+

PROJECT : ELARA (Lube Change - FINAL 2012)

1

+

PROJECT: ELARA - Lube Change

SERIAL NO.

686

T

N
Pan Arab Research Center &

i Emarat | [0 @580 Eppeo /Enoc | [ @ Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number | Name Number | Name Number
% \Lecu Auoa | Beteo, 13 Wb&&‘l{ | ||
Gender Height Built _ [Spectacles Beard | Mustachel Ethnic Groups
M ] F JTMJ]S|T [MIF JYes[NoJYes|No Yes | No |indian [Pakistani]Filipino [Expat. Arabs| Others:
ROROOOROORROOR K O O O d
EMIRATE V;:Z'If,’n“ AbuDhabi | Dubai Sharjah Al Ain g’;‘;‘aﬁ" Ajman KE:ismAa'h Fujairah
O O O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
il 2ol olal U | &y [ ol35 ] o 1222 1
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday] Sunday [ Monday ] Tuesday mednesda-y-l ThursdayT Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
VISIT VISIT
ST O O v | o O O 0O O B Of
1. APPROACH AND CLEANLINESS ;Kéua:d\, ‘....\\)Ié“l\ K|
Scores Critical Areas EUTRI (T POX Liaih
YEs B a A .
1. Was there proper sign to the Lube no [ g ddhie o AValldaaljdad dua S da
changing bay? eyl Huas
wa O sy
_ ves B
3 2. \é\!s:;ir;zcl;;be changing area clean and NO D Y e diks eyl sl cdS a2 (3
na O akiy
ves 0 & . . o
4|3 Was there any oil leaking andfallingon |\ g Sle de dyycuill i gl dllia K da 3 4
to the floor of the lube bay ? Syl uas Aahia & QY
na O akiy )
ves X]
21 4. Were the waiting area and table clean?  NO I:I b edadas Al jUatYl ddhie S Ja 4|2
na [ sy
5.  Was the television in th iti YES@ o
2 . Woariinge? elevision In the waliting room NO D N QJUQL\I\ 23): é dAﬁ-_' u):y)sm‘ u\.s (Jﬁ 5 2
na [ ssy
ves @ o .
6. Was the board displaying complimentary no [ g Al lgle jelss sl ciS da 6
services neat and clean? adnd g 48 ye Adlaall Cleaal)
nva [ sy
2. GREETINGS AND INITIAL CHECKS A ) Syl g cua 2
Scores Critical Areas T YLl PR
3|7 Was there any delay in approaching ves [] px sl 8 8l gl elia (S da 7 3
customers? NO ¥ ot s cals gall
8. Were you greeted in a friendly manner ~ YES px el s da il s da 8
(pleasant feeling)? Nno [ ¥ ¢ (zhe
\< i gall s g1 28 2l Y1
5| If no, please describe behavior: Was it © :Ll: L:;X Jj\; j:jfj ;.' )..‘ K 5
arrogant, without any expression, normal (e Rl On S s AR e
e Al
etc..... ¢.A
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Scores Critical Areas At el BRI
9. Did he guide your vehicle for positioning ygg [ : Liall Sl Il b i o) A6
3 at the stopper and asked you to switch ~ :; ‘L'J . . “T“ﬂ:i . Lijl e.L;JA -9 3
the engine off? No [] ¥ e el il =y Bl Ay
10. When asked by customer, was the e . S A Jaandl e als gall e Lanic. 1
attendant knowledgeable of different YES K e ‘fku . R o }d ol 10
5 o . . ul‘)ddl_,u)g_)llul_;‘))/&lyluhwelc 5
grades of oil, filters and their relative No [ v o A
benefits? fleda JS 20l 4
YES : .. .
4| 11. Did he offer the waiting area to you? NO g : TV A e 3 Ul dle e Ja 11 |4
12. Did the staff thank you as you were YES pxd ¢ finoeact s . p
4 leaving? NO D y .)JM@SLM*:@J&.@&.{L)AH?\AJQ 12 14
3. APPEARANCE AND BEHAVIOR OF STAFF 1S sl g (il galt e 3
Scores Critical Areas it Nl Jalai
. YEs P .
3 13. Z\rl}zsti?;’)umform of the attendant neat NO D YL Gl enlall iy sl Gl oS da 13 (3
NA [ smsy
YES o Ny .
14. Was the attendant wearing visible oy A8y (531 33 3 sa sall syl IS b 14
3 nametag? No [ b o . 3
g7 . ~ . THEs Al L@.gl:_
N/A El Y GaDo ing
YES [X axd ) -
15. Was he able to communicate with e doalsill e 1508 Gl sl S o 15
3 . o Nno [ ¥ o 3
ustomer? ST
NA [ sbyy
YES axd
41 16. Was staff courteous / friendly? No [ ¥ fadal/fagn s oy sl S Ja 16 (4
NA [T giy
4. SERVICE daadll 4
Scores Critical Areas L) YLl Ll
T ; 2lS o) e @il Cala gl W8 Ja 17
17. Did attendant check whether you need YES - u uu)d P ?A{f
3 top up or complete oil change? S0 o ol Sl ALY pliag sl 3
pup p ge’ Nno [] ¢ sl
3| 18. Did attendant check with you whether ~ YES [ px U5 S 1Y Ledd elie i gl Gias s 18 3
only oil is to be changed or oil with filter? No [ Yy oAl 5 a3 Al dadd g 3l s
19. Did he check using gauge the quantity ~ ves [ pad phaialy ol (6 s by Cala gl JE 8 49
3 required to be topped up and informed G A A Gl sl 3
you? No [J Y el @l Lgiiln)
i 0o Sl et e (3830 Gl LG Ja 20
3| 20. Did the attendant check for oil leakages ~ YES Kl o o uﬁ;ﬁg} A aj\i; s 3
under your car from filter and drain bolt? NO D y eyl
3| 21. Did the attendant drain the used oil Yes B P Jealaall 3l IS g it Cilagall 6 Ja 21 3
completely from your car? NO D ¥ el Jlaws (pa
9| 22. Did he ask whether you want the engine  YES M s aall daue 3 5K o @il Ja 22 2
to be flushed and did it if you agreed? Nno O y felig) ge Jla g EIIXY
3| 23. Did the attendant fill the correct grade as  YES 2 axd Sl A /e 5 Al Cala gal) B da 23 3
you requested? Nno [ y fletlh ) daaall
2
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Scores Critical Areas Al el Jatasl
4|24 Didhe requestyoulostartengiieand  vs B e s 55 e iy o of e clla 24
minutes? ’ no O y fuaip 4383 aal Jldll Al A
3 25. Eid tlhe'attendant ensure that the carter YES p wiﬁgﬁi:‘jljigf j‘_‘:ﬁ 25 3
olt is tightened and there are no leaks? NO D N e 3l
26. Did attendant carry out the following Aglaall Clia il ol jaly alasalt & Ja 26

complimentary checks: -agialy
YES ad
31a. Battery Water top up no O ¥ 4 jUasll cls Al 31a.
na [ iy
ves BB
31b. Coolant Water top up no O y coolant/s sl sl iibal  31b,
nva O sy
YES o ..
31c. Auto Transmission Fluid top up NO D b Y RS B JLP u” QLA‘ 31c.
(0 5smmi i)
na [ ahuy
ves K
31d. Brake Fluid top up no [ y desl cyyilal 31d.
na [ sy
YES o
31e. Gear Oil top up no [ y oA e el 3le.
na [ sy
YES o
31f. Air filter cleaning no [ y ol gCabkn 3Af,
nvA [ shuy
YES o
31g. Wiper Water top up no O y sl laliual cle i) 31g.
nva O abuy
ves B
31h. Clean engine using air gun no [ PIEARTS FEEWORNRECMERC FERT IR T2 31h.
nva [ ghayy
3|27 Were any of your questions related to :is % ?: Alaiall liliad e g éf— %‘-}Y‘ ‘—w 27 3
fube change answered? eyl uad Alary
va [ sduy
X3 . L. . 1 .
5| 28. 5:2 the staff place the mileage sticker in ;is ‘”; - &mﬁi“ﬁf)‘jﬁ 28 3
' Nna [ shyy 5 )
ves [1
4| 29. Were you offered a receipt voluntarily? ~ NO Yy SList il Jeay e e 4 29 14
N/A DJ“h‘” \0){«*\ PR\ VS :A‘ﬂ%
\* 3PS5 = S e
5.  REST ROOMS AND MOSQUE sauall g (pLaalt feull 55) ol i g 5
Scores Critical Areas Al YLl PAHI]
3 30a. Were they adequately stocked with all ves & & Ay 5l e il aseng 8 jeae S Ja 30a 3
necessary supplies such as soap? NO g ¥ sl Jia
Nna [ gy =
3
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Scores Critical Areas Aalaf aaa Jalai
. YES i
30b. Were they adequately stocked with all ] ?: A el e Slaall arens 3 jeae cuilS Ja 30b
necessary supplies such as toilet tissue? NO Call il (G99 Jia
NnA O sy
30c. Were they adequately stocked with all YES \ pxd A5l e il & e S da 30c
necessary supplies such as paper towels? NO D ¥ 48 1 9d) Adliall Jia
(paper towels are not required where fully Cldiaa J3 55 die Ay gllas e 4 allidl)
operational hand dryers exist) va O Ghiy ¥ (Y
- ok e
31a. Were sinks clean? YESTS’\; p ol ',,y,‘,'l:”tdyrf‘isd‘:."ma
require comment when marked ‘No’ no [ ¥ casil o MY eyl s 1y
NA [ sy
; AR RPWIIERTS
31b. Were mirrors clean? ves b px ol g 3 )iju 'lsLlT'{31b
require comment when marked ‘No’ no [ ¥ sl o2 MY ey il 1y
va [ gy y
; faakay su¥ Cildiae il
31c. Were hand dryers clean? YES Z] o o il i ‘éif,\;,fu;wf ,\5‘1:5"310
3 require comment when marked ‘No’ Nno O ¥ T (> Ay Cals 1)
NA [ sy
; Tk () pall sl cils
31d. Were dispensers clean? YES X4 e o o "Y':_Ia_,{_\yr‘j ,gl:;|'31d
require comment when marked ‘No’ Nno [ b T > T )
va [ giyy
YES B
31e. Were toilets and urinals clean? NO D N fhaday Joall A S o 31e
NA [ sy
; a4, Ol 1 cilg
32a. Were doors clean? ves K pr o il v"){"i.i\]\t\;. 6%31'323
require comment when marked ‘No’ NO D b Tt > 1= )
NA [ gy
ves K
32b. Were walls clean? Nno [ Y faab aall cailS Ja 32b
NA [ sy
YES XI M
32c. Were ceiling clean? Nno [ N Pl il S Ja 32¢
NA [ gsuy
ves K
2| 32d. Were vents clean? no [ y ik MGl wis Ja 324
Na [ gy y
R ; fAaday il W1 el a |
32e. Were floors clean? YES px o gl g &iyr:;gng5|32e
require comment when marked ‘No’ no [ b e it ;
va [ giuy
YES axd
32f. Were baseboards clean? Nno [ ¥ 24 520l - o) lailall i) S Ja L 32f
NA [ sy
ves B
32g. Were grout clean? NO D ¥ feiaas LSl S Ja .32g
nva [ smuy
+ 4
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Scores Critical Areas Al YL PAVH]
YES o
33a. Were trash containers clean? NO D b faaulas daladll b gl cailS Ja 333
NA [ abiy
2 - 2
vEs M
33b. Were trash containers not overflowing? NO O ¥ flail e ddladll Clygda ilS Ja 33b
NA [ Gy
YES pai L ]
2 34. Was the restroom smelling clean & no [J y sl ) ey Al Slaall dsil ) S o .34 9
fresh (without any offensive odor)? fplend) A Ay S AT,
NA [ ey
3 Jaad alaall 3 G jeadll ases cilS Ja 35
35. Were all the facilities inside the YES g e ¢ ¢ = b“::&
restroom in good working condition? L. e e
2 require comment when marked ‘No’ no O ¥ g sl o MY ey S 1Y) 2
NA [ aay
; £(3) —adai daall el Sl s S
36. Was the Mosque premises clean? ves [ ( ), ,.:J\ i ,,:;, ML‘;;T“U‘ST‘; -36
2 require comment when marked ‘No’ Nno [ Y b el chal 2
NA B gy
Comments: stBadlalf / guasll
FOR OFFICE USE ONLY Ja3d il aladiuy
Algcall kil Ll ey aall .
o 2 I .
% ACTUAL SCORE maximum | Fvaluation: sl

Approach and Cleanliness

el s @Y1 {1

Greetings and Initial Checks

) Sl g ) |2

Appearance and Behavior of

sl sl s ilae [3

Staff

Service sl (4
Cleanliness - Restroom and clabaad) — 235
Mosque 2l g
TOTAL £ ganall
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SERIAL NO.
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- R J—
gt

_w»" Station Na'me'v

Statlon Tekt s _ :a.h.,..x'lgia;l;. Date
. .&g”uz., "!'{...Lu,.g, 3. S e
Customer Name '

BT LRI

Cus?omer%l el LCD‘?’Lb / e ik ““w‘“"“".‘“ ;

4.,.5 AT pMaast <y

¢ Lo «'.‘- 4 £h w, ‘f H# & cu.., _ux >
Vehicle Make & Modars o, fo-Uti g (Al 5 Offt I e By o 23 .L.s,u,g._n...u cody
s ] Tl e Zed by ml,.aa;l ales Waliay ) i B s '", - daoSdl | Bogdf pran [ite
‘ s FGhanged. ; L, dedes [ B
% - anged: " | 3 P,LI‘-( LT el sl !
R S ‘ClDone< | . L T e Gk [l

Top-Up Brake&CIutch Flu»d DOT4 ...B-Bons cooa b o S/ Jal it Sl bt |

.- |Automatic Transmission Fluid ~ Dexon 1D L3-Pone A U aSpal i e it

* | Gear/Ditferential O~ . . [ 1:Dofie B S u.u.\..m omgill &3 )|
Power Steering Oil Reservour ) L] Done i Sl uaell sakall G Gy

+ |Radiator Coolant: . . ne=’ T bl ans Bl |
|Water/Terminal—{—t€feeked  Battery. [ ] Replacag! N Lsthll Gans
Windscreen Water [ ] Checked Wiper - aced; e Colautdlfpbal ki gha gt | 0 | o :
Tyre Pressura'hv-;w"» ] s . 2 R RIS LT ey g £ e 2 "“"’él‘,li}flél,’.:;;;i [ELZ IO (TR R et ay fwi g T e e o
Air Filter. -7+, od ['_'l Raplaoed i s ™ ] : o
Oil Drain Plug CFefecked - Washerﬁ'cma‘cked 5] Replaoed EREE T “g‘* DTS AR (AR [ v e
Condition of all belts & Hoses ._E'Cﬁecked HE L el bl yall/ieja Y . . 7
¥ E T H FALATES B aow e TR I s
Car Wash: "E] Full Wash' "] Body' Wash- ‘O StéamWash Ecd ”ubd...g[] “""J,..g [THEE PTG 7 Ve = [ ooy 5
Service Charge - - L Lovidl pgu; | )
Others - L - o BRI R ; EECI TR ) NS T E RS
/i Discount:| AED;
Lol lle g ly 9 LS gyl sl el s s Ul 3 1S, i ) g’z‘;;:é?‘o'e;;
| have received the vehicle in good condfdon as per the service specified in the job card. - Lor

Lube Express In-charge Sighatur il Zidase Joduissd Readigd Heg No. [276?? Custome |gnature Sl g
*Below 500 ml Free ‘ Litove S0 500 00 J.nl L

Thank you for visiting Lube Express Ay piaadl il S doas 055,05 TS0

|
i
Job Card dwss lls
L3493

Mlleage ........................................................... e s e ioglss | Invoice N0657*'10
Vehicle Make & Model: &\OIQC»/%M&,,, o Plate No: .-t/ & é28F QX P

A - [] Small Vehicle ' _;LQlL ’ Circle damages and scratches
__| B- [J4WD & Mini Bus Lo o Fiiter £ e e
C - [0 3 Ton Pickup I 0 Manual wash & &
D - [13.5t0 5.5 Ton Pickup & Coaster Busfi [J Steam Wash
E - [J6 to 8 Ton Pickup ' O Engine Flushing || £ g
F - [0 Cement Mixture Truck [ Power Synth & .
| G- OBigBus O Other 3\
“H - [ Fork Lift E - e
| - O Motor Cycle = U@\_L_IJ@J v
J - O Other : ] T A
. AED .. Jlle 8O ﬁ-b).‘)
Remarks: >
CYOHSIRING G000 GR0olon 5 TR ey e sy iy, ) e

]

' Lube Express In-charge Signature =1 Lo Jsjase audys Customer Bignature jooa Py

g -§(I~ IO T ToiieT o

| Please see reverse for terms & conditlons. ogyuilly acledl lde ,.b Ay |-

E

Ref. No. LE/11/11
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