves [] px s/ i 3 el gl dia 8 da 7 3
customers? Nno B3 ¥ el M g Cala gall
8. Were you greeted in a friendly manner ~ YES o~ bl by da i dhm dllids 8
(pleasant feeling)? Nno O Yy (B
TS 0n byl dale ooy A ala, Y 1
5| If no, please describe behavior: Was it Lf e . ‘:;X . )j; . j:‘fj A 5
arrogant, without any expression, normal o R o8 O E D0 o o
etc..... ¢..&
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Scores Critical Areas Al c¥aall BTN
9. Did he guide your vehicle for positioning  ygs B o bl g el b bl 3 da 9 3
3 at the stopper and asked you to switch ’ e 4w . )
the engine off? No [ ¥ Tl aall 8kt o e calla 5 3Ll Caliy
10. When asked by customer, was the ; S da cJaandl (e s gall Jpu Leric 1 0
attendant knowledgeable of different ves ) "h“ . e
5 e - . u’ﬂbuﬁ_}\ug).\/&iyul\aq?lc 5
grades of oil, filters and their relative no [J N o - ny
benefits? - fleba JS il 4,
YES : .. .
4] 11. Did he offer the waiting area to you? o [ ?: SO Ade b Uyl elle jage b 11 |4
4| 12. Did the staff thank you as you were YES € a5 € Laigy oS il gl 6 b 12 |4
leaving? No [J y = pEe
3. APPEARANCE AND BEHAVIOR OF STAFF S sy Cuilisall jghia 3
Scores Critical Areas LI O PR Llail
_ YES pad
3 13. Z\ézsﬁt:;?umform of the attendant neat NO D Y 050y Gl el Gila sall Gl S Ja 13 (3
NA [ sauy
YES : .
14. Was the attendant wearing visible - = ey Ay (5 3y 3 ga gl Cilagall IS 14
3 nametag? NO k! o . 3
g . - — R C@af Aal \.«.}h‘_
NA sy Qﬁk—@—-@-#@”&
YES px ' -
15. Was he able to communicate with & dealgll e 1506 Cals gall S o 15
3 customer? no [ ¥ e .- 3
- fO5 0
NA [ sy
YEs Id
4| 16. Was staff courteous / friendly? No [ y Slakal/la g5 Calasall S Ja 16 | 4
NA [ sy
4, SERVICE il 4
Scores Critical Areas o) YLl Lol
: | L aasilly Cals ool W18 .
17. Did attendant check whether you need ~ YES B a u < uﬂ P JAS, i A7
3 top Up or complete oil chanae? S ol ol Gyl ALY lia s Ll 3
op up or complete oil change” no [ N S e,
3| 18. Did attendant check with you whether ~ YES p A S 1Y e e Cala ) BisT da 18 3
only ol is to be changed or oil with filter? N [} ) Al 5 w30l Ly N s
19. Did he check using gauge the quantity ~ YES [X] i pladiuly Co 3l (o glae ity Cila gl WG Ja 19
3 required to be topped up and informed Gang A el N ol ulaal) 3
you? Nno [ ellyy il 5 Ll
O ol Gl e (330 il gall & Jda 20
3 20. Did the attendant check for oil leakages YES M o uﬁjju\i JERIR aﬁ?‘ s 3
under your car from filter and drain bolt? O] N SR oe R :
gyl
3| 21. Did the attendant drain the used oil YES o dansall 3l S o iy cals gall A6 21 3
completely from your car? NO D N Sl b (pe
2| 22. Did he ask whether you want the engine  YES X o Al el Jue S o @il o 22 2
to be flushed and did it if you agreed? No [ y fliad) ga Jla A iy
3| 23. Did the attendant fill the correct grade as ves B A il Aa /e g Ailal Calh sl 6 Ja 23 3
you requested? No [ y gl Al dapaall
2
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Scores Critical Areas IR LAY PN Ltau

24. Dd he: requgst you to start engine and ves R a8, paall Sy o 585 o e cilla Ja 24
3 leave it running for one and a half PR e % . 3
minutes? no O ¥ fduaiy 40 sad Jouill A (3
2 . M A8 e /Al peia o (e cabagall XU Ja 25
3 25. bDI? the attendant ensure that the carter7 ves A ~ ij.g:);\/.m};gl Jjﬁ\& gﬁ-‘? Ak 3
olt is tightened and there are no leaks? NO D y ey 5l
26. Did attendant carry out the following ol Glasadll ol jali cabsall 3 s .26
complimentary checks: Jaaiull
ves B4
31a. Battery Water top up no [ y il il 31a.
A [ sbyy
ves [
31b. Coolant Water top up no O N coolant/s sl sl dilal  31b,
N/A l%yhu
YES o - ’
31¢. Auto Transmission Fluid top up NO D b i JL;:;::;;T)‘ 3te.
NA O sy
ves I =
31d. Brake Fluid top up no [ ¥ Sl ) dilal 314,
va [ sdy
YES pad
31e. Gear Oiltop up - no [ Y ool mllaydile) e,
NA [ seuy
YES KX pes:
31f.  Air filter cleaning no O y o) sed) il Cadaw 31,
nva O ssny
ves I =
31g. Wiper Water top up NO D b ool el el Al 31g.
va [ sy
YES W axd
31h. Clean engine using air gun no [ Y el e aladioly @ Haall cadai 31h.
wa [ ssuy
3| 27. Were any of your questions related to :(E)S % ?: Al il e gl e 3‘4.1%\.1‘ ufS da 27 3
lube change answered? Syl s Aglaay
na O syy
3 28. 5:2 él';? ’?taff place the mileage sticker in :zs % c‘: Am‘ssmi&ﬁf;\;ﬁ -28 3
' nva O sy €5 )
YES s
4| 29. Were you offered a receipt voluntarily? NO |:] N "E.:)_Lua\ il agdlle e da 29 (|4
na [ ssny
5.  REST ROOMS AND MOSQUE Daauall 5 (alaadl foull 8) a1l g 5
Scores Critical Areas FEW I [RLAN POA ] gt
3 ves A 3

30a. Were they adequately stocked with all ] g Ay g mall o lsall areny 8 jeae <l da 304
necessary supplies such as soap? NO hsball Jia
na O gbsy
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Scores Critical Areas Agulall) SYaall PR
YES i
30b. Were they adequately stocked with all 0 ‘”: A g pdalt o el maans 3 jena iilS da  30b
necessary supplies such as toilet tissue? NO Sallsilh (5599 Jia
NA O gy
30c. Were they adequately stocked with all ves B4 pad Ay g pall e il & 8 jeae S a.30c
necessary supplies such as paper towels? NO D ¥ 43 )9t Cadliall Ji
(paper towels are not required where fully Sliiae A vie dygllae e 48 )5 cadlial)
operational hand dryers exist) NA O sy ()
; RPN
31a. Were sinks clean? ves K] o "'Y:L:‘h rf,lsd':."ma
require comment when marked ‘No’ Nno [ ¥ T
na [0 sy
: FRaka: Uiyl calS
31b. Were mirrors clean? ves D4 px ol o 4 f\(\u 'ISJT' “31b
require comment when marked ‘No’ no [ b gl o MY Y s 1)
NA [ sy
; faadns ga¥) Cildia e S
31c. Were hand dryers clean? YES & P ol ‘a;-\f"i(':_,\_;y\% 'lsdf‘ "31C
3 require comment when marked ‘No’ no [ ¥ gl on AR s 3
NA [ gy
s fandai o gleall Clisle cuilg
31d. Were dispensers clean? ves i - . }::SI o ,,y,,k';_'{;\!r'j ,‘Sdr. 1.31d
require comment when marked ‘No’ Nno [ ¥ Tt > A s )
na [ gy
ves i
31e. Were toilets and urinals clean? no [ N Thagles Jull 440 S o 31e
NnA [ gbiy
32a. Were doors clean? YES m pu L ’ Z.;,?;{f;ﬁfﬁ;:-{?’za
require comment when marked ‘No’ no [ b g sl o2 A s
va [ Gy
YES poi
32b. Were walls clean? no O v Sl Uasal) S Ja 32b
na [ sy
ves B4
32¢. Were ceiling clean? nvo OO v Sl i) S Ja 320
na [ by
ves K]
2| 32d. Were vents clean? no [J Y fAgghas MUl culS s 32d | 2
Na [ gy
; faglay il Y1 cuilS
32e. Were floors clean? YEs Bd N ,,;"' -L\i\ﬂ X '\SJTA\-326
require comment when marked ‘No’ no [ ¥ Gkl it
Nna [ gy
ves X
32f. Were baseboards clean? Nno [ ¥ faadas saelall > o Mlailadl ) 5 cilS o 32f
na O gy
ves M =
32g. Were grout clean? Nno [ ¥ fada LU IS da 132
na [ gy
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Scores Critical Areas Tabad C¥ Lol Laaih
ves D4 -
33a. Were trash containers clean? No [ ¥ Sailas daladll il gla S Ja .33a
NA [ gy
2 - 2
ves A
33b. Were trash containers not overflowing? NO D ¥ fials e Aaladll s culS Ja 33b
NA [ gy
ves [ o N .
2 34, Was the restroom smelling clean & no [ N b Q) daia g Ak laall Aatl ) S da 34 2
fresh (without any offensive odor)? pleall B Agy S A3l
nAa [ abiy
74 ; Jan slaall 3 @ jugaihh asea <uiS Ja 35
35. Were all the facilities inside the YES e ¢ = eﬁ\,: IS
restroom in good working condition? . . e g
2 require comment when marked ‘No’ no [ ¥ g sl o2 MY e Y S 1Y 2
NA [ ey
; 0(5) ks daall Acld g e O
36. Was the Mosque premises clean? ves [ () s ,,:;: :\_-:gr&u\sﬁ 36
2 require comment when marked ‘N0’ NO O v e o PR = 2
NA DG iy
Comments: sctbaadlall [ gabadll
2o ED 2 0 anddl A (3D e wo\a s 60 =\ Ul
u'_)‘ \: 7 X rd A4 (-:
FOR OFFICE USE ONLY 188 uigalf aladdia Y
Aaal) ke LEl ey aal . ;
o 2 . A
h ACTUAL SCORE MAXIMUM | valuation: S
Approach and Cleanliness Aalaall y 8 |1
Greetings and Initial Checks Y Kl s A 12
!S\?;ftfaarance and Behavior of il gall gl s edaa |3
Service iaaall 14
Cleanliness - Restroom and clabeal — 28l )
Mosque aaall
TOTAL £ sanall
5 +
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SERIAL NO.

Lube Express 6734

Station Name: ... @ ............................................................................
Station Tel: OQ\ ")"‘{’QMM ita Date: . t4 TQ).l

el i deas N
SRS No. .l l G5 Ollol ‘

'M' Invoice No. 2 ? 4406 Emarat

Wit Plate No. =¥-...1... VB&Q—({.:LD},%QM <8

CUStOMEr NAME: o VRS ‘Jeatdl ol Mileage: ... .%.a-b 6(? ........................ asksS
Customer Tel: ... (SIS sovee Jaosll isls TIME IN: oo a1 pdawl g
Vehicle Make & Model: ... N2\ A e TUWORN s PSUAPTUURS 101X o 1. U S, U el by
loadl oSOl | Bamgdl y2u Eoandl
Services Quantity | Unit Price . Total

\gine Oil [#CTanged - > s | A &0

.« Filter ("] Changed NN - SN !
Engine Flushing ] Done o oeall b3 q
Top-Up: Brake & Clutch Fluid - DOT 4 (] Done GalS/Jalalh Sl cdalai l
Automatic Transmission Fluid — Dexon ID [_] Done i ,al i e Bl . [
Gear/Ditferential Oil ] bone Al g A 2/ el /
Power Steering Qil Reservoir [] bone Sehyyaedl opiall oA ) ‘
Radiator Coolant ] Done il s i
Water/Terminal [_] Checked  Battery [ ] Replaced Gylal and - I
Windscreen Water [_] Checked ~ Wiper  [] Replaced Sl lallfz Ll s S3a Jil _
Tyre Pressure ] Checked 2L olya sans /
Air Filter [] Cleaned (] Replaced Lo ils
Oil Drain Plug ] Checked Washer [} Checked [[] Replaced 2ol G balan and
Condition of all belts & Hoses ] Checked LalaUaall agl,all/3o5a Y1
Car Wash: [ Full Wash [_] Body Wash [] Steam Wash s Jat [ st Jomi [ S Joi ] sl s \
Service Charge [T \
. .
;Others e |

4AJA‘|_41‘3LJJ.._)IJ_;ALAS‘_.J}.AAHULAAI sl ey S s 9 S pall malid aal
| have received the vehicle in good condition as per the service specified in the job card.

AED

Lube Exp In-charge Signature c.jJi dess Jojawo gadys Reg. No. ...... lm Customgr Signature Liesdl z.dos

* Below 500 ml Free
Thank you for visiting Lube Express

ilows to 500 50 S5 *
Lyt il Joand doss 03y kaid Sl

Mileage: .......... \Olq’t%c"( ......................................... FeogdeS
Vehicle Make & Model: \9\’2)(6‘@\’0 m)ﬂc\y@f@!‘

CA - mall Vehlcle ;; L‘:ﬁl
"B - .- 4WD & Mini Bus I Ol Filter
C - 73 Ton Pickup P 77 Manual Wash

"D - "13.510 5.5 Ton Pickup & Coaster Bus' 7 Steam Wash

Invoice No. /\3( 440
Plate No: M-\ \%D‘uk) AR

Circle damages and scratches

RIGHT

! =
HE- _:, 6 to 8 Ton Pickup ii (1 Engine Flushing . 3 g
CF - _: Cement Mixture Truck %I ' J Power Synth !' E «
! - i i i
. G- . BigBus i i Other T S
- H - i Fork Lift ': T £
{1 -7 Motor Cycle I[ |i - -

J - . Other “ | if no damages or scratches tick box [_]

AED . ... 68”00 ....... e ()3
Remarks: olasde

Lube Exgres€In-charge Signature =i deas oo gades

Cuﬁon’er Signature Jesll g.593

[ Please see reverse for terms & conditions. .t idle sclaild aldl b Jaill o |I







