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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center g
Cdbhl Emarat [ O aws Eppco / Enoc ] 01 @ss Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
; .y i
lq Eamm Blad 3 £ 5M 5 2[(!&( (om\' Ceoul
Gender Height Built ISpectacled Beard Mustache] Ethnic Groups
M| F JT[M[S]T [MIF |Yes[NoJYes[No Yes | No | Indian [Pakistani[Filipino [Expat. Arabs] Others:
FOORODOEOORONOR K O O 0O O
Western . . . . Umm Al . Ras Al .
EMIRATE Region Abu Dhabi Dubai Sharjah Al Ain Quwain Ajman Khaimah Fujairah
SITE 1D Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
& bZplolu 21 V0o | ol2]oly 18oal8)
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday ] Monday I Tuesday |Wednesday] Thursday I Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
st el O O O 0O vt 0 O R | (] O O

1. APPROACH AND CLEANLINESS 48Ul g o Byl
Scores Critical Areas FERI AN POX | Ll
ves [ L - .
1. Was there proper sign to the Lube no [ : dshie e AVl dsaljdadalia gy 1
changing bay? o M sl
va O ssuy
. ves )
3 2. \é\:;:r:it;:(lj%be changing area clean and NO D Y TR e Akl i) i dikaie cilS Ja 2 (3
wa [ sy
ves O . . o
4|3 Wasthereany oil leaking and faling on 1\ 7] q Slede sl o gl s S a3 4
to the floor of the lube bay ? S M) uad dshaie 8 (Y]
na [ sy J
ves R
2| 4. Were the waiting area and table clean? NO O ¥ eaadn; Al ol g Uil dshie cilS Ja 4|2
NnA [ sy
N YEs id
. It ision i iti cegl Gd ok o
2 5 Woarii:]hge? elevision in the waiting room NO D y ¢ Uyl 46 3 Jan sl S v 5|2
na [ sy
YES o - -
6. Was the board displaying complimentary o ] g i lgle jedai Aldasll s s 6
services neat and clean? aglai g A pe Apilaall coleadl)
na O] sy
2. GREETINGS AND INITIAL CHECKS A Y il g cua i 2
Scores Critical Areas Ayt claall had
3| 7. Wasthere any delay in approaching ves [] pd i/l @l 8yl ol dia S ds 7 3
customers? NO ) Sonbll g cala gall
8. Were you greeted in a friendly manner ~ YES p el 358 b s Al 5 ds 8
(pleasant feeling)? No [ ¥ S (e
SIS il sall & glu Chim g1 o8 Slay (Y 1)
If no, please describe behavior: Was it © Jt tj:j . ’j; jxj TR 5
arrogant, without any expression, normal A o e N
etc..... ?---Cj‘
1 +
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Scores Critical Areas L) Lol Liail
9. Did he guide your vehicle for positioning  ygg R A il gl Stedali bbbl i da 9

3 at the stopper and asked you to switch 0l sl il o] e L« 3 ol ¢ e 183

the engine off? O ¥ el il a5 5 ) alary
10. When asked by customer, was the e S da idsanll (o Gl gl Jpas edie 10
attendant knowledgeable of different YES ‘shu L N }d e )

5 e . ) ul)alslbuﬁ)ﬂulé‘)a/&lyiuha.g?l; 5
grades of oil, filters and their relative NO D o A
benefits? Pleia JS X4

YES s .
4 11. Did he offer the waiting area to you? NO % ‘: FOUEYI A8 e & il elle e da 11 (4
12. Did the staff thank you as you were YES prd e e oenct s . .

4 leaving? NO D g .Jdb@i@cﬂ)&gg&}dleu& 12 14

3. APPEARANCE AND BEHAVIOR OF STAFF IPPJL“J Cadl galt #he 3

Scores Critical Areas Aol Lol Jalail

. YES pad
3 13. Z\rl’zsﬁgwf?umform of the attendant neat NO D Y P ey Gl enlall s sall ld S s 13 (3
vA [ sy
YES X i e .
14. Was the attendant wearing visible ey A8y (o 5 3 g sall il gl S b 14

3 Nno [ ¥ . 3

nametag? . . Sz s danl Lo
N/A E S50Y (Y Ceod e wove
YES [X px .
15. Was he able to communicate with & Gealsill o 1500 Cabasall (S Ja 15
3 customer? no [ Y fos 3
NA [ sy
ves X]
4 | 16. Was staff courteous / friendly? Nno [ y Slakal/lagny Calagall S Ja 16 | 4
NA [ sy N
4. SERVICE dail 4
Scores Critical Areas L) cftaalt Lataily |
: 28 o i saadlly ks P8 s 17
17. Did attendant check whether you need YES p~ L—u uu)fd P }A, ,?

3 ) lete oil chanae? ) opad ol Sl ALY Zlsd s Ll 3
op up or complete oil change? Nno [ y ¢ sl

3| 18. Did attendant check with you whether ~ YES pd A3 1 Led e Cali sl Bind s 18 3
only oil is to be changed or oil with filter? N 0 ) $ Al g <y 0 oF Jadd oy M s

19. Did he check using gauge the quantity ~ YES prd 1Rl Cu (6 glse (el il sall B8 Ja 19

3 required to be topped up and informed ENT g RGOV - WX S UV | I 3
you? No [] Sl laly 5 L)

0o il Qs e @l Gaba sl B8 o 20

3| 20. Did the attendant check for il leakages ~ YES B oo j:f_ /j;; L"; i s jif‘ e 3
under your car from filter and drain bolt? NO D y i tc )

3| 21. Did the attendant drain the used ol YES P Janaal) 3OS g i Calasall o8 b 21 3
completely from your car? No [ y Pl Hluw (e

2| 22. Did he ask whether you want the engine  YES Al el e 55 S o) el da
to be flushed and did it if you agreed? Nno [ y feelidd) g0 Jla A llyy

3| 23. Did the attendant fill the correct grade as  YES X pr Sl da g g Allaly Cals sall Gl Ja
you requested? Nno [ v flgidh Al dapsall

2
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Scores Critical Areas Ll laall pATH]
24. Did he request you to start engine and YES @' A aS o el Jdi a5 o i cilla Ja 24
3 Iegve it running for one and a half s ’23.\5; sadd Jeicall a4 3
minutes? NO D b} 9 A . &
3 25. Did t_he.altendant ensure that the carter  YES (e qf::);(_fi:éjl L'L:‘E:L j‘;:i;_f_: 25 3
bolt is tightened and there are no leaks? NO D y el
26. Did attendant carry out the following el Gl sadl ol jaly calasall B8 Ja 26
complimentary checks: Rk
YES pi
31a. Battery Water top up no O Y A el ele ddlial 31a.
na [ sy
YES ol
31b. Coolant Water top up no O b coolant/a_ull ela 28l 31b.
nva [ adsy
ves KIL o ..
31c. Auto Transmission Fiuid top up NO D ¥ R JL‘A HJ ulm‘ 31c.
(Ot il
nva [ shyy
YES oo
31d. Brake Fluid top up NO D b Jal il ¢y j Al 31d.
va O aiy
ves 4
31e. Gear Oil top up no [J y G mlcu i 3e.
nvA [ sbuy
YES Al
31f.  Air filter cleaning no [ y doed s 31f,
nva O gy
YES pai
31g. Wiper Water top up Nno [ y o clablid ol 2Ll 31g.
na [ skiy
ves X =
31h. Clean engine using air gun NO D ¥ el Gatua plAEL o jaall Cauais 31h.
' nva [ sy
3| 27. Were any of your questions related to :ES % P’; dalaiall bl e g Glr- :tle\-a\‘ll L—w ds 27 3
lube change answered? AT VP S W P
na [ sauy
3 28. tIZr)1i€c: g;? gtaff place the mileage sticker in :is % ?: Jm@%ﬁ:&ﬁﬁ;ﬁ .28 3
' na [ sy £5
YES oo
4| 29. Were you offered a receipt voluntarily? NO O N ol Ml Jeagdlile (smge Ja 29 14
na [ sny
5.  REST ROOMS AND MOSQUE rdaiaall g (alaad) foull ) Aai G 5
Scores Critical Areas Ll el BN f
3 30a. Were they adequately stocked with all ves & e 4 srall Gl liual) aaens 3 e S Ja 304 3
necessary supplies such as soap? NO D ¥ o gball Jia
nva [ iy —
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Scores Critical Areas Ll Yl Jaldihy
. YES PR o
30b. Were they adequately stocked with all no [ q sl Gl il azens 3 3600 <ailS Ja 30D
necessary supplies such as toilet tissue? Sl il (5599 Jie
NA [ gy
30c. Were they adequately stocked with ail YES i 4y smalt e il g 5 ene S s 30c
necessary supplies such as paper towels? o [ v 4.8 ) olf Chdiial) Jie
(paper towels are not required where fully Glidae 845 ie 4y glhaa e 4, ) adliall)
operational hand dryers exist) nva [ sy (Y1
: $aili Jubid) s
31a. Were sinks clean? ves [ pu gl '"y:i;;gyrf KJTM'Ma
require comment when marked ‘No’ Nno [ ¥ st e A gl
nva [ Gy
; AR PWIIERTS
31b. Were mirrors clean? ves X gl 3, fjw“f ,&"3“
require comment when marked ‘No’ Nno [ ¥ Gt R AR AR )
NA [ sy
; ks o) Cliiae il
31c. Were hand dryers clean? ves (X s o gl - L“sif,y..u ‘u_;y‘u: .ISJTM'MC
3 require comment when marked ‘No’ no [ ¥ T 2 i
nva O gbyy
: Paddn oy gilaall Clakle cuilg
31d. Were dispensers clean? YES E pr . }3'” o "Y'fL{_\yEﬁlsdT'a\Bw
require comment when marked ‘No’ no [ Yy Gt S gl ;
na [ abyy
YES psi
31e. Were toilets and urinals clean? Nno [ ¥ Phandsy Sl Al il Ja 31
na O sy
™ ; $aadas b V1 il
32a. Were doors clean? YES i o i) ;'Y':HL)\:.Y\ dg\l‘.%a
require comment when marked ‘No’ no [ ¥ Gl . :
nva [ gy
ves ]
32b. Were walls clean? no O v Sk sl cul Ja 32b
nA O gy
ves X
32c. Were ceiling clean? no [ ¥ fiuhs w8 da 32¢
NA [ siyy
YES pd
2| 32d. Were vents clean? no [ y ik Ml culS Ja 32
NA [ sy
X ; faauda Clea )Y cul Ja 32
32e. Were floors clean? YES e~ 2 gl ’ nyn a_.J\_..y\ s \3\3 ¢
require comment when marked ‘No’ no [ ¥ S it -
NA [ Gyy
ves X
32f. Were baseboards clean? NO I:] b $400 sae sl # ol /dailall i 5 il o 32f
NA [ sy
ves D4
32g. Were grout clean? Nno O ¥ fendas B oIS Ja 32g
na [ sy
4
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Scores Critical Areas Al c¥lanall Liail

YES pad

33a. Were trash containers clean? NO |:| b fAgyas daladll b gla cuilS Ja 333
NA [ Gy )

2 YES K

33b. Were trash containers not overflowing? NO [:l b fhiald e ddadll clysla il da ,33b
NA [ abuy
vyEs [d

34. Was the restroom smelling clean & & O9) Alinia g Aidas sleal) Al cilS Ja 34
2 Nno O ¥ Sanl idgy Sani, | 2

fresh (without any offensive odor)?

NA [ gy
e : Cland aleadl 8 i jagatll ases clS Ja 35
35. Were all the facilities inside the YES g ¢ « tﬁ.&d&h
restroom in good working condition? . R e
2 require comment when marked ‘No’ No [0 v gl il o2 YT A Y s 1) 2
NA [ sy
3 (5) ciudad dawall Acld 1 iaa 0S|
36. Was the Mosque premises clean? YES D - ( )_ ,:A\ ’ g LL‘\;HLML:L:\S I 36
2 require comment when marked ‘No’ Nno [ ¥ el T E : 2
N/A Gy ¥
Comments: rtBadlall f galedlf
FOR OFFICE USE ONLY Ja8d Cagall aladiuy
g ¢
% Asal) Llal) ball de¥iaad [ o L o

ACTUAL SCORE MAXIMUM

Approach and Cleanliness

a&u:.d‘} ;_ll_):éy‘ 1

Greetings and Initial Checks | &Y Sl y cus 01 |2

Appearance and Behavior of il el S5l ekia [3

Staff

Service ieaalt |4
Cleanliness - Restroom and N 5
Mosque 2aauall g
TOTAL & yyﬂ
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SERIAL NO.

Lube EXpres

Invoice [039,--“-‘4—-‘3‘ a

. , I lo/
Station Name: ... /Uﬂ}/gﬂ 1131,/ ) ——— .dlanl @l Invoice No. 44573 Emarat

Station Tel: ;6/334? ilasl) wista Date: ,? 3/ // ﬂ . plad) Plate No. .. / Wdﬁ D)‘ 5 JA>glll @b

Customer T Jaall @an! Mileage: @ C{ ,,,,,,,,,,,,,,,, jeapleS
Customer Tel:. OSD: / 5 ...... ,—7’ ....... 3 i Jraadl aila Time In: .. L. D S L) pWisd 2y
Vehicle Make & [V oY -] Hp— l.: ﬁfﬁd[l[l ............... .iuS, ) golg giuo Time Out: ... PR R (P e
alaad ' Fad Bargd) p2as )
Services ' Quantity Unit Price Total

Enging Ol c 3 ymalt 2otz Y > .
il Fiter ed El = | A4 &, -
Englnoﬂush Done B s | 4 7 ol
Top-Up: Brake & Clutch Fluid - -DOT 4 | SIS/ St ) Jile Sl —
Automatic Transmission Fluid -~ Dexon | ne 18,0 B Sl Sl
Goar/Difterential Of Done L) g sl e

Power Steerl Ol Reservoir ) L] Sl aghell Gloh e
Radiator Coolant - ne Ll M s S
Water/Terminal —omted  Batle (] Replaced e el and
Windscreen Wal ocked  Wipef O Heplaoed il S e S
Tyre Prassureé o el sl ys and
Air Filter Repla ced Myl AL
Oil Drain Piug —ed  Washa-rCrucred ] Replaced ol e il a3
Condtion of all belts & Hoses ked R «.,..\‘.u it sl /iy
{Car Wash: [ Full Wash [J Body Wash ] Steam Wash i e 1 i (] et |
‘Service Charge R I e o s .
o‘“‘“s e e L Lt

Dlscount !

: ! D ‘l t'- & | l '4 M N T o .~
Y P U i - a‘;;:‘;ma: ‘AED/CZJ:(‘:(

{ have recei vehu:le in good condition as per the sewice speclﬁed in the job card.

e <

DS e e e e e T - ")7 7 2" < . SRS R b
Lube Express In- -charge Slgnature o Reg. No...,/,{.,.?-z.';.., Customer Sugnaxure AR

* Below 500/mi Free e e ..
Thank you for visiting Lube Express L e

/ 3
s Ll D . fivoice MO,
T e P . ] -
S N SLIoGU VAN AR Y R e Non £ 07 Sl !
:\__)-;*/

: owr

staneal Wasn 2 -

- 3563 3 Ton Dn..\L'p I Caastar Bus Stoam Wash . . Rt

£- &1t d fonPichue Engine Flushing

F .  CementMuxture Truck Power Synth = -

G- .  BigBus Other e T

H- . Fork Lift o : _.4—-_...-—_.....__'___._“ =

- b’ . . -

.| - Motor Cycle 3 “""‘—'—'U" -

J Other " rg damages or scralcnes tek Box -

_/f /‘ ‘ :
Remarks: / :.-.au;»u..{
A X el -/ ‘

Eustomer Signature Jres! arded







