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PROJECT : ELARA (Lube Change - FINAL 2012)

PROJECT: ELARA - Lube Change

+

SERIAL NO.

6190

aiinn
Pan Arab Research Center &

B <iwEmarat | [ as/ss4Eppco/Enoc [ [ s Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number | Name Number | Name Number
1L 2ol s 2] Qesun | 2cUGUN o Nuz J@L"’—I» |
Gender Height Built _ [Spectacles Beard | Mustachel Ethnic Groups
M| F [T IM]S|T [MIF [Yes[NojYes[No Yes | No |indian [Pakistani[Filipino [Expat. Arabs] Others:
FEOROOBOOORROOBER® O O 0O O
EMIRATE V;:‘;‘::‘ Abu Dhabi | Dubai Sharjah Al Ain gz‘;‘ai‘:" Aman | R3SAL | Fujairan
| O O O O O O O &
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
Llo lbulal ol 2l al ol2 | o\ N2iee\):
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
vst " @ O O O ISIT O 0 O O O O
1. APPROACH AND CLEANLINESS A3 4 giﬂj\ A
Scores Critical Areas T e¥laall PATH]
ves &
1. Was there proper sign to the Lube no [ y dihie e AYall daial g da gl olla K dﬂ N
changing bay? Syl s
nAa [ sbuy
w - YES pal
3 2. Ors\:r:it;zétébec anging area clean anq NO D Y Siiyes dad ) itk cadlS da 2|3
nva [ shuy
ves [1 = e
4|3 Was there any il leaking andfalingon o £ q e 4o gy cu M g s S da 3 4l
to the floor of the lube bay ? S M st Addaia & iayY)
Na [ skiy ‘ ’
ves ] =
2| 4. Were the waiting area and table clean? NO [] vy aayda Al gLkl g syl dihie ciS a4 ]2
na [ absy
A el
2% Woarskitnge?tebwsnon in the waiting room NO D N ¢ Uyl A e b Jarg sl S Ja 5|2
na [ ey
I o ]
6. Was the board displaying complimentary no [ Al e pede A dasll cilS a6
services neat and clean? faang A0 ye Aglaadl Cleasd)
na [ sy
2. GREETINGS AND INITIAL CHECKS A el g a3 2
Scores Critical Areas At ¥l PAN]
317 Was there any delay in approaching ves [ pxi IR 0 PN P R S S 3
customers? No [X N bl e Cals gall
8. Were you greeted in a friendly manner ~ YES 2 ~- Glul) 40548l b s sl i da 8
(pleasant feeling)? Nno O ¥ § (z e
Bt calh gall & Chean g3 a8 gla 13l
5| If no, please describe behavior: Was it “ ;tl: ) 1:;;3 ) }L; yi N ).‘\J > 5
arrogant, without any expression, normal cgle ¢ ppaill gn Ja 5 il sl
etc..... ?,_,@l
+ 1
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+
Scores Critical Areas Aplall) ¥laall Lidi
9.  Did he guide your vehicle for positioning  ygg ; Ll Al I ol L s o) LG
3 at the stopper and asked you to switch &) = :;“ ‘L'f . ‘T‘&j i ;}L.,A‘ ¢ L:h 9 3
the engine off? No [J Yt adll il o i calla g 5 )Ll Galiy
10. When asked by customer, was the . JS 0 Jaandl (e il gall e Loric
attendant knowledgeable of different YES E e "h,u . ‘ . i }d y 10
5 o e - : ulﬂﬂljuﬁjlub)a/ayigm(l; 5
grades of oil, filters and their relative No [ N . A
benefits? 0 flede JS il 45
YES i Vs .
4| 11. Did he offer the waiting area to you? ‘NO E ?: FTY Ad e 4 syl elle e o 11 |4
12. Did the staff thank you as you were YES B et a .
4 leaving? No [ g Tl Ly S Gyl 6 s 12 (4
3. APPEARANCE AND BEHAVIOR OF STAFF S shy Cpilh gall jglia 3
Scores Critical Areas sl ¥l PR ]
| A=
3 13. Z\rllzsﬁt(:??umform of the attendant neat NO D Y 9L ey Gl el Gl Gl oS s 13 (3
NA [ gy
ves X st o
14. Was the attendant wearing visible ey Ay (55 59 3 9a sall il sall S Ja 14
3 Nno [ y . 3
nametag? S a5 sl Lgale
N/A E o R . {6\ NN a\:}\;&s\ >
YES [ =
3| 15 Was he able to communicate with no [] y &e deal sl e 108 Gala sl S Ja 15 3
customer? sl
NA [ sy
YES p
4| 16. Was staff courteous / friendly? Nno [ y Slakal/ls sy cabgall S Ja 16 | 4
va [ sy
4. SERVICE el 4
Scores Critical Areas Bt 2¥Laalt Ltai
2 : 23S f Cayad 3aailly b 5al G Ja 17
17. Did attendant check whether you need ~ YES [ oo TR u)’d o fd ¢
3 h lete oil chanae? G omd ol Gyl Ay Zlss s Ll 3
op up or complete oil change? no [ v el
5| 18. Did attendant check with you whether ~ YES ax S ) L olie il gl Giad Ja 18 3
only oil is to be changed or oil with filter? Nno [ ) € alal 5y 3l ol Jads oy 3l g
19. Did he check using gauge the quantity ~ YES o plaiuly Sy 3l S ste iy b gl o8 Ja 19
3 required to be topped up and informed i Al w3 eSS I Gl sl 3
you? Nno [0y Sellly il 5 Lol
O Cu il (e @8l Gala gl LB da 20
3| 20 Did the attendant check for oil leakages YES e I\)_S‘J)’;/;J:L.U:J A e ,ﬁj e 3
under your car from filter and drain bolt? Nno [ y " tcy
3| 21. Did the attendant drain the used oil Yes Dg & el 3l S i Gl sall B8 Ja 21 3
completely from your car? Nno [ ¥ el i (e
2| 22. Did he ask whether you want the engine  YES o A el de v s o @lila da 22 5
to be flushed and did it if you agreed? no [ ) il go Jla 3 iy
3| 23. Did the attendant fill the correct grade as  YES K o Gl A e B Alal cila sl JE s 23 3
you requested? No [ y fleidh Al dapmiall
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3 +
Scores Critical Areas L) caal) Jlasy
24. Did he request you to start engine and YES PRSI PRE JWON (95 PR T of e el & 24
3 leave it running for one and a half PN (’,M Lzl idt; . 3
minutes? no [ ¥ fhiaiy 48 daal Jpuldl «*
;< 48 je /A sabia of (e calasall S da 25
25. Did the attendant ensure that the carter ~ YES - PP 1o e § Taem 455
3 bolt is tightened and there are no leaks? Ol 4l LS (A o Rl 3
9 “no O Sy 30
26. Did attendant carry out the following Alaall Clba saidll ol jals Calagall 8 s 26
complimentary checks: Al
YES A
31a. Battery Water top up Nno [ b Al ele il 31a.
va [ sdyy
YES pad
31b. Coolant Water top up no O v coolant/s i sladilal 31D,
wa [ ahyy
YES - V148 jadl JiU jlea ) il
31¢. Auto Transmission Fluid top up no O ¥ IS "Lﬂf‘ i :::x\' 3te.
nva [ adyy (05t )
ves 4w
31d. Brake Fluid top up no OO Y doill cusiilal 34d.
va [ adby
YES asd
31e. Gear Oil top up no [ Y ol mllcys il 31e,
va O sy
ves B4
31f.  Air filter cleaning no [ y dlpel ek 31f,
Na [ sdiy
ves X
31g. Wiper Water top up no [ N el clabiud ola dil| 31g.
nva O sy
YES pad
31h. Clean engine using air gun no O ¥ elsed) Qe pladiuly o jaddl e 31h.
nA [ sy
ves X c T )
3| 27. Were any of your questions related to ] ?: Adlatial) il e o) (Je WY @i da 27 3
lube change answered? NO S M e Agdaay
nva [ by
. . ) . ves X ax Ne e Beale pia g calsgall JE o 28
3 28. Did the staff place the mileage sticker in NO D N b Leinlsd 3l AlLusall /) jia LI 3
the car 7 o
na [ sy 5 sl
YES al
41| 29. Were you offered a receipt voluntarily? No [] ¥ Sbial Al deasdlde (mye Ja 29 |4
nva [ asiy
5.  REST ROOMS AND MOSQUE tanwaally (alaad) feud 8) dal M i g 5
Scores Critical Areas Ll SVl Jalailt
3 YES ; 3
30a. Were they adequately stocked with all 0 P’: 4y pall Cile Jluall wians 5 jeae il Ja 304
necessary supplies such as soap? NO e gball Jia
NnAa [ gsy =

Lube change.doc




4 +
Scores Critical Areas Bl c¥aal) Jalad
_ YES L o
30b. Were they adequately stocked with all O 4 Aol e laal arens 8 jeae <iilS Ja 30b
necessary supplies such as toilet tissue? NO ‘ Coall 3l (399 Jia
NnA O] gy
30c. Were they adequately stocked with all YES i sl il il G b eaa S a.30c
necessary supplies such as paper towels? NO I:l ¥ 048, ol CAdliall Jia
(paper towels are not required where fully Gliine 45 aic ygllha e 33l adliall)
operational hand dryers exist) NA [ gy (R
7 : PR8I Jdaall cals
31a. Were sinks clean? YES (o o ‘"y,fj:_by;_f 'lsdT'(31a
require comment when marked ‘No’ no [ ¥ (Gl SN CLS A el )
NvA [ gy
2 : ik U dl ks
31b. Were mirrors clean? YES px Ll B ‘:Iyra 'LsdT'l'31b
require comment when marked ‘No’ Nno [ ¥ gl o2 el SR
NA [ gy
3 faidas 5ol Cilida e S
31c. Were hand dryers clean? YES [ o g - ‘ééf,\é{ﬁ L;Y|uj 'tsdf' “31C
3 require comment when marked ‘No’ no [ b TPES\e 2 a~ A 3
na [ gy SPze L) Lehy
¥ : Ak ) plall cilisle cuil
31d. Were dispensers clean? YEs L3 i . J::Il o 'IYI:_;.I{AY;_‘:‘ .LSJT-J\'SM
require comment when marked ‘No’ no [ b (G A S )
NA [T gy
YES pas
31e. Were toilets and urinals clean? Nno [ N faadas Jul LSl s Ja 31e
NA [ gy
X ; faddas ol Y1 culg
32a. Were doors clean? YES P il —"Y"vL)l;\j\uj ,LSJT.A"323
require comment when marked ‘No’ no [ b ol el ARl
na [ sy
ves ¥
32b. Were walls clean? no O ¥ il el i€ s 32b
NnA [ gy y
ves B
32c. Were ceiling clean? Nno [ y Salsi il S s 32¢
NA [ sy
vEs A
2 | 32d. Were vents clean? Nno [ Y fagdas Ml culs Ja 329 | 2
NA [ gy
32e. Were floors clean? YES g prd o gl ?%"?kuzf\l]ﬁét‘,%e
require comment when marked ‘No’ no [ Yy Gt i -
na [ gy
YES a2
32f. Were baseboards clean? Nno O ¥ Ak saelill & o [liall ) 5 culS Ja  32f
nA O gy
YES X
32g. Were grout clean? Nno [ ¥ Sk LI oS Ja 329
nva [ gy
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Scores Critical Areas Al c¥laalt Jaladh
YES
33a. Were trash containers clean? no O N S Aaladll Cby s cilS Ja 333
NA [ aby

33b. Were trash containers not overflowing? NO D N

YEs K s

flualld e Adaill clyla cilS Ja .33b

NA [ iy
YES pi L )
2 34. Was the restroom smelling clean & no [ N Gl sy Adinia g Aislas pleall Aail ) il Ja 34
fresh (without any offensive odor)? aleall B Agy S Aadl
NA [ gy
; s Alaadl b Gl i) goes cail€ Ja
35. Were all the facilities inside the ves (1 o o e e e 0, 35
restroom in good working condition? o N e
2 require comment when marked ‘No’ no [ ¥ g sl (e on MY ALY s 1)
NA [ abiy
3 €(5) Caadas dawall deld ol e S
36. Was the Mosque premises clean? YES m e (b). };\n ) ..:; LL‘Y%\LF'Q\S%: 36
2 require comment when marked ‘No’ NO D ¥ ok A
NA [ ey
Comments: slaadlalf / galasl
R ~
e-&\ 17y S pd) ')— 8
) \ \
FOR OFFICE USE ONLY Jadd Ligall eiﬂw\!
Agesall AL Lisl Jed sl . .
o, 2 . 3
f ACTUAL SCORE | MAXiMum | Evaluation: P

Approach and Cleanliness

Lalail 5 o ,EY)

Greetings and Initial Checks

V) Sl y a3

Appearance and Behavior of

Staff il gl gl s jedae
Service sl
Cleanliness - Restroom and Gilalaall — ddlail)
Mosque Sl 5
TOTAL £ gaxall
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SERIAL NO.

i Tele 0 la

Lube Express ! ol Jus doas 9

Invoice 5,5—L8 Cilylol

! station ame@.;g.‘ ...... 9&.?%\‘ | I <l Invoice No. Emarat
[Stt N ‘sl ol | Nq}ggs\ o

Station Q&%&"t X0l il Daﬁx .\ auta Plate No W.,_,Er i,
0ustom§%NameM'V &\.— L\ M?Jp-m! Mileage: =2 q b\'\ %‘k\" ,...a;

Customer Tel: QR ”"'\Q-‘ 3\6 Q*Q”M ‘Jeesll st Time In:.. \Q‘ -Q,Q., ’S-U JRYH IO

Vehicle Make & Model:-£5.:.... M\@% lWL ........... 45,11 g5 fin Time Out: 14 N K .

# felaasdl LUl daa gl yaw £ saxall
" Services Quantity Unit Price " Total
/ Flushing Qi aaall ) Cialiis t
Engine Oil Change eyl ) Jpasd (4 g Q
) Qil Filter Change 2l Al Jas =
Top-Up: Brake & Clutch Fluid - DOT 4 GRESSaal Bl Adlca)
Automatic Transmission Fluid - Dexon 11D A ,all i e Sl
Gear Oil/Differential Oil DG g 530 211 f g il * FREE Glaa* |, - o
Power Steering Oil Reservoir Sl il Gl )y
Radiater Coolant BY- PRI ORI * FREE Lilaa®
Battery Water/Terminal Loy ' LooUal ol ’ * FREE Lilaa® B
Windscreen Washer Reservoir £la sl Cadais Glha Jil * FREE Uilaa®
Tyre Pressure Checked & . S LY ya s * FREE Lilaat
Air Filter Cleaned ol als Lond * FREE Lilaa®
Drain Plug/Washer Checked glasl slowle sani * FREE Lilaa*
Check the condition of all belts L5 Y1 TS aad * FREE Cilaat
Check all Rubber Hoses : bl sl all 26lS ond * FREE Uitaa®
Car Wash: Full Wash/Body Wash 2ol S [JoS Sk 1 il Lonn Py
Service Charge [N ( j ; ’
; AN
remarts Grand Tota KED \ \

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

EE&- D ﬁ ‘
M.s_ilulbd.e.:)lgg-al-asu).on)g.hu j‘rﬂn :L\l ) B> AJLs\,ﬁ Syl ceolzanf a4l 1 &\ —~

Customer Signatufe Jocell zoiss
»  *Below 500 m! Free Lo J4/500 o i *
Thank you for visiting Lube Express Ayl cupll bas doas oSG0y T,.L...‘

A Y5BICad Bl
! Mlleage<=?pt+(3()\8 ............................................. gl Invoice No.

32

Vehicle Make & Model: ..o S g o Plate No. C\\%\

) A- [JSmall Vehicle D/& 1! ' Circle damages and scratches !
B - [34WD & Mini Bus O OHEiter = & :
C - I3 Ton Pickup U Manual Wash 2 £ :
D-[J35t05.5Ton Pickup & Coaster Bus || [] Steam Wash ;
E - [J6to 8 Ton Pickup 0O Engine Flushing || 2 & |
F - [JCement Mixture Truck [J Power Synth & S '
G - [OBig Bus O Other '
H - O Fork Lift e &

I - O Motor Cycle - s
J - [ Other If no damages or scratches tick the box ]

Remarks:







