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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Centerw
gf—:bh! Emarat [ 1 i/ S Eppeo / Enoc [ O @59 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number | Name Number | Name I Number
i AV YN B Roce 12¢oql S | [ [ [ | |
Gender Height Built  [|Spectacles Beard | Mustache] Ethnic Groups
M F [T M [SIT [M]JF |Yes]No|Yes| No|Yes| No |indian [Pakistani[Filipino [Expat. Arabs] Others:
ROOBRORBROOORRKROOREK O O O O
EMIRATE ";:;‘iz;“ AbuDhabi | Dubai | Sharjah | AlAin g’:v':'aﬁ" Aman | RaSA | Fujairan
[ ] | O O O | O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
£1 B 85 1218 1613 1ol lo [T llor3¢llois

TIME OF
VISIT

07:00- | 10:01- | 13:01- | 17:01- | 20:01-

10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF

O B O O 0O

vt | 0 O O O M 0O 0O

Saturday | Sunday | Monday { Tuesday | Wednesday | Thursday J Friday

1. APPROACH AND CLEANLINESS

(ARBN g Gl 8y 4

Scores Critical Areas Al el PR
YES o g
1. Was there proper sign to the Lube no [ g Adhia Je AVl dsial yAasl s Sy 1
changing bay? S i s
NA O shny
_ : ves B
3 2. Z\:g:ntigi(;%be changing area clean and NO EI Y S ey Aida cy i il cil€ Ja 2(3
na [ shuy
ves [1 . ,
4|3 Was there anyoil leaking and falling on v q oo de Byl coud gl gl da 3 4
to the floor of the lube bay ? Syl yuas Adhale 8 (V)
na O sy J
YES 4
2| 4.  Were the waiting area and table clean? NO [] ¥ gaaudas Al Ul 5 jUaniy) Adhie culS Ja 4|2
nva O ssay
5. W | h ves B
. f ision i iti gl v s : e
2 wo?'iinhge?te evision in the waiting room NO D N ¢ JUsiyl 46 e o Jery o5 dl S Ja 5 (2
na O sy
ves B4 . ;
6. Was the board displaying complimentary | ] q Ll e el sl calsda 6
services neat and clean? Caaudn) 5 A0 ya Alaadl Glaadld)
Na O shbiy
2. GREETINGS AND INITIAL CHECKS A il g a2
Scores Critical Areas ALl claall ot
3| 7. Was there any delay in approaching ves [] px a8 b el ol s S s 7 3
customers? NO ¥ SOl eas Cala gall
8. Were you greeted in a friendly manner ~ YES M o~ bl Gy dash e il s 8
(pleasant feeling)? No [ Ny ¢ (z o
S Ja il gall &gl Coa gn 28 2la ) (Y 1)
5| If no, please describe behavior: Was it Lf e \_’j\j . jj:; j:di ;.' J.‘ e 5
arrogant, without any expression, normal LA e
etc..... g
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Scores Critical Areas Apula) @Yl PATHI]
9. Did he guide your vehicle for positioning  ygs 3 ; Ll Sl 3 elild b ol ol 6

3 at the stopper and asked you to switch b4 ™ :: ‘Lf 0. "{xé_‘:ui . Lﬁli ?l;); 9 3

the engine off? O ¥l il A
10. When asked by customer, was the i . S A Jraadl (e Cali salt Jgu Latic 10
attendant knowledgeable of different YES k4 p ‘fhu ARG }d o )

5 g . . t...\\).\.h.“_gg_:ﬁ_)nu\;_)d/t\y“_ﬁhaag‘a\c 5
grades of oll, filters and their relative NO D y . R
benefits? Meia JS 2 g8 4

YES y .. .

4| 11. Did he offer the waiting area to you? NO % '”; SR A e 4 iyl elle age da 11 (4

4| 12 Did the staff thank you as you were YES o S S L ] S il 05 Ja 12
leaving? NO D Yy ' = ; ¢ : 4

3. APPEARANCE AND BEHAVIOR OF STAFF 1a4S gl g (ol gall Jglia 3

Scores Critical Areas Ayl el Jatasy

. YEs
3 13. \:r/]z:jstgye?umform of the attendant neat NO D Y 90 e Gl oalall Gl gl G S s 13 (3
NnA O sy
Yes 4w L .

3| 14. Was the attendant wearing visible no [ q e Ay (57 5y 3 g all il gl S Ja 14 3

nametag? Tz g danl lgde
NA [ gy y N\O\/\gl
ves [ .
3| 15. Was he able to communicate with No [ g o el il e 108 Cala gl S Ja 15 3
customer? fosil
NA [ sy
YES pal
4| 16. Was staff courteous / friendly? No [ ¥ Sladal/lasn, bl S a 16 |4
NA [ ki
4. SERVICE L UXES IR |
[Scores Critical Areas Lot Y Laeall BT
: S O Capad eatilly Cala gall B Ja 17
17. Did attendant check whether you need YES E o L—u u )LJ P }d f

3 ¢ lete oil chanae? Cu) wsd pl Syl ALY liag s sl 3
op up or complete oil change? No [ N ¢l

4| 18. Did attendant check with you whether  YES R 28 S 1Y Lad lia cals all 3853 Ja 18 3
only oil is to be changed or oil with fiiter? No []] y € il gy 3l ol dadd 1y

19. Did he check using gauge the quantity ~ YES [ axi elaiels ol (5 siue Lalihs CGala sl a8 o 19

3 required to be topped up and informed g ) RS I Cajaill il 3
you? Nno [ Y fally, @il 5 L)

5 Pl Qe (e 383l Gl pall B a2

3 20. Did the attendant check for oil leakages YES el uﬁ;ﬂt’; il zj\ij s 0 3
under your car from filter and drain bolt? Nno [ y i fe

3| 21. Did the attendant drain the used oil ves M Jastuall oy 3l JS g i cals sall A8 Ja 21 3
completely from your car? NOo [ N els Jlas (3a

2| 22 Did he ask whether you want the engine  YES = Ay el jaall Jue & S o) el o 22 2
to be flushed and did it if you agreed? No [ Y Clisd) oo s &b ety

3| 23 Did the attendant fill the correct grade as  YES o CllAa e B Al cabgall B8 s 23 3
you requested? Nno [ y fletll il dagaiall

2
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Scores Critical Areas . Al eyl pATHI]
P Dt S o a1 ES B 5, o i 0 24 [
minutes? no O b Suniy 438 taal Jadall Ala B
3 25. Did the.attendant ensure that the carter ~ YES E p %:M;:);ﬁ):j; i\_:-h jﬁiﬂ; 25 3
bolt is tightened and there are no leaks? NO D y fcul
26. Did attendant carry out the following Alaall Clcasadll ¢f b calasall B Ja 26
complimentary checks: R
ves Kl
31a. Battery Water top up NO I:l b} A jtagll ole dili) 31a.
na O sy
YES & ax
31b. Coolant Water top up no O 3 coolant/2 i eta ddliaf 31b.
nva O gy
ves KI  w B
31c. Auto Transmission Fluid top up NO El ki YAl )LP w) 4::‘ 3te.
NnAa [ shiy (ot
ves I m
31d. Brake Fluid top up no I ¥ Qe ey iie 31,
va O sssy
ves b
31e. Gear Oil top up Nno [ ¥ was Al /el )y Adlal 31e.
na [ asiy
ves I
31f.  Air filter cleaning no [ ¥ sl ks 31F,
nva [ asoy
ves X
31g. Wiper Water top up no O Y gl clalia cle dil) 31g.
na [ sy
ves K
31h. Clean engine using air gun NO D Y el atisa abadiuly o jaall calass 31h.
nva O abuy
3| 27. Were any of your questions related to :KE)S % (‘: Aalaiall il e g g.if— ;\j.'\é}” k:—w Jda 27 3
lube change answered? wa [ iy o es Aleny
3 28. 5:2 (t:r;? gtaff place the mileage sticker in :is ?: dm@mc‘:&ﬁ:f;ﬁ 28 3
' N7 AR €5 el
ves X =
4| 29. Were you offered a receipt voluntarily? No [ ¥ L a) o2l Jeay e (e Ja 29 (4
nva [ sy
5.  REST ROOMS AND MOSQUE daenal) g (alasd) ) 55) dal i g 5
Scores Critical Areas A et PAYH|]
3 30a. Were they adequately stocked with all ves b o Ay s pall e Jlall paans 3 3620 S Ja 304 3
necessary supplies such as soap? NO D v o sball Jia
NnAa [ adiy =
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Scores Critical Areas Al el Jalai
ves B
30b. Were they adequately stocked with all 0O f“;‘ A g pall Cla luall arens 3 jgas S Js 30b
necessary supplies such as toilet tissue? NO Sl gl (3999 Jia
va O abuy
30c. Were they adequately stocked with all YES pd 4l e il G B e <ils Ja.30c
necessary supplies such as paper towels? no O ¥ 148 ) o1l cadilial) Jia
(paper towels are not required where fully Gilibae g die Ay glaa e A ) Gl Cailidl)
operational hand dryers exist) nva O Chiy Y (91
31a. Were sinks clean? ves B4 pu o ) f “,,Y,flftd;rf\isd?‘ 31a
require comment when marked ‘No’ no [ ¥ Trastl o T3 Al s )
NnA [ sy
T oa ik Ul oS
31b. Were mirrors clean? YES & P ol ':Y" :):‘ilu* ,LSJT."Mb
require comment when marked ‘No’ no [ ¥ gl o MY Yl s )
nA [ sy
: Al o] Ciliiae CiiS
31c. Were hand dryers clean? YES E\ pr L all iy L—s-\i"\i("&;_;\_;ylk_f '\SJT' |'31C
3 require comment when marked ‘No’ no [ ¥ gra sl o gl s
NA [ gy
i : fagday ) sliall ColiSle Cals
31d. Were dispensers clean? YES ‘ ¢ . ,“ i "\1':-1 \_\\ﬂw ,\SdT.\'Md
require comment when marked ‘No’ no [ Y g sl o Y el S )
nva [ gdiy
ves M
31e. Were toilets and urinals clean? no [ ¥ faadas Joal Al cails Ja 31e
NAa O sy
32a. Were doors clean? YES E s L al ?%n“_j‘ff‘ "n—\i\iSdT.‘BZa
require comment when marked ‘No’ no [ ¥ gl o MY A Yl s 1)
nva [ gy
ves
32b. Were walls clean? Nno [ ¥ fag,b sl <l Ja 32b
Nna [ gy
ves A
32c. Were ceiling clean? no O N b il S Ja 32¢
NnA O gy
ves Bd
2| 32d. Were vents clean? no O v $aada Ml cils Ja 324
nAa [ sbuy
32e. Were floors clean? ves B e o P ,,?kui‘ \Gil—f-\sd“%“.SZe
require comment when marked ‘No’ no [ Y el o Sa¥l s )
na [ amiy
YES pi
32f. Were baseboards clean? NO D ¥ $Rguda sac il & 5l flailadl ) 3 il Ja 32f
na O gy
YES pi
32g. Were grout clean? NO D b feaudas T3l olS Ja 32¢g
nva O iy
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Scores Critical Areas FEWI (LA POX BRIH]]
ves K
33a. Were trash containers clean? NO D N faada; dabadll gl il Ja 333
NA [ asuy
2 - 2
YEs I
33b. Were trash containers not overflowing? NO D b fiaild e daladll il gla <l Ja . 33b
NA [ abuy
ves . o ]
2 34. Was the restroom smelling clean & no [ . st ) Lnia s Aaglas plasll il culS o 34 2
fresh (without any offensive odor)? Tplasdl B A S Anl
NA [ oy
[ Jad slaall & & jaeaill azea i€ Ja 35
35. Were all the facilities inside the ves [ = gl = &m(.: IS 3
restroom in good working condition? L. S e
2 require comment when marked ‘No’ Nno [ v ol (o2 MY Yl is Y 2
NA [ asuy
3 £(5) ik daanall dcli gl e oS
36. Was the Mosque premises clean? YES D e ( )_ );_“ ’ ,,:; &L‘:;F'U'lsﬁ 36
2 require comment when marked ‘No’ no [0 ¥ st St 2
NA B sy
Comments: scBadiall [ galadll
FOR OFFICE USE ONLY Jaad isall aladiuy
Aacall Blail Ll et sl .
0, . H : . - ‘
o ACTUAL SCORE | mAximum__| Evaluation e
Approach and Cleanliness Aalkall 5 ol yBYY |1
Greetings and Initial Checks | 5! CilSuiall s cam il 12
é{)a;;?arance and Behavior of i gl gy selae |3
Service iaall |4
Cleanliness - Restroom and Gilalasdl — Adtdaill 5
Mosque i
TOTAL £ gaxall
5
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Station Name: .L (G T/.l,..rrn\.\

vmsgmw_ dlaall uisls Date: %m\x\?\ .......

:adanil @l INVoice No. H N .N O m .N

Oljlol
Emarat

Lube mxvauﬁa-
* Below 500 mi Free .
Thank you 3_. visiting Lube mxv_.omw

Rarge Signature n._.e..._ trv Jobane gdes

Reg. No. \LR36..

Station. Tel: .2 fyladt Plate No. ,m.nm.w\\nwﬁrﬁx ....... d>odll o,
Customer zmm:m\f)av.v. e ~gieasdl el Mileage: J& OIS gl S
: Ocmﬁo_smq .ﬂm_ S L N— - ..r.rr__ asls Time _3 .................................................. Syl Ml cady
s A okt ] [ ayy *rkzL o> .,Ml,.l?u:....wavr..rua L.rn.,tr Y- R il e hen B
Vehicle Make & Model: ... >SN a8 , &S, 1 £9ig giuo Time out: Syl el cadg
] L, a:.n;u.(_ ..rtl.::.v..:. e rll crkm : T e e - N <3 .otw.u—&hlrz ; ]
1 ., L Services . Quantity | Unit Price Total
Enginle Off ' Ty % Udmm.._.ua dadas | L [
" [OttFiter .. ] Changed R H—
* |Engifie Fiushing R s - {_] Done j Aol aglias | N
Top-Up: Brake & Clutch Fluld—DOT4 _ {d-Bone. GalS/ el Sl dila
Automatic Transmission Fluid— Dexon 11D _{--Boms T ial S Jla Sl
Gear/Differential Oil___J & ~7%* S&gl 0031323 S i LA G Gl el oms it
. |Power Steering Oil Reservoir i -mdﬂﬁo . . Selyontl agidll o cay
Radiator Coolant -[Foone aoilastyH g Sl Lg| Hi
Water/Terminal _p—}Omecked _ Battery [ ] Replaced TLoUnddl Gand ] \
Windscreen Water Dhusr& 2_8. (] Replagsd dla2i . [ 101 ol _2._: Y Vol il ool |7 0 . Ce i
" [Tyre Pressure . . L] Checked . Yl slya pand | ~\
Alr Filter Jmémmu& Yens zioalfil\Repiaced. 013565 | 180 T3 ¢ OOIDIGT SITIBI Luatgd A" 10~ g : i e\
Oil Drain Plug , [ +6netked Washer [J-Gheeked 1 Replaced el (s yan boliw pand \
Condition a_n_vva_a»&oaacaoazou ol Femedediiay 2ri DAS Xt WO 2HarnGku PIATENEE 1\
Car Wash: [_] Full Wash [] Body Wash _H_ Steam Wash i o [ ] s dimé [ JolS o [] gl Lo \
Service Charge - S aaall gy, | 4 ad B
Dthers oAl ] \
o : Didcount [AED™
.r._w_....‘_rc..c_,.%rnf..._[_(r..b__.;..t.ELF&&%__EF._.s_ Gl Pt &lal! beem——
1 have received the vehicle in noon oo:.__._o: s per the service specified in the job card. Grand Total \ 2

QMNMF |

o=m8=_mq Signature Jeest! gudos
Uitans Jo 500 50 J31*

Arypand! Casidl Jius daad @S0 L5d _~In|E .







