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PROJECT: ELARA - Lube Change
B < Emarat [ O /50 Eppoo/ Enoc [ [ @5 Adnoc

P
Pan Arab Research Center @

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
160 [Zgsa Rool_|=ofa__|ded cant vaakl Hrb vhehe
Gender Height Built 5pectacles| Beard | Mustache Ethnic Groups
M ] F [TIM]S|T (M F JYes[NofYes|No Yes | No | Indian [Pakistani] Filipino [Expat. Arabs[ Others:
NOORODOROORMOROR ® O O O O
EMIRATE V;ZZ‘IZ:‘ AbuDhabi |  Dubai Sharjah Al Ain g’:;‘ai’;' Ajman K'::fm‘:h Fujairah
O O X O O O O O .
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
A 4TOT 0H [ L[ [1ofloo]| ola | O|2 [H:3 /1725¢
07:0(;- 10:01- | 13:01- | 17:01- { 20:01- A Saturday | Sunday | Monday | Tuesday | Wednesday | Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAYOF
N e | 0 visit | [} O O O X O O

1. APPROACH AND CLEANLINESS

«daUaill 5 i BYY 1

Scores Critical Areas

FIRETREN PR Jalail

1. Was there proper sign to the Lube

ves @ =
Nno [

Y Zilie Jle Yol Anaal g da g llin S Ja 1

changing bay? Sy 3l et
na [ by
. ves X1
3 2. \ol\;;;ntiieecljl’]?be changing area clean and NO D T e Ak oy M s Aihie il Ja 2 |3
va [ aduy
ves @ . . . oo
4 3. Was there any oil leaking and falling on no [J q Seae dgy il gl s K s 3 4
to the floor of the lube bay ? ey 3l s Ashaie 8 ()Y
N’f\__G, R RAAY, Y OVZBVAl S Oy a>9d
ves [XI -
21 4. Were the waiting area and table clean?  NO O ¥ Cagdai dd el JUanVi Aahia S o 412
NA 3 gy
ves XI

2 5. Was the television in the waiting room

Nno ] ¥

working? -
NA 13 iy
YES [ - o
6. Was the board displaying complimentary o D q Al lgde Hedai Al As gl cis Ja 6
services neat and clean? Chals) g A0 ye Ailaall Cleaadl
va [ abuy
2. GREETINGS AND INITIAL CHECKS i) Sl g a2
Scores Critical Areas FEWATR (LAY ERV L\ai
317 Was there any delay in approaching ves [] px TR T RPI T T O "y 3
customers? NO m Y Sl ea il gall
8. Were you greeted in a friendly manner ~ YES X px sy LWy da i i da 8
(pleasant feeling)? Nno [ ¥ S (z %
S da ccalh gall @ gl Lhia g a8 Blay Y 1A
5 If no, please describe behavior: Was it u‘ e \:ﬁ . }j\; ;ﬁ A 5
arrogant, without any expression, normal e (R O = 5% . CJ‘ ,
etc..... ‘
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Scores Critical Areas EETR IO JCON PR Lol
9.  Did he guide your vehicle for positionin X ; Ll - ; .1 :
3 at the s?oppel}l and asked youFt)o switchg YES = ‘,:'d M“Lfls.d,‘ "‘J‘jjﬁ ;,‘L\_Jj: FBL:M 9 3
the engine off? No [J Pl ) (il =15 5 ) gy
10. When asked by customer, was the Z . IS Ja cduandl (g il gall s Laic 10
5 attendant knowledgeable of different ves X e f‘;ﬁ” o )S\ c_.\_;wa / “’.?l .]f“ e ) 5
grades of oil, filters and their relative no [J v S » e o AR
benefits? fleia JS il 4
YES i .. .
4| 11. Did he offer the waiting area to you? NO E “: Y A e Y elle e o 11 |4
12. Did the staff thank you as you were YEs [X pad € inoanct . .
4 leaving? NO D y .Jahauﬁuaﬁdﬁugukjnnﬁbdb 12 14
3. APPEARANCE AND BEHAVIOR OF STAFF ;Hs‘g.hj Coshh galf sBe 3
Scores Critical Areas Al Ll pAIH|]
YES [X]
3 13. gzsﬂgiye?umform of the attendant neat NG - D Y 9L e Gl el il Gl S s 133
NA [ sayy
YES pxi s .
3/ 14. Was the attendant wearing visible No [J y o A8ty (o1 59 3 g sall il gl IS 14 3
' nametag? 7 a5 dansl Len
N/A E SRuY o4 reacl tHue aw ol
YES (X i L
3| 15. Was he able to communicate with 0 o deal sl e 1508 ala sl (S Ja 15
customer? NO ¥ sl 3
O
Na [ gy
YES B
4| 16. Was staff courteous / friendly? NO [ Yy Skl g5 ol gall S o 16 (4
NnA [ sy
4. SERVICE el 4
scores T UCriticalAess T JERE T T waw)
: S O e il el gall JE Ja 17
17. Did attendant check whether you need YES m ox hu uu)’_‘l Sa . }A ?
3 top up or complete oil change? ] S0 ol 3l BlmY s s L) 3
' NO ¢ S
3| 18. Did attendant check with you whether  YES Py ) Led e sl Gis3 s 18 3
only oil is to be changed or oil with filter? No [ N € Al 5 <y 0 o1 dads 3l s
19. Did he check using gauge the quantity ~ YES PR s el Sl s Gl Calagall WG Js 19
3 required to be topped up and informed i Al G AeS I Gl i) 3
you? No [] fllly el gl
' + O Sl ot e Gl Gl G G 20
3| 20. Did the attendant check for oil leakages ~ YES m ot wjjfﬁ: sl h}::ﬁ e 3
under your car from filter and drain bolt? No [ IR e e el
]
3| 21. Did the attendant drain the used oil ves ) e enasall 30 S i il pall ad Ja 21 3
completely from your car? No [ Yy el Sl (pa
2| 22. Did he ask whether you want the engine  YES [X] o iy el ey g gl eiln da 22 2
to be flushed and did it if you agreed?’ NO D ¥ Cliad) o Jla JPLREIAY
3| 23. Did the attendant fill the correct grade as YES axd Cull Aa fp 5 Al Calisall B8 Ja 23 3
you requested? Nno [ Yy fleills 3 dspaall
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Scores Critical Areas Al ¥laall Laai
24. Did he request you to start engine and  ygs ¥ aas g ol el ey o of i s Ja .24
3 leave it running for one and a half o a o dads sl el dlla G 3
minutes? no O ¥ dualy 483 saal Jarddl «*
v . Ca ol A8 e fA) yabaa O (e ila sall 3SG Ja 25
25. Did the attendant ensure that the carter ~ YES > )“ )T > 1ol f s
3 bolt is tightened and ther, o leaks? o s o 5 LS B T T 3.
olt i tightened and there are no leaks? ] q ey 3l
26. Did attendant carry out the following Alad) cliasaill ol jab calasall B8 Ja 26
complimentary checks: sadull
ves X
31a. Battery Water top up no O Y il il 31a.
na [ sy
ves X
31b. Coolant Water top up NO D ¥ coolant/s sl cle Al 31b.
na O sy
ves I &~
PRl Jil ey AdLa)
31¢c. Auto Transmission Fluidtopup  NO O b G ﬂ.é "u . 3te.
(O sisanait yi1)
na [ sbuy
ves ] o
31d. Brake Fluid top up no O ¥ Jedllcyyailsl 31d.
va [ sy
ves I .
31e. Gear Oil top up no O ¥ ool iy il 3e.
nva [ sdey
YES a
31f.  Air fiiter cleaning no [l N Sl ks 31f.
NA L] abiy
ves X
31g. Wiper Water top up NG 1 b gla i sl ele Al 31g.
NA [ abiy
ves B
31h. Clean engine using air gun NO ! Y el Gedee aladials A paall Cadan 31h.
v L sy | ]
ves X T ]
3| 27. Were any of your questions related to E‘; ?: Adlaial) dlitind e 5l e DY i s 27 3
lube change answered? NO L Sy M s Alasy
na T sy
. ) . i YES& ax JLQLL}AAC_@E‘_AL,A\#JA 28
3 28. chI;j (t:t;? gtaff place the mileage sticker in NO D N o e b Aidl) [l sia SN 3
nA [ iy €5 _jland
ves D :
41 29. Were you offered a receipt voluntarily? ~ NO 0 N 0 sl WM Jea s e ae Ja 29 |4
A [ sy
5.  REST ROOMS AND MOSQUE sauall g (alasd [l g) Aol g 5
Scores Critical Afeas Il YLl Lalads
3 YES i 3
30a. Were they adequately stocked with all % “: Ay gl e i) asens 5 e <ilS Ja 304
necessary supplies such as soap? NO o slall Jia
NA [T gy
3
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Scores Critical Areas Ll ctaal) pATH]
YES K]
30b. Were they adequately stocked with all ] v Lol Sl ) aaens s jeaa <ilS o 30b
necessary supplies such as toilet tissue? Sullsill (5 399 S
nA [ shuy
30c. Were they adequately stocked with all YES D ord 4 pall e il &2 5 ena i o 30c
necessary supplies such as paper towels? no [ N 48, 0l Lidliall i
(paper towels are not required where fully Cldlas 85 i dy5lha y2 44 —ailialt)
operational hand dryers exist) N/A X Gy ¥ (Y
S RPN
31a. Were sinks clean? YES (& P ol uﬁ,‘,":‘fyr‘ﬁsd?"sm
require comment when marked ‘No’ no [ Y sl o YT AlaY) s 1y
NA [ Gy y
; FARIWRIERTS
31b. Were mirrors clean? YES m ol 2 3l A':;f): r‘f,gl?.l‘g']b
require comment when marked ‘No’ no O ¥ cri il (o2 YT Al s 1y
NA [ sayy
X, N CAddas : Ve .
31c. Were hand dryers clean? YES X| . ,“ "gf,i{,fu::;‘%ﬁsdf |'31C
3 require comment when marked ‘No’ no [ ¥ gl om MY Ay S 1y 3
NA [ Gy
; fAadai ) lal) Skl s
31d. Were dispensers clean? YES m pH . Aﬁh o ,,y,ﬁ L}y‘uf ’LSJT' "31d
require comment when marked ‘No’ Nno O ¥ cre sl o YT LY s 1y
NA [ sy
YES N
31e. Were toilets and urinals clean? NO D ¥ FAadad Joah el S a 316
NA [ gy
32a. Were doors clean? YES (X g ol Yﬁﬁ'ﬁ\f\;ﬁ\t&;{%a
require comment when marked ‘No’ Nno O ¥ e R (Y
NA [ gy
ves X =
32b. Were walls clean? No O Y fah GUanll il Ja  32b
NA [T Gkuy
YES Wl
32c. Were ceiling clean? no [ Y fembi i S Ua 32¢
NA [ sauy
YES pad
2| 32d. Were vents clean? no [ b faglas Mliall CilS s 32d 2
Nna [ sy
32e. Were floors clean? YES IE i o ) Qm"?"l.:i;ru&é.:\' 32e
require comment when marked ‘No’ Nno [ ¥ i ARET IS
NnA [ Gy
YES and
32f. Were baseboards clean? NO Y il saelall o o flailall 15 cailS da  32f
va [ gy
ves X
32g. Were grout clean? No [ v faks LI S s 32g
nA [ gny N
+ 4




5 +
Scores Critical Areas Al eylaal) Jalaily
YES [X] A
33a. Were trash containers clean? NO D N faa,da) Al Gy da S o 33a
NA O ey
2, - 2
ves X o
33b. Were trash containers not overflowing? NO O b faild e Al clyga il Ja 33b
NA [ gy
YES p L ]
9 34, Was the restroom smelling clean & no [ N sl ) Aata y Aiplai pleall dail; cuilS o 34 )
fresh (without any offensive odor)? Salanl) B Ag San
NA [ iy
; ¢ H Jaxd alaall 8 Gl jagailh asen 1S da 35
35. Were all the facilities inside the YES - P e e e s,
restroom in good working condition? L. wn = T
2 require comment when marked ‘No’ Nno O v sl o MY Y S 1Y) 2
NA [ asuy
3 (5} gl dawell Al se (AS
36. Was the Mosque premises clean? ves [ e ( ), ):J\ ’ ,,:’; Rj_\‘\b}_;#ﬁ\sﬁ 36
2 require comment when marked ‘No’ Nno [ b (Can e A g S 2
NA B ey
Comments: calaadall [ gahadll
FOR OFFICE USE ONLY Jagd Cuigall pladin N
Aaalt Llail) LAl el aall X
0, 2 . . oy
o ACTUAL SCORE | maxmum__| Evaiuation: s
Approach and Cleanliness Adldaill 5l JBYI 11
Greetings and Initial Checks | a5¥) iSeidlly cum 5l 12
g{)apf?arance and Behavior of il gl &gl s sedae |3
Service il |4
Cleanliness - Restroom and Slalasdl — Ll 5
Mosque daaall g
° TOTAL £ ganall
5

Lube change.doc







Lube Express

SR SI. NO. oo
Station Narrrle“'”,:“‘;" ...............................................................

Station Tel:CF

Customer Name: .. g

SERIAL NO.

6

719

....................... ‘
Y- § L W% g B -\ (cH \)‘ ..... 7 ....... ( ....... 70,1 Plate No. .

Cljlol

302449 Emarat

-

Customer Tel: ... dmoadl casla TIME IND e Sl pYial 2By
T :
Vehicle Make & Model: &b Db /({ ;[R‘ﬁ,@ 2o Time [ 7] (A — S, oL aBg
FUPEITIR - XEE &9.4.»..“
uantit}}| UnitPrice | - Total
Engine Oil yaalt o] ¢ \7 ”~~ ,/-f*i .m
Oil Filter [ Changed a e [T ™ /- i
Engine Flushing ] Done A YR s [0 TA ()]
Top-Up: Brake & Clutch Fluid — DOT 4 [] Done S Sl Bl datat | i
Automatic Transmission Fluid — Dexon 11D [} Done iS,all Ji Sl il
Gear/Differential Oil [] Done : AL oy il 2y ol
Power Steering Oil Reservoir _HDone Selpasgll agiall 15 o)
Radiator Coolant _[Hbone il s Jile
Water/Terminal A Thecked _ Battery [ ] Replaced LUaidl Gand ]
Windscreen Watmcked wiper [_] Replaced el /g a5 il s Jib ]
Tyre Pressure ~TChecked S A pasd
Air Fiiter [ ACleaped [] Replaced syl il
Oil Drain Plug [ ¥Checked Washer [] Checked ) Replaced asll gy Sobiw yasd
Condition of all belts & Hoses [[] Checked Tdalall ulsl a0t/ 20y Y
Car Wash: [] Full Wash [] Body Wash [[] Steam Wash R P A R e e R
Service Charge Laoall 5 gy ~_ o N
Others woni T T
———e N —
s < ‘
Discount AEP _
sl ol 051y 4 LS oyl o 31 lil sy B Bl b Dl Soali] o el 2_?-4‘ A @ . @
| have received the vehicle in good condition as per the service specified in the job card. (.“:frand otal LT[ — O
Lube Express In-dharge Signature —.sJi fwss [5isie 2ubsd Reg.No. .2 Lo BRI
* Below 500 mi Free i
Thank you for visiting Lube Express .
i Invoice No.3 2 4 4 9
7 171«
Vehicle Make & Model: ... 4.t f )N LAM ) Plate Nol/ . ’Z}‘Z}}
A omall Vet (o | [ camages andsccnes
{ B -, 4WD & Mini Bus L;;/em:i’l{er Nz =
{ C-..3Ton Pickup | ] Manual Wash | = c
: D-;13.5t0 5.5 Ton Pickup & Coaster Bus ! [] Steam Wash . ‘
N - . — L '
i E-]6to8Ton Pickup ] Engine Flushing |{ & g,
- . Vol
F - 7] Cement Mixture Truck ] Power Synth i ‘”’ o
G -] Big Bus (1 Other B2
H - ] Fork Lift e =
4 B
| - Motor Cycle |
J - Other i n%mages or scratches tick box [] J







