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SERIAL NO. . “
P
PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center &
! Bt it Emarat 1 O a4 Eppco / Enoc | O @9 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
_Name ‘Number | Name “[+Number | Name Number
\50\50‘—\ 2 Lo gc’(w M ANT75Y2 B(‘a\sw} | ‘ | l |
Gender Height Built  [Spectacies] Beard | Mustach Ethnic Groups
M [ F JT M [S|T [MJF [Yes[No [Yes [ No [ Yes | No [Indian [PakistaniFilipino [Expat. Arabs| Others:
NOOROOROOROROR K O O O ]
EMIRATE v;zztii:\n Abu Dhabi Dubai Sharjah Al Ain g‘:\:‘aﬂ Ajman Kﬁ:ism‘:h Fujairah
d O O %1 O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
‘{OO o U LS [ H\iSol o R 8BS (A5
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday‘ Sundayl Mo%y ‘ Tuesday lWednesday] Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
st =T 0 O O O vsr | O K O O O O O
1. APPROACH AND CLEANLINESS A3l 4 “:-‘U:é\,“ N
Scores Critical Areas Al ¥l |
YES L ] .
1. Was there proper sign to the Lube no [ q dibia e AValldaial gda Jallia g€ a1
changing bay? Sy 3l uaid
na [ akiy
. ves i o
3 2. \ol\gasr:ir;:(lj%be changing area clean and NO D g ey Ak ol i dilie S da 2 (3
na B aduy
ves [ . ‘
4l 3 Was there any oil leaking and fallingon N e acdigculla i gldia S da 3 4
to the floor of the lube bay ? Sy 3l yaad Adhata (8 (Y
va [ abiy j
YEs b m
21 4. Were the waiting area and table clean? NO | ¥ aadas Al gl g ety dddaie i€ o 4| 2
nva [ akiy
5. Was the television in th iti YESE e
|5 w:riinge? elevision in the waiting room no O § I e b dew ol S ds 5 (2
na O sy | q
ves ] o s
6. Was the board displaying complimentary ] q Al lgle jeds sl cilS a6 l
services neat and clean? Shadai g 48 ye Adlaall caleaall
nva O akiy
2. GREETINGS AND INITIAL CHECKS A il g s il 2
Scores Critical Areas Al oY Laal) AN
3| 7. Was there any delay in approaching ves [ px sl ) & il gl dia S da 7 3
customers? No R ¥ el sas s gall
8. Were you greeted in a friendly manner ~ YES B’ - bl Ldsdah dham il ds 8
(pleasant feeling)? Nno [ ¥ $ (z e
SIS cabh sall o im0 a8 ela ) Y A
5| If no, please describe behavior: Was it ¢ :Ll: L:;l jh. 3.‘ r: N ).‘ ‘15
arrogant, without any expression, normal odle el 0o Ja 5 80 e
etc..... ?__,le
+ 1 +
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Scores Critical Areas YEW I, [JLAVPOR hiail
9. Did he guide your vehicle for positioning  ygg A Caliall gl S li L Gl G Ja
3 at the stopper and asked you to switch @ Ve i ol uua 5 L) ¢ ey 13
the engine off? NO D ¥ el ik =2 o) ala)
10. When asked by customer, was the i . IS b Jsaall (pa il gall Jigus Larie 10
attendant knowledgeable of different ves [ p ‘;‘cu e }J el )
grades of oil, filters and their relative Nno [J y o - A
benefits? Plete JS il 48
YES : . .
4 | 11. Did he offer the waiting area to you? NO (g ?: SV Adje b syl elle (e Ja 11 4
4| 12 Did the staff thank you as you were ves [X] o ¢ 50las i Laiy oSy Cala sl 6 Ja 12 |4
leaving? No [ N ") Sy ¢ .
3. APPEARANCE AND BEHAVIOR OF STAFF Sl il gall gl .3
Scores Critical Areas ) Tl L) Ly
. ves Kl a
3 13. ;/\'/fcljsﬁglﬁ)umform of the attendant neat Nno [ Y Gy Gl unlal Gila gl Gl S Ja 13 (3
NA [ sy
YES pad - .
14. Was the attendant wearing visible i ey A8y (55 5y 3 ga pall il gall S Ja 14
3 No [ v . 3
nametag? s 90 daud Lggle
vA O sy Rrocad
YES A PR
15. Was he able to communicate with m & Gl gl o 1508 Cada gl (0 Ja 1 5
3 no [ ¥ . 3
customer? ol
NA [ gy
ves I
4| 16. Was staff courteous / friendly? No [ ¥ Sldal/Ta ga g cala gl S Ja 16 [ 4
NnA O sy
4. SERVICE daaill 4
[Scores Critical Areas Ll Ll Jalast
. .-.ls.‘ . B e “!L:\L_.ﬂh ‘HLJA.']
17. Did attendant check whether you need YES E i w Uu)’d P }A r‘ !
3 t lete oil change? ) DR (‘1 uﬂ)jl -U\...ay CL‘A"' ")L."““ 3
op up or complete oil change? Nno [ y e sl
3| 18. Did attendant check with you whether YES B U5 S ) L elia <alasall Gias Ja 18 3
only oil is to be changed or oil with filter? No [ Yy € kil gy 3l ol dadd I yuss
19. Did he check using gauge the quantity ~ YES X ari pliul ol (5 sle Ll alagall B Ja 19
3 required to be topped up and informed i Al Sy S N Gl sl 3
you? Nno [ Y Selly il gl
P00 Sl el e Biadlly Gl sl D8 s 20
3| 20 Did the attendant check for oil leakages ~ YES ra RS ﬁ J.:j; C:} s bjdj e 3
under your car from filter and drain bolt? NO D y B feu 3l
3| 21. Did the attendant drain the used oil ves I w Jedicu i &oil el sall B8 Ja 21 3
completely from your car? No [ Y YE g VLN
2| 22. Did he ask whether you want the engine  YES & i el ey of elila da 22 ”
to be flushed and did it if you agreed? no [ y Celigd) ga Jla iy
3| 23. Did the attendant fil the correct grade as  YES B s <yl A g 5 ALl cala gall old Ja 23 3
you requested? Nno [ y fleiulh Al dagaiall
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Scores Critical Areas Al Y Laalt Jalait
5|24 Ddherequestyoutostan ongnoand v Bd e s pmal it i ol e ol s 24 1
minutes? no [ 3 Sy 4ads sadl Jandill Al (8
3 25. Did t_he‘attendant ensure that the carter YES m e uiﬁgﬁﬁjlﬁ? jfﬁ 25 3
bolt is tightened and there are no leaks? NO D y i : T Vc_\.uﬂ
26. Did attendant carry out the following Ailaall Clia sadll of abicalagall B Ja .26

complimentary checks: -l
YES ol
31a. Battery Water top up NO I:] b g il pla Adli) 31a.
nAa [ adiy
ves I
31b. Coolant Water top up no O b coolant/s ! els dila) 31b.
na [ abiy
YES A .
316, AutoTransmission Fluidtopup N0 [] 3 <V isxtdidesslia ste
(0 3mil )
na O abksy
ves =
31d. Brake Fluid top up NO D N Jal il cy 3 Adla) 31d.
na [ sesy
ves I
31e. Gear Oil top up no [ ¥ oo el ey il 31e.
na [ adiy
ves =
31f. Air filter cleaning no [ ¥ ol ks B1F,
na [ abiy
ves
31g. Wiper Water top up no [ N sl bl cedilsl 31,
N ECY
YES m A
31h. Clean engine using air gun Nno [ Y ehsell Gutaa pladiuly o el Catah 31h.
nA [ sbiy
3| 27. Were any of your questions related to :lf)s % ?: dalaial) il e g g;lf— :\f\—?-}“ Cw d 27 3
lube change answered? Su i Apleny
na [ sy
3 28. gjg él;(: gtaﬁ place the mileage sticker in :is % ?: M;mﬁmﬁf:ﬁ 28 3
' nva O skuy €6
ves B
41 29. Were you offered a receipt voluntarily?  NO [ ¥ 0 jia) wJul Jaay e e da 29 14
nA [ iy
5. REST ROOMS AND MOSQUE + dawuall g (e&ﬂ\ /s;a_.d\ji) ialMdage 5
Scores Critical Areas Tt ¥l PAH]
3 30a. Were they adequately stocked with all ves D Ay 5 el e Jliuall arens 3 je2e S Ja 30 3
necessary supplies such as soap? NO D ¥ Cogball Jia
nva O iy =
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4 + +
Scores Critical Areas Al Yol AL
_ YES e e
30b. Were they adequately stocked with all 0 v Losoall Gl ) arans 3 jeae il Ja 30b
necessary supplies such as toilet tissue? NO Sallsill 3y 59 Jia
NA [ sy :
30c. Were they adequately stocked with all ves prd 4l e il & B e S b 30c
necessary supplies such as paper towels? no [ y A8, o) idliall Jia
(paper towels are not required where fully Glidas 865 sie 4y llaa e 456 4l adliall)
operational hand dryers exist) NA [ iy (A1Y1 A !
7 N ¢4 }.. aal i
31a. Were sinks clean? YES px - al ',,y,‘,'ltﬂfyrj Elsd’: "31a !
require comment when marked ‘No' Nno [ ¥ sl o MY eyl s 1y i
NA [ gy y
~ T TRRTEINICE
31b. Were mirrors clean? YES g = ol Aﬁ; lf fyr‘j‘tj?."sm
require comment when marked ‘No’ Nno [J b el o MY Al cals 1y
NA [T iy
- - TR T o
31c. Were hand dryers clean? YES m pr . TULJ "s'\:z,ﬁml:”ulslsd‘: \'316
3 require comment when marked ‘No’ no [ Y sl o MY LA s 1y 3
NA [ gbuy
; ik () pilall sl s
31d. Were dispensers clean? YES 'XI o . :‘ e ,,y,,u. L:‘:!lw ,\Sd?."md
require comment when marked ‘No’ no [ ¥ sl o2 "Y' Ala ) cils 1
NA [ gayy |
YES g pxd ‘
31e. Were toilets and urinals clean? Nno [ N fAddas Joll B4 il o 31e
A [ gy
32a. Were doors clean? YES E i o ?%ﬁ‘f‘ ﬁ\SLSLlT "323
require comment when marked ‘No’ no [ Y gl o " s Y s 1y
na [ gy
ves B
32b. Were walls clean? no [ b fagl sl calS Ja 32
NA [ by
ves K
32c. Were ceiling clean? Nno [ b Sl il (IS Ja 320
NA [ gy
YES oy
2| 32d. Were vents clean? Nno [ N faadas MUl il Ja 329 |2
NA [ gy
32e. Were floors clean? YES D o ) s '.,,Q,‘?fai‘ ruﬁsd‘: 1'329
require comment when marked ‘No’ NO E L S gl o YT eyl s 1y
va O d:\k%‘bgfﬁ\ J&%lﬁﬁ‘—*l@—ex,):
YES oxi
32f. Were baseboards clean? Nno [ ¥ faghs saclall & o fhailadl 1) ) il Ja 32f
NA [ gy
YES ai
32g. Were grout clean? No [ N faul LU 0K s 32g
NA [ sy
4 +
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Scores Critical Areas FIRIR LAY POA | il
YES pd
33a. Were trash containers clean? NO D b4 fAdulas daladll byl <l Ja 333
NA [ abuy
2 - 2
YES K]
33b. Were trash containers not overflowing? NO E_] b flaild ye daladll clbsls wilS da 33b
NA [ ey
ves b e e )
2 34. Was the restroom smelling clean & no [J N 6l ) w5 Ak Sleall dal, cilS Ja 34 2
fresh (without any offensive odor)? ploalt 8 A S As3),
NA [ sy
3 Jand slaall 8 Gl jugadll asan S Ja 35
35. Were all the facilities inside the YES m e ¢ = t—“‘?m J8a
restroom in good working condition? . wan 4 e il
2 require comment when marked ‘No’ no [ ¥ gl o2 Y Ala Yl il 1Y) 2
NA [0 Gy
; (3) ki aaddl AclE ) e S
36. Was the Mosque premises clean? YES D i ( ), JESI ’ g Ltﬁ‘;:‘isﬁ 36
2 require comment when marked ‘No’ no [0 ¥ e - ! 2
NA BT gy
Comments: CilBaadall [ gatedll
FOR OFFICE USE ONLY Jasd uiSall 3\45&.-»\1
Ugoial) Llal) LAl ey aad) . ”
9 : : : \
% ACTUAL SCORE maximum | Svaluation i
Approach and Cleanliness Aadail g b @YY (1
Greetings and Initial Checks | 5! Sl y cua 3t |2
é&pﬁearance and Behavior of il sall gl s sedae |3
Service A.aall |4
Cleanliness - Restroom and bebead — ddla |
Mosque Aauuall g
TOTAL & saaall
5
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SERIAL NO

LUEDQ_EXIWPQQ | a-ﬂ-v_,.m-" “".}J‘ J'.'!"":' FINUS 3 @

<A 6|8 \ 3| Invrc b )4 b
Station Name: .............. LA JCR :dda sl et Invoice No. 1 8 0451 Emarat

Station Tel: &( =S, &Qr%mg\l)ate /5 s . "/rgva,ul Plate No. ... 4 NG...... &5 =09 4 Fionslll i,
Customer Name - mﬂ

s Jraall el Mileage: £9 85 £ . PN {

- " - ] g i
Customer Tel: 5 39 3 7~J_._‘,_._n il Tme In:. 8‘ ..... 5 a.. / ’94..5,.” Ml cudg
J‘Lbl/f Plolar: . g Eesd B I B PR P S PR | P
Vehlcle Make & Model: . @ %ﬁ.e o AL R FIN &i.na Tlme Out: ? 0 F "\.S,.u 'q..J.uu ...._s,
> R PV laad e PR o.\og.." 3
) Services Quanﬁ!y Unit Price |4
Engine Ol -~~~ - -] Changed———""T" = " - ,g [‘G»-nu.u A\ AE
Qil Filter L] Changed )il b !
Engine Flushing+~ - = " - - I Done r o yadl caglis
Top-Up: Brake & Clutch F|urd DOT4 [ Done . SalS/ Jalyall Jil diliaf
Automatic Transmission Fiuid — Dexon ID [ Done A S all Jis Sy Sile RS
Gear/Differential Oil ] Done R sl g il 25/ gt By Lt e o
Power Steering Oil Reservoir [T Done : i (Sl el agiall G158 o "ﬁ-m\h"m‘d
Radiator Coolant [} Done : bl a8 il we1 [ itatren HRA\BN TS
Water/Terminal |_] Checked  Battery [ | Replaced Tl and mr\&} o
Windscreen Water || Checked ~ Wiper  [] Replaced Salds - clolallfplasl Gz ola St | o, ot S gf “&\W )
Tyre Pressure '] Checked PN o ,u.an sya Lacd R R i
Ar Fitter -, | | Cleaned. . - -- ; .~ .} Replaced T a T e | ) ~ |G
Oil Drain Plug [ | Checked Washer ] Checked Med v s _,Jl o Bl and
Condition of all.belts & Hoses +~ oy - - -[ | Checked' . - [~ w- s e Ll pglat i/ Laza Yl
Car Wash: [ ] Full Wash [] Body Wash [ ] Steam Wash il Joi [ aots daui [ JlS Jon [ il tass
Service Charge Lauadl o gy
Others P sl
Drscount ‘
Tesall Ll b aly 58 LS j ola Lol &
i ERIN) Ly g thaall & .\.sJ|;|J|.xuamtJla¢LS,.llwlulJﬂ ¥ Grand tal

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

Y

Lube Express In-charge Signature ol dess Jouws gaiss Reg. No. ... / . Custom ignat;re Jueaadl gades
* Below 500 ml Free Litono o 500 0 J81 *
Thank you for visiting Lube Express FPTR JORT I THOL DRI LB LS SO 2+

Mileage: ; Fsgl Invoice No. 1. 8 0 451
Vehicle Make & Model: (?7 W Syl g gino Plate No 0?,4414 ....... &)’?/f@ o

A- Wi cle e Circle damages and scratches
B - [J4WD & Mini Bus A Ol Fitter z z
C - [J3 Ton Pickup [] Manual Wash o o
D - [J3.5to0 5.5 Ton Pickup & Coaster Bus|i [J Steam Wash
E - []6 to 8 Ton Pickup O Engine Flushing % E
F - [JCement Mixture Truck O] Power Synth = *
G - [J Big Bus [ Other
H - O Fork Lift E AT T A &
I - [ Motor Cycle @ @
J - O Other If no damages or scratches tick box [

; AED oo 3 N
Remarks: ——

. y “‘

Lube Express In-charge Signature cujd! icas Jssuo gudod C}qumer Signature ficsJl godss

Please see reverse for terms & conditions. kg duly aclyall aldl ,d Jail 2y I Ref. No. LE/11/11







