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PROJECT: ELARA - Lube Change

SERIAL NO.

s

710 2

40N
Pan Arab Research Center v

Ef—'bw Emarat [ O aws Eppco / Enoc | [ @59 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
/< a Name Number Name Number | Name Number
3 tnichel |
Gender Height Built Bpectacles Beard | Mustache] Ethnic Groups
Ml F JTIM]S|TIMTIF [Yes[No [Yes | No | Yes | No [Indian [Pakistani[Filipino [Expat. Arabs] Others:
NOODOOoOxmOORROROK ® O O O O
EMIRATE “ézztlz'n“ Abu Dhabi |  Dubai Sharjah Al Ain g’:;‘a:: Aman | fRasM | Fujairan
SITE ID Month Date Amount {Dhs) # of vehicles i of staff Time in Time out
iz lclol \[O]o[xlipel =] 9|3 | olYy Foold12
07:00- ‘ 10:01- | 13:01- | 17:01- | 20:01- Saturday l Sunday] Monday ] Tuesday [Wednesdayl Thursday [ Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
vt T O O 0 vst | [0 O O O O O
1. APPROACH AND CLEANLINESS U PRURCy (I
Scores Critical Areas Aaludl) clawll Jalail

1. Was there proper sign to the Lube

ves K

?’:mshaxm@\ﬂ_\,xemo\s& 1

changing bay? No O Sy M s
nva O sdoy
. ves [
3 2. X\:;;ntihzzcliu?be changing area clean and NO D Y A ey Aidi cy 3l et Akl calS ds 2|3
na [ sy
ves [ . . o
4|8 Was there any oil leaking and falingon g slede fyscuill s gl dlia gls s 3 4
to the floor of the lube bay ? % S s Aidaia & (Y
na O sy i
ves i m
2| 4. Were the waiting area and table clean?  NO |:] b Chaadny ad Uall g UtV Ashie cilS a4 2
na O sy
5 Was e television in the wail ves [
2|5 W(?rii;ge?te evision in the waiting room NO D N ¢ ) 5 2 S Jng ¢y 52 880 S Q512
A B gy
vEs )] = . .
6. Was the board displaying complimentary ] Aald lgle pelas Al da sl oS ds 6
services neat and clean? Ciailad g A e Agilaall ileadd)
wA [ sy
2. GREETINGS AND INITIAL CHECKS S GV Sl g a2
Scores Critical Areas Al YLl Ll
3| 7. Was there any delay in approaching ves [ o i/l il 3 el gl dla S s 7 3
customers? NO y el gas Cala gl
8. Were you greeted in a friendly manner ~ YES ¥ pad Gl Ly Al s il 5 da 8
(pleasant feeling)? NO D y ¢ (z e
S bk galt & g a8 ela Y 1)
5| If no, please describe behavior: Was it < :3: le . jj{; yf A 5
arrogant, without any expression, normal ‘S ¢ Oe Ji el :-h‘:“
etc.....
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Scores Critical Areas L ¥l Jat&sly
9. Did he guide your vehicle for positioning YES ; Liall S 1 ol s ol el LG Ja

3 at the stopper and asked you to switch EI = :‘“ “f 0. ‘ﬂjém ;ib j h}j\ ¢ ay 9 3

the engine off? Nno [] ¥ el ki o Al
10. When asked by customer, was the v , S s crandl e Calh el s Laic 10
attendant knowledgeable of different YES p u,-’bu‘ . .'\ . :A \}.‘9 . j“

5 g g . . u}ldjuﬁ)]u.))/&yli_du.q?&; 5
grades of ail, filters and their relative No [ v o n
benefits? leda JS Xl s g

YES 4] : i
4| 11. Did he offer the waiting area to you? NO ?: § oyl 4d e OBV dlle base da 11 14
12. Did the staff thank you as you were YES i ¢ s i€ Lo @ S alh ol LG
4 leaving? NO D q .JJLM;\.\S\.«*\JJ\S..».)&_«L}A ddde 1214
3. APPEARANCE AND BEHAVIOR OF STAFF (eSS sl Cpili gall e 3
Scores Critical Areas Al ol PA ]
YES K]

3 13. Z\rllzsﬁt:;?umform of the attendant neat NO D Y Gy Gl el Gl Gl S b 13 (3
NA [ gy
YES px .. .

3| 14. Was the attendant wearing visible NO %] g ey A8y (o 5y 3 a sl Calaall IS b 14 3

nametag? - $ s 99 4l Logle
A [ sy CON AN
YES pxi .
15. Was he able to communicate with m o el il e 108 ol sl S s 15
3 customer? no [ K Sosll 3
NA [ ssuy
vEs Al

4| 16. Was staff courteous / friendly? No [ Y ekl g5 Calagal S s 16 [ 4

va [ ey

4. SERVICE el 4

Scores  Critical Areas | T lgawm T T

; 2SO o Gl el gall JE s 17
17. Did attendant check whether you need YES M = \—u u uJM‘ Sa . M}‘J f‘

3 t lete oil ch " QQJHJE\;QJ\MLQ}!GLA::)L_-J\ 3
op up or complete oil change” no [ LSl

3| 18. Did attendant check with you whether ~ YES X pri LA S Led e Cala gl 383 Ja 18 3
only oil is to be changed or oil with filter? yg 'l y CoaN 5y 3 ol dads ey 3 s

19. Did he check using gauge the quantity ~ YES Kl o ehaaialy o 3 5 sis bty i gall JE 19

3 required to be topped up and informed i Al Al I ol i) 3

you? No [] ¥ Sellly lali 5 L)
YES W] s 0o Dol e (e a1 O 20

3 20. Did the attendant check for oil leakages YES m i huig;f\i il o}liju;.‘ 3
under your car from filter and drain bolt? no [ IRy A o3

3| 21. Did the attendant drain the used oil YES m e Sl 3l S i i gl 8 s 21 3
completely from your car? No [ N Pli Hlow (e

2| 22. Did he ask whether you want the engine  YES & A by el aall dae yp S gl dile Ja 22 5
to be flushed and did it if you agreed? no O ¥ fuliadl oo Jla EREIAY

| 23. Did the attendant fill the correct grade as  YES Pl ax Sl da /g 5 Adlal Cala sall W6 o 23 3
you requested? no O v el Al damall
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Scores Critical Areas Tl ¥ laall Jasih
24. Did he request you to startengineand  ygs [l ol Ay el ey o585 of e clla Ja 24
3 leave it running for one and a half S an« i badd Lkl s 3
minutes? no O b fuai s 483 el il «*
el A /Al g o e s SE s 25
25. Did the attendant ensure that the carter YES E - JX- )j . 1o L . P
3 bolt is tightened and there leaks? il lin el il e g Tasm A3 3
olt is tightened and there are no leaks? o [7] N eyl
26. Did attendant carry out the following Lilaall il gauill o) by cabasall B Ja .26
complimentary checks: sl
ves K1 =
31a. Battery Water top up NO D N Ao Ul ole 48l 31a.
na [ sduy
ves Kl
31b. Coolant Water top up NQ O b} coolant/s el sle A8z 31b.
na [ sy
ves I o~
PAS jall i Sles <y ddlal
31c. Auto Transmission Fluid top up NO D b R )LQ.A' )M i 31c.
(Orssansit i)
na [ sy
ves ]
31d. Brake Fluid top up no O ¥ dolill cyshilal 31d.
wa O sy
ves X
31e. Gear Oil top up no [ ¥ ool mlcy; a3
va [ sy
ves 1
31f.  Air filter cleaning no [ ¥ el gleakn 3F,
na [ sy
ves X1
31g. Wiper Water top up NO |:| ¥ zla M sl cla ddl) 31g.
na [ iy
ves ]
31h. Clean engine using air gun no [ Y el e sl o paall Cal 31h.
na L] by
ves X e s .
5| 27. Were any of your questions related to O ?’; Adlaid) il e o) e WY s ds 27 3
lube change answered? NO Sy 1 e dleny
na [ sy
3 28. aléi (t:t;? ;taff place the mileage sticker in NO m q o e L A ALl [l sia 5Ll 3
NA [ shyy EP R
ves Bl
41 29. Were you offered a receipt voluntarily? ~ NO D ¥ el al WDl Jua s e a pe da 2914
na O sy J
5.  REST ROOMS AND MOSQUE aaall  (alaad) foull 55) Aal g L5
Scores Critical Areas At ciilaal) PATH]
3 YES i
30a. Were they adequately stocked with all % e:: Ay g peall e jlieall pang 8 eae S Ja30a
necessary supplies such as soap? NO ¢ sal) Jia
na O gy —
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Scores Critical Areas Tl Yl Lalgily
, YES T o
30b. Were they adequately stocked with all O y A3 el e Sl pany 3 jene il Ja 30b
necessary supplies such as toilet tissue? NO Sallsill (3594 Jie
NA [ sy
30c. Were they adequately stocked with all ves [] g Aol Gl il gueas 3 e <l b 30¢

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

operational hand dryers exist)

no OOy
NA B sy

SR8, o) CiLial) Jie
Cliiae 55 vie 4ygllas e 48 0 Cailiall)
(&Y

31a. Were sinks clean? YES m pri . Faks d:"u‘ HJLS d‘. 31a
require comment when marked ‘No’ NO D ¥ o sl om MY Yl cas 1y
NA [ gy
31b. Were mirrors clean? YES i L. ik %‘)A‘ uﬂs dA. -31b
require comment when marked ‘No’ no [ ¥ cl sl o YT ey S 1y
NA [ sbyy
31¢c. Were hand dryers clean? YES & P . vm s uum uﬂs d“ 31c
3 require comment when marked ‘No’ no O ¥ sl o MY Alay) il 1y
NA [ gy
31d. Were dispensers clean? YESﬁ pri om Osieal Q,ufsu u‘s d‘. 31d
require comment when marked ‘No’ no [ ¥ Gl o MY ey il 1y
NA [T sy
YES g pas
31e. Were toilets and urinals clean? NO ¥ faglas Joall 840 il Ja 31e
NA [ gy
32a. Were doors clean? YES pud - el ;':‘)M wLS JA- 322
require comment when marked ‘No’ no [ ¥ Gl om o Y ALY cals 1y
, NA [ Guyy
ves A
32b. Were walls clean? no [ Y fddas el CilS o 32p
Nna [ gy
ves Kl .
32c. Were ceiling clean? Nno [ ¥ fead il S s 32¢
A [ gy
ves Ml =
2| 32d. Were vents clean? no [ ¥ vaida MUl g s 32
na [ gy
32e. Were floors clean? YES m e . Fak ,d’h...aﬂ‘ w‘s JA. 32e
require comment when marked ‘No' no [ ¥ Tl oa o MY ALY s 1)
Na [ gy
YES ps
32f. Were baseboards clean? Nno [ Y et sac il o ) /Lailall 5 wilS s 32f
na [ gy
YES o
32g. Were grout clean? no [ ¥ o LI OIS s 32g
NvA [ gy
4
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Scores Critical Areas Gy claall Jal&sl
ves K]
33a. Were trash containers clean? Nno [ Yy fhala; dalaall iy gl S s 33a
5 NA [ Gy 5
YES Bl
33b. Were trash containers not overflowing? NO O ¥ Thuaili e daladll cilsla <alS Ja .33b
NA [ iy
YES o .
9 34. Was the restroom smelling clean & no [ N st ) Rlinie y Ailai plesd) 3a3) ) QS Ja 34 9
fresh (without any offensive odor)? f(alandl 3 Agy S Anal
NA [ adiy
21 o st fl i el e iiS 35
35. Were all the facilities inside the YES p i e s,
restroom in good working condition? . o T
2 require comment when marked ‘No’ no O v sl o YT ALY QIS 2
NA [ ey
5 £(5) ik dnwddl AclE gl e (IS
36. Was the Mosque premises clean? YES D i ( ), );“ i ,,;i utﬁuksﬁ .36
2 require comment when marked ‘No’ no [0 0y T > el e 2
| NA PR iy
Comments: sctBadall [ daledll
FOR OFFICE USE ONLY Jadd aall @\M' o
ORI ET LA e il .
) ? P L
& ACTUAL SCORE | _ MAXIMUM | - 2iuation: el
Approach and Cleanliness adtaill 5 ooy 1
Greetings and Initial Checks AW Sl s s il 12
Appearance and Behavior of il ol 3 L
Staff G sl sbs a3
Service sl (4
Cleanliness - Restroom and Slaleall — A3kl |
Mosque davecall g
TOTAL § saxall
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B Invoice &)l |

il gl s deas

Lllo/

Station Name: ...... WKFA(W D \\‘ AM e sidaoudl gt Invoice No. 4 48755 Emarat
-3492630 o&\WUL , 9824 . )
Statlon Tel: . nitricdeeesemnsesessseese &.ha.l’ .a.»La Date: i Feylid) Plate No. d>gldl i,
AL e ‘ N
Customer Name /f ( PA h 'J...a.:_" (@l Mileage" / /37 % / . 1f0gl S
. a Lo - .
Customer Tel: . z ?0 IS 899( J--c.i.” <iils Time In: ........... ¢ " s Sy ST
' 76 e - (’oztoc A LN e ]
Veh:cle Make & Model » A} o 4..5,.11 &,.., b-.aa Tme Out - 1Sl @b gy
: el TN P e Aol | ool y2 Eoandl
g . . Services , : _ - | Quantity | Unit Price Total
Engine Oit - - =io7 . . " ehanged /)ﬁ doadi ey | €7 T 53
Oil Filter : T Changed Er e S / A D
Engine Flushing'!-> - ¢ ~& # "o . - [] Done ) e paall il )
Top-Up: Brake & Clutch Fluud DOT4 E’Done |Gl il i
Automatic Transmission Fiuid — ~Dexon lID Y3 Done : ) ) 4S5l Ji jlea Sl
Gear/Differential Oil - ~[JDone  ~ ' Al e gl
|Power Steering Oil Reservoir | one ' - Sl et il A o
_ | Radiator Coolant : Neone - e st s i
Water/Terminal {_] Checked - Battery [ Replaced ’ ] e Tyl pand | - -
* |Windscreen Water EJ/Cﬁecked Wiper -[-] Replaced . : Lty okl bl Gadisgha s | . il
Tyre Pressure R - [ JChecked . L WYl es ek
Air Filter Q/Cleaned R .Replaced N R BT e arnaly Coelaelluale | ey RN ] i
10l Drain Plug ~ [G-Checked - Washerg,ehecked O Fieplaced - el e bl and | :
Condition of all. belts & Hoses - - ... - Checked .. .. =+ . ooy bl b lall/iea | o ot et
Car Wash: [ ] Full Wash [l Body Wash. [:] Steam Wash ,uwm 1:[ - J\a [ D ol o D il Losn _
Service Charge R T R i N +iy
Others - sl T o
_ M Didcount: | AEDG
u.njl_.uw;_Ul,,a\_,s«_.,.xul_.umuuw,mul_m,msﬁnumlm ‘ «_r"é‘-??‘c; : l' AED /4 - .
I have received the vehicle i good conditlon as per the servnce specifled in the job card. ) rand Tota —%
- / AR '
Lube Express In-charge Signature ] 4.4.\;. JQQ-IM &.39.. - Reg No. ...l &d ... Customer Signature f.osJ! &-39-:
*Below 500 mi Free L : » : o Litono o 500 o0 N A
Thank you for vnsutmg-qug Expregs . : . _ ' Apisadl il fyas doxs @S5t {55







