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PROJECT : ELARA (Lube Change -~ FINAL 2012)

PROJECT: ELARA - Lube Change

V

SERIAL NO.

7/0 1

A
Pan Arab Research Center &

+

X =i Emarat 10 s Eppco / Enoc / O ¢ Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
b6 [ Zdsa ool [2ac®  [deol [No wene Dbdlore |
Gender Height Built Bpectaclesl Beard | Mustache] Ethnic Groups
TIM [S [T M F |Yes| No|Yes] No|Yes] No |indian [Pakistani[Filipino [Expat. Arabs[ Others:
IZIDEIEIDDDIZIEIIDIZDD O O
EMIRATE V;zztli:‘" AbuDhabi |  Dubai Sharjah Al Ain lé'l‘:;"aﬁ" Aman | R3A 1 Fyjairan
n O O X O O O J O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
gl ilc] ©13 i3 |84 |oo ol2 o |3 -t P=S$
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday | Monday ] Tuesday lWednesday] Thursday [ Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAYOF
VISIT K] ] O ] ] visit | [ O O O O O
1. APPROACH AND CLEANLINESS ABUALY g i BYY 1
Scores Critical Areas Aol eyl hiai
YES ¥/ o . . . .
1. Was there proper sign to the Lube no [ q dihie e AVl dsnlydad dlia gl da 1
changing bay? e s
na [ ghiy
. YES o
3 2. \ol\ﬁg:nt;z(lj%be changing area clean and NO D SR ey Ay s dilie i€ o 2(3
va [ ey
ves [0 = . ‘
4 3.  Was there any oil leaking and falling on NO E N e 4o Byl s gl dllia K da 3 4
to the floor of the lube bay ? 0y i1yt dilaie A Y
na [ shay ]
vEs ] e
2| 4. Were the waiting area and table clean? NO [] N Sagyly Al Ually jUsiWl Addate S Ja 412
va D sy
o N ves [X] o
5|5 woiii;hge?te|ev13|on in the waiing room o [ ¥ W A e Adenondill S s 52
v O sy
ves M m e -
6. Was the board displaying complimentary .y ] q Al e pelas s lcdls s 6
services neat and clean? Caalas g 4 je dutaall Cileaall
na [ amsy
2. GREETINGS AND INITIAL CHECKS A Y clsndall g qua Al 2
Scores Critical Areas Fulad ¥l Jatail
3| 7. Was there any delay in approaching ves [] p PRI SEENCRPIRE T S " ¢ 3
customers? Nno D4 ¥ Sl e Cals gl
8. Were you greeted in a friendly manner ~ YES D bl Ads Ak dha i ds 8
° (pleasant feeling)? No [ Yy (g oie
S otk gall G gla Can g a8 tla ) Y 1)
51 If no, please describe behavior: Was it Lj e . \_:;l ﬁl ﬁﬁ B 5
arrogant, wnthout any expression, normal & o QR U= ) .um-u. 4
etc..... €.
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Scores Critical Areas Ll Lol PATH]
9. Did he guide your vehicle for positioning  ygg [ ; Ll Gl Sals L Gl ol 6
3 at the stopper and asked you to switch R ::. ﬁ 4 L"J&:JL . ijl ?.L.:h 9 3
the engine off? Nno [ ¥ Il il =iy 5 bl Galayy
10. When asked by customer, was the ; S Ja el (e il gall S Lorie
5 attendant knowledgeable of different YES m i :tﬂi!l & ‘ )‘X_i dﬁ: / ‘}.Tl I}w e 10 5
grades of ofl, filters and their relative no [J g S = aal<dl ? e
benefits? fleia JS 21l g8
YES i .. .
41 11. Did he offer the waiting area to you? NO II%] ?: SR dd je d jUssyl elle vae da 114
4| 12. Did the staff thank you as you were Yes [X] px € )33 S Ly S Galipall W5 Ja 12 |4
leaving? No [J y =S ¢ :
3. APPEARANCE AND BEHAVIOR OF STAFF ;H.SJL@ Coudl galt e 3
Scores Critical Areas Tl el Lal
_ YES [x]
3 13. xzsti?;)umform of the attendant neat NO D Y9G e Gl enlal) Gl sl Gl S Ja 13 (3
NnA [ sy
YES [] ; B
14. Was the attendant wearing visible = oaay A8y (65 3y 3 g sall Cala gl S o 14
3 No X ¥ . 3
nametag? - S e w?@&j
N/A F9Y Mo viovne bDeokove . (12
YES o ) N
15. Was he able to communicate with &e deal gl e 1508 Gl gl S Ja 15
3 Nno [ ¥ - 3
customer? SOl
NA [ sy
YES [ =
4| 16. Was staff courteous / friendly? Ne [J Y flaal/la o5 Cals sl S Ja 16 | 4
VA [ skny
4, SERVICE daddll 4
Scores Critical Areass T C Raddeved T maw
; S Of Bl cals gall L8y g
17. Did attendant check whether you need YES @ i . uuf_d PP }A f 7
3 top up or complete oil change? "“f.)_)f:?‘*-'ﬁiuﬂ‘)n‘ﬁ\-mzycl_\ua)w\ 3
Op up omple change NO D N f sl
3| 18. Did attendant check with you whether Yes [X] pxd 2R S 1Y Lag olie Cala gt 3825 Ja 18 3
only oil is to be changed or oil with filter? No [ N 9 yilal) 5 oy 5 ?i BV LTI (Ve
19. Did he check using gauge the quantity ~ YES ard el Sl (6 glse Gy il sl JE s 19
3 required to be topped up and informed e el ol A N e aill sl 3
you? No [ b] Sl il L)
00 i G e Gl Gl i G
3| 20. Did the attendant check for oil leakages ~ YES !z e u:j 7\);“1:‘ )-;m;' ) Dﬁ?‘ ;i 20 3
under your car from filter and drain bolt? No [J N s oA SR
Sy 3l
3| 21. Did the attendant drain the used oil YES B Janieadl 3l JS i Cala gl A8 Ja 21 3
completely from your car? No [ Y el s (e
2| 22 Did he ask whether you want the engine ~ YES E A Ay el e e g el s 22 5
to be flushed and did it if you agreed? no [ y i o Jla b Sl
3| 23. Did the attendant fill the correct grade as  YES [X] axd Sl da g 5 Al Calisall W8 23 3
you requested? no [ y Mk Al daaial)
2
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Scores Critical Areas Al ciflaall Ja\gitt
3| e o neand st - YES ATy el il o8 0 e b 08 24
minutes? no [ Y Siaal s Ao add gl Al 8
3 25. Did t.he'attendant ensure that the carter YES m p ui;);fﬁ:ajl ﬁ;k jfli;i 25 3
bolt is tightened and there are no leaks? no [ y j i T "C-\-uﬂ
26. Did attendant carry out the following Lol Clia gaill o) b alasall & s 26
complimentary checks: R
ves B
31a. Battery Water top up no [OJ Y il il 31a.
na [ iy
ves X a
31b. Coolant Water top up NO D ¥ coolant/a sl ela Aélial 31b.
N O sy
ves L] =~ N
31c. Auto Transmission Flidtopup N0 1§ &S J‘ZA e “f:"; 3te.
na X abuy o
YES X o
31d. Brake Fluid top up no O b Jal il <y j Adlal 31d.
A [ sy
ves IXI
31e. Gear Oil top up no [ Y ool [l iila) 3te.
va O abuy
Yes [X]
31f.  Air filter cleaning no O ¥ clpedl ik 31,
va [ assy
YES a
31g. Wiper Water top up no [ y o Sl alual ols Ll 31g.
nva O gmuy
ves
31h. Clean engine using air gun Nno [ Y ehsell Getuna ol o el Caglais 31h.
NA [ sk
3|27 Wereany of your questions related to ;Iés % ?: dalaiall clilind G gl u,—‘-c af.‘é}" L-w d 27 3
lube change answered? Sl 3 el Aalaxg
na O by
3 28. E]is g;i ?staff place the mileage sticker in :ES ?’; Jmemﬁiﬂlﬁﬁ;ﬁ 28 3
A [ ki £
ves X _
4| 29. Were you offered a receipt voluntarily?  NO 1 ¥ NEREEN P Gagelle me b 29 |4
na [ sy
5.  REST ROOMS AND MOSQUE savell g (plaall fell 55) Aad g 5
Scores Critical Areas Ageabuall) YLl Jataal
30a. Were they adequately stocked withaall VES % ™ A5l ile Hliwall arens 8 jeae S Ja 302 3
necessary supplies such as soap? NO ¥ sl Jie
va O sy =
3
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Scores Critical Areas Tl ¥l Lai
YES i .
30b. Were they adequately stocked with all NO % “: 43 peal) e el a5 jeae cilS Ja 30D
necessary supplies such as toilet tissue? Sl il (399 Jia
Nna [ sy
30c. Were they adequately stocked with all ves [] pad Al clajldl & B eas S s 30
necessary supplies such as paper towels? no [ ¥ P48, o) Cidliall Jie
(paper towels are not required where fully Glédae 858 die 4 llaa ye 48,0 adliall)
operational hand dryers exist) N/A Gby ¥ (A1
31a. Were sinks clean? YES E pad ol me;,‘,l:"td\ljr'uts{s% "313
require comment when marked ‘No’ Nno [ ¥ sl om MY Al calS 1y
NA [ gy
. (1’ . x.q - o
31b. Were mirrors clean? ves X o - al o l.""“:n "_‘flisdt."mb
require comment when marked ‘No’ no [ b Tl oy MY ey s 1y
NA [ Gbuy
31c. Were hand dryers clean? YES p . PT&J “5'\:?‘"“',“::‘ ‘u:«\SlSdT "310
3 require comment when marked ‘No’ Nno [ Yy gl o MY Ay s 1y
NA [T Gy
31d. Were dispensers clean? YES px m‘Lu u”‘“‘,,’g,ﬁ"ﬁ;ﬁ lSlSdT "31d
require comment when marked ‘No’ Nno [ b Al om o MY Ay a1y
NA [0 gy
YES o
31e. Were toilets and urinals clean? NO D Y $Aadn Joatll Sl il s 31
Nna [ gy
32a. Were doors clean? YES 'X] e Gl mﬁﬁ‘ff‘ IC-j'Lf-‘SJT.‘.32a
require comment when marked ‘No’ no [ ¥ ol on e MY Ly culs 1y
NA [ gy
YES o
32b. Were walls clean? no [ Y faadhi el culS Ja 32
Na [ gy
YES psd
32¢. Were ceiling clean? no [ ¥ fdali sl S Ua 326
NA [ gauy
YEs [
2| 32d. Were vents clean? No [ Y Tagudas Ml cails Ja 324
NA [ gy
32e. Were floors clean? YES prd ol vmﬂ?}.—h‘i&rﬁu\;‘:‘sze
require comment when marked ‘No' NO D ¥ gl o Sl s )
B vA O gy
ves ] o
32f. Were baseboards clean? Nno [ N i s W) - 5 fiadl ), 5 culS s 32f
na [ by
ves 4
32g. Were grout clean? no [J ¥ feuhi LGS s 329
i va [ gy N
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Scores Critical Areas Tl el Jatdil
YES pad
33a. Were trash containers clean? NO D ¥ fasdas ddadll iy gls S Ja 33a
NA [ @iy
2 " 2
YES a
33b. Were trash containers not overflowing? NO O ¥ $haild ye daladll cilysla calS Ja 33b
NA [ ssuy
YES pod o ]
2 34. Was the restroom smelling clean & no [ N sl Osn) Lsaitay Al leall dail ) <ilS s .34 2
fresh (without any offensive odor)? fplanl) 2 Ay S A
NA [ gy
; a3 alaall b il jugadll agan <ilS Ja 35
35. Were all the facilities inside the YES m - £ o= @A‘,:d&“
restroom in good working condition? . % e
2 require comment when marked ‘No’ no [ ¥ gl o2 MY laYl s ) 2
NA [ asuy
; 2(5) ki damanddl Al ol e o0S
36. Was the Mosque premises clean? ves [ o ( ). ,;Xl i ..:,::. aj_\ﬁﬁ\sﬁ 36
2 require comment when marked ‘No'  NO I G e i 2
N/A b Y
Comments: rclBadiall [ gudadlt

Al Py 5@ WY sl 2 cebad, 9 Jaked) Vodipr ) ) QD p

L Qe &yl

FOR OFFICE USE ONLY Ladd Cicall ?\.\wa’i
Aacall Jalall) Ll el asd) .
/) : Evaluation: 1ol
o ACTUAL SCORE MAXIMUM valuation P
Approach and Cleanliness dddaill 5 ol BV |1
Greetings and Initial Checks | #J5¥! ciSadill s cus 5l 2
Appearance and Behavior of il ol L
Staff Ol Bshas see 13
Service daadll 14
Cleantiness - Restroom and Glalealdl — adlaill 5
Mosque Asasall g
TOTAL € ganall
5 +
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UDE CAPIess

Ayt

SERIAL NO.

7

|
} iR Sr. No.

tation Name:

" Invoice 5;9—-31-5 .

R Vo

. :ddasli @l INVoice No.

| W

. llol
179161Em§tat

tauon-~Tel= . : f aita Date: ... l—s q’ \ 'lﬁ;w Plate N?_EL‘,
ustomer Name A\SS/ ma | Mileage: ..
ustomer 'Iﬁl - p ifffe In:
o - [ B DS PR vy N j
shicle Make & Model: == MM : 4..5,.11 &"9 TS  Time Out
b . o RS N A et e Pa it -
h‘glm Oit : ﬂ% - me dynall 0oty
“ Filter [m] g el 2l 2
Tgine Flushing— -~ ] Ooné—~" _~ dyaall il TN
sp-Up: Brake & Clutch Fuid —DOT4__[1Done~ 2 -~ r/———u-xxld-w&t- ] e
Htomatic Transmission Fluid — Dexon 1D el [ Jua Sl SIERS g
sar/Differential Oil- - one™~ " ) : - o ( = : e
ywer Steering Ol Reservoif ~ [Foone 7" “ T Shallabdiobaas | | ies
adiator Coolant —~ [ Done- ="~ o Ao el daort ke 7
ater/Terminal. D Checked T Lo\l and R =
ndacreen Water [] P s e :'\,, a3 150 JSlow : 3
re Pmssum' s Eﬁfeekod e LY olya and B
i, sl 0d: i i M HTAR R UM Mﬂ) -
lomgmg ekd Wa.sher [(}e ecked Dae’aoed el sme Bl pand e
lbena&Hosas - [}Checked:: . rr o ylelnall pylabyallfLaza ¥l s
\ rWE} Full Wash [] BoyWash E]SteamWash Juh.l.-slj w\s@[j&\:,\...[] Jpeid Lot i
rvlecCharge P Tasidl p oy SI¥ L3
1em'* C ol o bl e 2 R
s 3‘ s
W st ooty a LS Lplled) closall shif sny S0y Ula b ‘.,s,.u.uh..l.\.s '
erecelved the vehicle in good condition as per the service speclﬂed in the job card.

36 Express In-charge Signature cull deas- Jsjus geisd
slow 500 ml Free

ank you for visiting Lube Express
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