SERIAL NO.

6/ 8|8

2

+ 1 + +
o
PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center g
Bd i i Emarat [ [ @5 Eppeo/ Enoe | [ a5 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
\? Name Number Name Number [ Name Number
%\%v—. Syl D\’«ﬁ/g =T Saodnen | | l I l
Gender Helght Built  pectacles Beard | Mustache] Ethnic Groups
T [M TF JYes] No IYesI No | Yes | No |Ind|an [Pakistani|Filipino [Expat. Arabs] Others:
w . . . . V] Al . Ras Al -
EMIRATE R:;tiz:\n Abu Dhabi Dubai Sharjah Al Ain Qr:\:/nain Ajman Kh:ismah Fujairah
O O n e O O O ] O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
VIV Qo] ola b Vs 789861 of2 lol2 lt25.02i3
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday | Monday | Tuesday | Wednesday | Thursday | Friday
TIMEOF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF -
VvISIT ] 0 ] O VISIT O O O O O O
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1. APPROACH AND CLEANLINESS ::\ﬁtﬁ.ﬂu L,abﬁ‘gl A
Scores Critical Areas Dl S BAYH]
YES
1. Was there proper sign to the Lube no [ * dhis o AYall daual g da o dls o< dﬁ A
changing bay? e il sl
na [ _,Jau Y
. YES o
3 2. \é\:gas:ir;tzclit’;?be changing area clean and NO D Y Sises didh cy )l pidibiecdS Ja 2 (3
Nna [ sy
vyEs [ i . .
4|83 Was there any oil leaking and fallingon " £ y e 4e oy cull ol ol dlia S a3 4
to the floor of the lube bay ? = ey M s Aihaia A oY)
NA [ sauy ’
YEs [
2| 4. Were the waiting area and table clean? NO [] Yy fada A all g UiVl Ashie cllS Ja 4 [ 2
wa O suy
o - YES o
2 5. ‘\ilvoiii:‘hge?teleV|SIon in the waiting room NO D y Sy de e b e sl S Ja 5|2
nva [ sy
YES K] o i s
6. Was the board displaying complimentary m q Ll lple jelas il caS ds 6
services neat and clean? faadat 44 e dyilaall Cleadldl
NAa [ shyy
2.  GREETINGS AND INITIAL CHECKS oY) ClSaudal g cua 3l 2
Scores Critical Areas Al Ll Jaasy
3|7~ Was there any delay in approaching ves [] pd /ol il 8 el gl dllia S a7 3
customers? Nno K N ol g Cala gall
8. Were you greeted in a friendly manner ~ YES %) px Galul) A58 ke e M de 8
(pleasant feeling)? No [ ¥ ¢ (ke
TS Ub <l ol & gl (o g0 8 ola Y 13
5| If no, please describe behavior: Was it ‘f :Ll: ‘ \:‘;X . Jj‘; j:dl?_‘s St .
arrogant, without any expression, normal Lt ol it G . o
etc..... CJ‘
1




Scores Critical Areas Toulull) Ll Ltatl

9. Did he guide your vehicle for positioning YES [X] ; Ll Sl elals b ol L
3 at the stopper and asked you to switch e :“ oo LT‘ , - H ub}d "\.3 dh 9 3
the engine off? No [] ¥ el (ks of e a5l aliy
10. When asked by customer, was the ’ : HS A et e cils gall J e Laric
5 attendant knowledgeable of different YES K o :tﬁ” B ‘ )ll Q:‘: / ﬁ.}d !y e 10 5
grades of oil, filters and their relative no [] y — Sl ? e
benefits? fleia JS Xl 4
YES [X : .. .
4| 11. Did he offer the waiting area to you? NO E ?’;' foLEY A e A iVl elle (o e da 11 |4
4| 12 Did the staff thank you as you were YES [ px ¢ a3 S Ly o Sy Calapll 5 dn 12 |4
leaving? Nno [J y D 2 o S5 ¢ .
3. APPEARANCE AND BEHAVIOR OF STAFF tagS sty Cuilisall Helia .3
Scores Critical Areas Aaulult el ol
, YES al
3 13. \a/\rljzstit(:w;?unlform of the attendant neat No [] Y e Gl el ol sl LU S U 13 (3
NA [ sy
YES pad N
14. Was the attendant wearing visible ek A8y (3 5y 3 5a gall Calasall S Ja 14
3 nametag? Nno [ L o 3
NA [ sy Soudnepn,
vEs B4 .
15. Was he able to communicate with e el ilt e T 0 Gala gt (1S o 15
3 customer? Nno [ ¥ e - 3
7 o
va O ssny
ves K
4 16. Was staff courteous / friendly? No [ b Skl el S s 16 14
nva [ sy
4. SERVICE daadl 4
gcores Critical Areas Akt Sl Jaldily
- ) NI IE il GE, G h 17
17. Did attendant check whether you need YES [X o w uu)&”ﬂ Sal - }A. € 1
317 r complete oil change? S0 sl ol ALY lind el 3
op up or complete oil change? NO D 3y ¢ eIl
3| 18. Did attendant check with you whether ~ YES pd YA oS ) e flie Cala gall 38s3 Ja 18 3
only oil is to be changed or oil with filter? Ny [] y € a5y Wl dadh oy 0 s
19. Did he check using gauge the quantity ~ YES [] ard il Cu 3l (5 s Gy Cadasall A5 Ja 19
3 required to be topped up and informed g Al AaeS D oyl ulall 3
you? no OO v Sallsy il 5 Lgsilo
s Sy o (e (B3l Cala gall 8 da 2
3 20. Did the attendant check for oil leakages YES E ol uﬁ;ﬁi} Sl ajiﬁ an 0 3
under your car from filter and drain bolt? NO D y B ecu
3| 21. Did the attendant drain the used oil YES B a et cy i S & b gall 2 s 21 3
completely from your car? Nno [ Y Celi jluw (ye
o | 22. Did he ask whether you want the engine ~ YES X e Ay el Jawe y xS o @il Ja 22 2
to be flushed and did it if you agreed? Nno O Yy il ga Jla 3 Sl
3| 23. Did the attendant fill the correct grade as YES X ax Sl Aa /g 5 Adlaly cala gl 8 Ja 23 3
you requested? Nno O N gl il dapaall

N
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Scores Critical Areas Al Ll AT}
24. Did he request you to startengine and  ygg ol 4S5y paall Juindy k5 o elia lls Ja .24
3 leave it running for one and a half o aai e Ay padd il a3 3
minutes? NO O b S ai g A 52a) Jpull &
L W a8 e /A gaba of (e ala el S Ja 25
25. Did the attendant ensure that the carter Yes KX pr )l- Zar e . s
317" boltis tightened and th leaks? S lin gl Ll i fam il 13
olt is tightened and there are no leaks? o [] N e sl
26. Did attendant carry out the following Lilaall Clia gaill o) ol calasall J8 Ja 26
complimentary checks: saalll
YES ol
31a. Battery Water top up no O k] g tadl ele ddla) 31a.
na O sduy
Yes X
31b. Coolant Water top up NO D b coolant/all ela ALz 31b.
na O sy
ves d i Y148 jall Jib i) 1
s a ) il
31c. Auto Transmission Fluid top up NO D b SR ’Léf\ e 31c.
(0 soiansit 5T
na [ sy
YES Xl W
31d. Brake Fluid top up no OO Jejill cyyiibal 31d.
nva [ sy
YES pad
31e. Gear Oil top up no [ Y ool ellcysBial 3te.
va [ akiy
ves A
31f.  Air filter cleaning no [ ¥ doel ks 31F,
- EY
ves A
31g. Wiper Water top up no [ y o cilabia cla 2Lz 31g.
na O sy
YES 14 Pes
31h. Clean engine using air gun NO D Y ehsell utue aladiuly o el calas 31h.
na [ sy
ves M4 T SO
3 27. Were any of your questions related to O i il e @ e WY o da 27 3
lube change answered? NO oy M s Ay
na O ssuy
_ _ T Yes® e e Galepanalsdi il 28
3 28. R‘Ig (t:t;? gtaff place the mileage sticker in NO D N o 1s a8l 0 i LS 3
na [ sy €5
ves BB
41 29. Were you offered a receipt voluntarily? ~ NO O Yy sl 23l Juay e (e db .29 4
na O ssuy
5.  REST ROOMS AND MOSQUE aaually (alaad) [l $5) il i .5
Scores Critical Areas Touludl) Y laal) Jargaly
3 YES ; 3
30a. Were they adequately stocked with all O ?’: gl il il paeay 8 jene <ilS da 303
necessary supplies such as soap? NO S gall Jia
na [ gsy -
3
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Scores

Critical Areas

'

L) LY

30b. Were they adequately stocked with all

necessary supplies such as toilet tissue? NO

Yves

Qg pall Gl Hliuall & 8 ¢ CilS Ja 30b

CMIEI"EEH&A

30c. Were they adequately stocked with all

operational hand dryers exist)

necessary supplies such as paper towels?
(paper towels are not required where fully

Y

N/A G ¥
pai
¥

NO

Lol Gle il gany 5 jeae il Ja 300
L) !ﬁ‘ ddiliall Jie
Clilaa g5 aie 4 the e 44 ), alliall)
(1Y) )

31a. Were sinks clean?
require comment when marked ‘No’

N
O
NA O sy
X
O
O

ki Ol <dS a 31
gl o MY LY il 1)

31b. Were mirrors clean?
require comment when marked ‘No’

fadas Ul <l da 31h
g ) oy Y Y s 1y

31c. Were hand dryers clean?
require comment when marked ‘No’

a5 Y liine culS Ja 39¢
T sl o YT ALY g 1y

N/A Gl ¥
: TAGET 5 pall Gl cus
31d. Were dispensers clean? ves B ) m:m o ..y.:_‘:u{éy‘uj '\SJT' {31d
require comment when marked ‘No’ no [ Yy gl (o> i
| NA [ sbyy
ves M
31e. Were toilets and urinals clean? Nno [ y 3k Sl A4 cilS Ja 310
NA [ gy
32a. Were doors clean? YES & P L al ?ﬁ,ﬁ‘f;ﬁ§&d?.l'32a
require comment when marked ‘No’ no [ b st o MY Aayh cals 13
va [ gy
YES D
32b. Were walls clean? NO ¥ $aulss el S Ja 32b

32c. Were ceiling clean?

Sk Caidl S s 32¢

32d. Were vents clean?

fis S calS Js 32

32e. Were floors clean?
require comment when marked ‘No’

Fhadss s Y S Ja 326
gl o Y LY S 1)

32f. Were baseboards clean?

44,085 5ac &) gt Rl o) el Ja 32F

32g. Were grout clean?

il B (IS da 329
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Scores Critical Areas gl cylaall AN
YES pad
33a. Were trash containers clean? NO D b i Aoladll il gla cuilS Ja 334
NA [ aaby
2 = - 2
YES o
33b. Were trash containers not overflowing? NO D ¥ i e dalall clda <ailS Js 33b
NA [ ey
YES p N .
2 34. Was the restroom smelling clean & NO D N gﬁ Os) Adsiay Agglas alesdl dad ) il ds 34 2
fresh (without any offensive odor)? folandt A 4gy S IS
NA [ eay
A s Jasd slaall 3 O eadll man 2ilS o 35
35. Were all the facilities inside the YES e ¢ @< c»o Sa JS
restroom in good working condition? . R e vt
2 require comment when marked ‘No’ no [ ¥ sl o2 " MY S 1) 2
NA [ sy
; €(5) ki sl Al ) e (NS
36. Was the Mosque premises clean? YES D P ( ). ;\l\ ’ ,,;‘,:, LL(;TARG‘\J;: 36
2 require comment when marked ‘No’ no [ b st e el 2
N/A iy ¥
Comments: scBadlall / galasll
FOR OFFICE USE ONLY Jadd (Ul pladiu
Alacal) SR Ll ey aal <
9 . luation: + agBilf
o ACTUAL SCORE | maxmum | Evaluation =
Approach and Cleanliness Aalaill 5 ) YY) 14
Greetings and Initial Checks | Ads¥! Syl s cam it (2
Appearance and Behavior of il ol L
e Ol sall S shas el |3
Service daaall 4
Cleanliness - Restroom and ilalaal) — Adlaill 5
Mosque Aaaeall
TOTAL £ ganall
5 +
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SERIAL NO.

"*—fﬂbe‘ Expres,sf “

Station Name: Q l ilasll el Invoice No. 55908 Emarat
. Statign Tel: @G/ SBRY 89.... il il Date' [. ............. ... gsalah Plate No. i 223 Y[ ReP...... avg e,
= s 3L i
CugtomQI’ Nam "“"L“"" tk..-‘ %I—JLJU ' H-.r l.4 %LU t..?n ’w{kp‘”' M“eage lq” 'MQJ_QS
) ’r’macot [91%0pe
Customer Tel » ..ul.a Time In 1Sl pMaanl cady
et A WLLA...L‘ [1Pe=3]] ,.n.h...- e.:{,w.}wuw% S Ly «.ug.u.'xj NI.A,MLuuld," oy con.
Vehicle Make & Model — @ N M Mo L é’-" o Time Out 3"4’9 ...... ...S,.Ll p.n..hu-u.—lg
Ed % W ""'"...L‘:r‘ L-L_—_ -‘.(*L.I‘v- sv “Tt"“g!' ,4 1 v.‘.;nu— :,' h.h.)’-" )/ -
) ' /Servleas e Qmmﬂy UnitPrice | Erou
T s o ﬂo'ofﬁ nw! dedtes [ G Joy |- 680
Oil Fitter -, .. g:, e chnanged - [ ) 5, T )il yili. R
Engine Flushing™ & T [ Done - oL o : *d»-"w B
" [Top-Up: Brake & Clutch Fluid —DOT 4 ' [C] Done . e o " aK/ Ll Bl Al
‘Automatic Transmission Fluid = Dexcn IiD__[ ] Done- . I el i 34 Jile P
Gear/Differential Oil [Opone - . : habiall u gl i/ sl ‘ G d
Power Steering Oil Reservoir ] Done .- : = el orell 3Bl 58 s
Radiator Coolant O oone* : T it s Jite zifioninng.Jil s«armg#
Water/Terminal. || Checked  Battery [] Replaced - Lo Loyl mnd
Windscroen Water [] Checked _ Wiper <[} Repldéd SDiern 2ol sldsu!. \g:.\;..unitt:,n G LR Bk it 101 eldfrrogest 1on % fmsﬂ':! @
Tyre Pressure . []Checked . - . S Uedl slga e »
ArFilter _-.6:[ ] Cleaned 9115 21001<[3] RbplicedStini3ar- 1 (BINI0S. 3 xtae:sisx ZOEI 10,5 sl B 107 210 2000251 .00 i 'sinay @
Ol Drain Plug  [] Checked Washer [] Checked ] Replaced cll goas bilaw pand .
Condition-of:all belts & Hoses191581100 9C[1) Chiscked:0ir'9y Srt] DAS FET ¢ B0 216l /GRSl 2T )is siunsy aif!f ynvsa”  ®
Car Wash: [ Full Wash [ ] Body Wash [ Steam Wash- ~ iy et ] ol it [ ] ol s [ iomili Laia .
Service Charge #lir Jyesh T aallage; QLo QPR D Of Datiag b ¢ BRI
Others Y . sl
; (Rkas om0 #
g e ol "Discount A_ED mmsmmend
Aausll il i 35 5 LS Lyptladll claslh olaf sng s Ul b Yol coatind il ‘ ?'Lér:lﬂ %*o;la: AED ;,g»gt)
| have recelved the vehicle in good condition as per the service spegified In the job card.
Lube Express In-charge Signature cull 4eas Jygawo gades Reg. No. ... 1 ....................... Customer Bignature Juoat! gdys
*Below 500 ml Free : ) Uitawa Jo 500 50 J31*
Thank you for visiting Lube Express Al Cail Jaass doass S TS
Mileage: ... e (R FWR 1 Invoice No. 5 5908
Vehicle Make & Modei: .......... (B’MW 1Syl £y giao . Plate No: ... 9?’"‘7 ........ d>olll od)
A - m" Vehicle m Circle damages and scratches
B - (I 4WD & Mini Bus [] Oil Filter = e) © =
C - 13 Ton Pickup [0 Manual Wash x «
D - [13.5 to 5.5 Ton Pickup & Coaster Bus| [0 Steam Wash @ )
. =
E - [J6to 8 Ton Pickup O Engine Flushing || 3 £
F - [JCement Mixture Truck [J Power Synth & | «
G - [ Big Bus 0 Other , 7]
H - O Fork Lift & o
I - O Motor Cycle = @\_l__* T
J - 0O Other s oo || Mo damages or scratches tek b ,
é&' N .
, Az il dxs ‘e afociatielive! ninnieel |, AED AL LBk Iy/a, VLana s aldingg Gz I0r Tnians ey
R%ﬁdfgmra dey ”@Vﬁﬂov 3¢ oluor'z 2oV &t bos el avwo 2vormoleuo ol s ou ihw ghiz ol 15 i ;u*sv silt o ;.,'IE'T"‘%
( .0ifort twortiv sgz".e}ia !ae;dua g16 2oohd *
’ Lube Express In-charge Signature cu;ll Zess Jajus gades .- Custo! o x§|g"d“tltl)[9 Jroall aades







