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+ 1 + 1+
205
PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center s
& e Emarat | O w5 Eppco/Enoc ] O a5 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA\ . SR. #

2_é q Name Number Name [ Number N‘ame , Number
99 N igiic e gl o \oSy LI T

Gender Height Built  [Spectacles] Beard Mustache] /¥ EthnicGroups

TIM IS [T [MI[F ['Yes [ No JYes| No Yes | No |Indian Pakistani]Filipino [Expat. Arabs] Others:

BDDEDDIDDIDIIDIDD O a

EMIRATE ‘ﬁ::‘;'n" AbuDhabi |  Dubai Sharjah Al Ain g‘:‘:‘aﬁ" aman | SaS AL Fujairah
O W | O d O 4] O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
AN Mis| o4 VL | © o3 140512
07-00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday | Monday | Tuesday | Wednesday | Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
vsT T 0 M O 0 vsr | [0 O O O Xl O O
1. APPROACH AND CLEANLINESS -430a3 4 u.abﬁ"l\ A
Scores Critical Areas Al il L)
YES P .
1. Was there proper sign to the Lube O dihie o AYall Al gds gl dllia GiS s 1
changing bay? NO ¥ o i
P
nva [ shiy
2. Was the lube ch i YES m ~
312 orgasniz?edu? e changing areacleanand o [7] S ey A et ik cS b 2 (3
va O sy
ves [] a
4|3 Was there any oil leaking and falingon o g e de giys i s ol s IS da 3
to the floor of the lube bay ? N S s Biie b 2 A 4
N/A El iy ¥
ves X
2| 4. Were the waiting area and table clean?  NO O P Shayka; 4l gl HlaiYl ddlaie S Ja 412
va [ sbiy
5. Was the television in th iti YESE ~
. as the television in the waiting room NP -
2 working? 9 no [ y sl e Sdem ol S ds 5|2
na O sy
YES pxd o
6. Was the board displaying complimentary O s e el ol Aa Ml S b 6
services neat and clean? NO 3 fadudai 4.‘..).« Alaall cleaall
na [ ey ’
2. GREETINGS AND INITIAL CHECKS ) el g cua 0 2
Scores Critical Areas Aputud) el PATH|]
37 \é\tljas there any delay in approaching ves [] prd i 81 il gl dlin g8y 7
stomers? woa . 3
No B il sad il gall
8. Were you greeted in a friendly manner ~ YES i L) 33 o 43 P
(pleasant feeling)? Y no [ ?: beb) B Ak m A s 8
. ¢ (g
5| If no, please describe behavior: Was it O da rib gl gl Caa g ol elay oY 1Al
2{2???nt, without any expression, normal e el e Ja b ety |9
£ )
!
+ .
] /
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Sco;es Critical Areas Al el Jalaih
- Did he guide your vehicle for positioning YES [ ; - Ay = .1 :
3 at the stopper and asked you to switch . e~ :_.“ el ul%d,‘ ""7" “,hLU}-" g “l? d“ -9
the engine off? No [ Yy .dﬂl@bgl&agﬂa} 3 kel iy
10. When asked by customer, was the ; A< Jrandl Cpa il gadl (Jo Loy
5 attendant knowledgeable of different YES g ﬁ| Lh ‘ | . L\w IJ'?] d]}“ .10
grades of oil, filters and their relative No [] s Gl s s fe ; "h S
benefits? 0 K flete JS 54
) . Y {
4| 11. Did he offer the waiting area to you? Nis g ?: § oanYl &d e BV e jage da 11 (4
12. Did the staff thank you as you were YES [ e . )
4 leaving? NO D y ?)abuusu&,ab&q@}dlﬁuda 1214

3. APPEARANCE AND BEHAVIOR OF STAFF Sl g Cudls gall wha 3
Scores Critical Areas Adbay) laal) Ltddy
13. Was th f f th VES o~
- VVas the uniform of the attendant neat . -
31 and tiay? sndamtreat  wo [0y 0L g5 sl umlall Calipall g S Ja 43 |3
va [ ey
Yes [X] .
14. Was the attendant wearing visible ek 48Uy S0 g sall Calasall < s 14
3 nametag? No [ k - Sz s 50 danl lele 3
na [ sy ) oA '
YEs [ .
15. Was he able to communicate with e deal sl o 1508 Gala gl IS o 15
3 No [ ¥ o 3
customer? sl
NA O gy
YES ol
4| 16. Was staff courteous / friendly? No [ Y Sladal/ly g5 il gl IS o 16 |4
NA [ sayy
4. SERVICE el 4
Scores Critical Areas ™ e P T Y
; S O e Gl alasall JE Uy 47
17. Did attendant check whether you need ~ YES x TEe 3{’_&)\ Gy L}i e Ll 3
lete oil change? THD R el e 200
top up or comp NO D y e LS,
3| 18. Did attendant check with you whether ~ YES [¥ px B S Lad dlia bl Gaai s 18 3
only oil is to be changed or oil with filter? No [ N € Al 5 3l Al L g 3l s
19. Did he check using gauge the quantity ~ YES [ an pladinly ) s Oulis il sall ol JA .19
3 required to be topped up and informed G A a3l A ol uliall 3
you? No [] ¥ el elalif y Ll
at O B0 el e Gl Gl 1 Oa 20
3| 20. Did the attendant check for oil leakages ~ YES peoot &éj}/ﬁ\ij A e Dj&:iu& 3
under your car from filter and drain bolt? NO D y fc 3l
3| 21. Did the attendant drain the used oil YES M antuall 3l S i i Cala all A da 21 3
completely from your car? No [ ¥ Tl Jl (pa
2| 22. Did he ask whether you want the engine  YES M Al e dawe ay g caS ) el Ja 22 2
to be flushed and did it if you agreed? NO y felidd) ga Jla iy
3| 23. Did the attendant fill the correct grade as  YES [X] axl Sl s /e ¢ dilaly “455}‘:3‘ Adda 23 3
u you requested? Nno [ ¥ fleills Al dagaall
2
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Scores Critical Areas Tl ctaal) PAVN]
24. Did he request you to start engine and  ygg A Ay o paall Jdity o o lia il Ja 24
3 |e§ve it running for one and a half D C i s 4580 5aa] Jaatal Alla 3
minutes? NO b 9 A o @
3 25. bDid t_he.attendant ensure that the carter YES pu wfﬁﬁdﬁ:ﬁj‘,i&% ‘:]1\:5‘4%“ 25 3
olt is tightened and there are no leaks? NO D N tcy 5l
26. Did attendant carry out the following plaadl Clia saill ol aly alasall G Ja .26
complimentary checks: -l
YES Py
31a. Battery Water top up NO O P g el el Adla) 31a.
nva [ sy
YES ol
31b. Coolant Water top up no O ¥ coolant/s el ce dila) 31,
N/A |:| iy ¥
YES R -
31c¢. Auto Transmission Fluid top up NO D b R ’LP u” ML“" ste.
(O st 1)
nva [ abuy
ves K|
31d. Brake Fluid top up no O ¥ Jol gl cyydilal 31d.
nva O sduy
ves B
31e. Gear Oil top up no [ 3 ool ellcnyBal 3te.
nva [ sy
ves Kl
31f.  Air filter cleaning no [ y ol ks 31f.
na O sy
YES Kl pad
31g. Wiper Water top up NO ¥ Fla 3l sl cle ddlal 31g.
N/A |:| EOAN
ves Kl
31h. Clean engine using air gun NO D Y elsell Gedae plaaiuly O jaall Caidan 31h.
nva [ by
3|27 Were any of your questions related to :EOS % ?’; dalaidl Gl G gl L_;Jf— %‘e?‘ k—w da 27 3
lube change answered? S yuand Alasy
na [ sduy
3| 28 Didtne staff place the mileage sticker in :KE)S % ‘: m@mﬁmﬁj;ﬁ 28 3
' na O sy %l
ves i1
4| 29. Were you offered a receipt voluntarily? ~ NO O v 0 il W3l Jea Sle e 2 2914
nva O sbuy
5.  REST ROOMS AND MOSQUE saneuallg (pLaadl fud ) Aai M a2 5
Scores Critical Areas Aulud) el ALK
3 30a. Were they adequately stocked with all YES = Ay g peall e liaall apany 8 e3e <iS da 302 3
necessary supplies such as soap? NO ¥ o sball Jia
na O gy =
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Scores Critical Areas At el Liai
YES i
30b. Were they adequately stocked with all 0 a’: sl Qe el aian 5 jeae ciilS Ja 30b
necessary supplies such as toilet tissue? NO Coll g3l (5599 Jia
I NA [ iy
30c. Were they adequately stocked with all ves [] s 4 spall e ) & B eae ilS Ja 30c
necessary supplies such as paper towels? No [J v 948, 5l CAdliall ie
(paper towels are not required where fully Clidaa Ji g die 4yl e 3, csliall)
operational hand dryers exist) N/A Gl Y (A9
: A Julad) cals
31a. Were sinks clean? YES pr o gl ﬂ"y:l:_,téylg-‘j ~15JT;{31a
require comment when marked ‘No’ no [ Y = e e
nva [ gsuy
- Taaks X
31b. Were mirrors clean? YES px o gl ) g ‘;‘:f;‘ C‘f\sd“:l'mb
require comment when marked ‘No’ no [ Y & i R g
NA [ gy
; Ak ¥ Glidaa il Ja |
31c. Were hand dryers clean? YES @ o a3l i :'Y";.XJ\;YFLLSJTAI 31c
3 require comment when marked ‘No’ no [ ¥ & S et g
na [ gy
i bk o slall GLSLe S o 31
31d. Were dispensers clean? YES @ i 22 4l o "\J':_’Lla.\jlt&s I;\l3 d
require comment when marked ‘No' no [ ¥ & i g g
Na [ gesy
YES pas
31e. Were toilets and urinals clean? no [ ¥ a4k Joall Sl ¢l o 31e
NA [ gy
; faghi Gl oY) cuilk Ja 323
32a. Were doors clean? YES P ol g :\iyxtms )
require comment when marked ‘No’ no [ ¥ & i i ‘
va [ gy
ves [
32b. Were walls clean? no OO v Pl lanll i€ Js 32b
NnA [ iy
YES pai
32c. Were ceiling clean? NO D ¥ Seadas Casull oS s 32¢
N [T gy
YES a2
2| 32d. Were vents clean? NO [:I N faadar Ml culS s 32d
NnA [ gy
; ks Sl Y1 S8 r 376
32e. Were floors clean? YES o o il g -LC:.\J! ailS 1l
require comment when marked ‘No’ NO D ¥ & X T ‘
na [0 gesy
vEs [
32f. Were baseboards clean? Nno [ ¥ Ak saclall & o [ailadl i, 51 culS Ja 32f
na [ gy
ves [
32g. Were grout clean? Nno [ ¥ faub L3 IS s 32g
NA [ sy
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Scores Critical Areas IR PN PN
YES axd
33a. Were trash containers clean? NO D ¥ faidas Acladll Oy la S Ja 33a
) NA [ gby 5
YEs [Q o
33b. Were trash containers notoverflowing? NO [] ¥ Shails e Aeladll Cilgla cilS Ja 33b
NA [ gy
ves B e N ,
5 |3 Was the restroom smelling clean & no 109 b ) Blinia s A3l plaal) Aail ) cilS da .34 5
fresh (without any offensive odor)? falenll A S Anil
NA [ iy
3 Jad alaadl 8 o jaeatl anea S Ja 35
35. Were all the facilities inside the YES m pr e, ¢ = é‘“’;: K
restroom in good working condition? . - e
2 require comment when marked ‘No’ no [0 v sl o MY Y S 1Y 2
NA [ abey
3 () Landal aa el Aol e S
36. Was the Mosque premises clean? ves L1 o (°), }‘3&\ ' ..::; ajéﬁf&ﬁ; 36
2 require comment when marked ‘No’ no [ ¥ = A ol el 2
N/A by Y
Comments: rBaMall / gaadd)
FOR OFFICE USE ONLY Ja8d uigal) ?SAA-w' 2y
Uacuall LIAL Lisl Je ¥ sal
0 > P .
% ACTUAL SCORE | maximum | Fvaluation: el
Approach and Cleanliness dalaill 5l YY) 11
Greetings and Initial Checks A1 Sl 5 cua Al 12
g?apf?arance and Behavior of il gl sl s sedae (3
Service iaaall (4
Cleanliness - Restroom and labaal) — adlail) 5
Mosque asall
TOTAL £ saaall
5
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' SERIAL NO.
Lube Expre_| 6] 8 [ 1[5 iyl cojlf Juaud doss w
SR ST, NO. Ciljlol

Station Name: M@ég i gidasn ] sl Invc;ice No. | 4 O 4143 Emarat

AT RO

.

Station Tek: ... Y S .dda i wasts Date: \5{6% ).zl Plate No. ... . QQSQE,M @y
Customer Name: ... A o Y P03 S Mileage: ... e A 43(?21" A rogleS
Customer Tel: ... Q@ ..... s SR ot dt casta TIME INT s 1da Syl Ml cudy
Vehicle Make & Model: \4’\(“‘/\ 4aS, 1l £939 pine TiMeE (@[] CN R S, e baws cudy
oloadl drasdl | Bangdl pruw Eoendl
Services 7~ Quantity | UnitPrice | _ Total

Engine Oil ] Chat_r_agi.r Y Y2 ) aadion | AN . N, - O
Ol Filter [] Changed \_ Y T UTR N et s T\
Engine Flushing ] Done e ST ©
Top-Up: Brake & Clutch Fluid ~ DOT4 . []Done S/ Jol all Bl :abLS]

‘Automatic Transmission Fluid — Dexon 1D [ ] Done A,al JE Sl Jibe

Gear/Differential Oil ] Done Al g ilt )/ gl

Power Steering Oil Reservoir ] Done Salppagl giall Gloa e

Radiator Coolant -] Done b e Sl ] A‘
Water/Terminal ] Checked _ Battery [] Replaced Lo jtall pand . [/
Windscreen Water [} Checked Wiper [] Replaced Slawlall/glaol Galiis glha Sl I

Tyre Pressure ["] Checked Sl \LY slpa and / .

Air Filter [ Cleaned - [} Replaced eyl 3% /

Oil Drain Plug [ ] Checked Washer [[] Checked ] Replaced ool pms Bili pand . i, /

Condition of all belts & Hoses "] Checked LubaUaall pilb, 3/ 2032 Y0 /

Car Wash: [_] Full Wash [] Body Wash [] Steam Wash el oo [ ] 2ol st (] olS ot [ st T /

Service Charge Losall o gu) I

Others A

Discount A{m
.z..ml\,.uguj_\)l‘,,‘mp,iulau.\_umjws*uu@mﬂlwlm ?!Lé?z;%: D%(‘ .’b
| have received the vehicle in good condition as per the service specified in the job card. a R =

| N
Lube ExpresSIEEHArge Signature culf aas Jopuo gudes Reg. No. \?'TX\ .......... Custamer s Signature Jzesi aadgs
* Below 500 mi Free v i Jo 5000 ‘J"?*
Thank you for visiting Lube Express A padt S H o daas @S0 S

Mileage: ... SQQ\*\ .............. ........ jmagleS | Invoice No. 40 4 l 4 3
Vehicle Make & Model: ... X005 &S ) £9i9 gioo Plate No: @Q)‘BQ(& ‘;j)

A - [J Small Vehicle 0 Oiﬁ Circle damages and scratches \Q

R i - = =
B - 0 4WD & Mini Bus\__’/ [ il FrIteL’/ 5 @ @ &
C - [0 3 Ton Pickup ] Manual Wash x =
D - []3.5to 5.5 Ton Pickup & Coaster Bus|| [1 Steam Wash = [\
E - [J 6 to 8 Ton Pickup 0 Engine Flushing % B J x:
F - [JCement Mixture Truck O Power Synth i - «
G - [ Big Bus [ Other 7]
H - [ Fork Lift & I~ ., &
i - O Motor Cycle - @ @ -
J - (1 Other It no damages or scratches tick box [ ]

)
. AED ... CQ\‘OB ............. e 8,3

Remarks: ) T EENES
Lube Express In-chafge Signature cujdf daeas Jajass 2eded ~ Customer Signature fesll z+3¢5

Flease see reverse for terms & conditions. .1ag,dJlg sclgall al3] 5 yJaidl sy Ret. No. LEA/T1
= - . NO.







