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PROJECT : ELARA (Lube Change - FINAL 2012)

PROJECT: ELARA - Lube Change

SERIAL NO.

+

Pan Arab Research Center &

&‘LU-»! Emarat [ D 4 5il/ 84 Eppco / Enoc /D <5l Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
, O%c? Name Number Name Number | Name | |Nurr|1berI l
Gender Height Built  [Spectacle] Beard | Mustache] Ethnic Groups
MLF BT IMILS [T [M]F |Yes|No|Yes| No|Yes]| No |indian Pakistani[Filipino [Expat. Arabs| Others:
ROONOORKOOKORXKOK O O 0O O
EMIRATE V;:‘;’:;‘" AbuDhabi |  Dubai Sharjah Al Ain g‘;‘;{"aﬁ" aman | RSB Fujairan
O O Kl O O 1 O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
6150510 F 0] F [ 145 | 0|2 | 0] [18:05]13:40
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday [ Monday [ Tuesday ]Wednesday ] Thursday ] Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
VISIT O ] 1 O VISIT X D O O O O |
1. APPROACH AND CLEANLINESS :ii\kﬂb x,nljé?\ 1
Scores Critical Areas Bl YAl pATH]
ves I R .
1. Was there proper sign to the Lube no [ q ddhie e AVl dasljdad el S da 1
changing bay? MV VP
na [ abny
_ YES s
3 2. \c/)\:::ntir;:é%be changing area clean and NO D Y Sides Ak cyll i dihie S Js 2 |3
wa O smiy
vEs [0 = . . o
4 3. Was there any oil leaking and falling on NO N e 4e Fgycu il o gl s gl a3 4
to the floor of the lube bay ? = ey 3l s dibaia G ,Y)
na [ sy '
ves ]
2| 4. Were the waiting area and table clean? N0 [] Yy Caaby Al dally UiVl ddhie cilS dd 4 (2
Nna [ iy
5 he tel ves LI
. i ision i iti ceagy S s 2 1
2 :,/vvoariinge?te evision in the waitin om NO y ¢ Uiy 4 2 o Jemy s ilill S Js 5|2
ANp TV oA X ey
ves [1 + s s
6. Was the board displaying complimentary O q Al lgle jekas A ds M culs da 6
services neat and clean?> - . - Caalai g A ye dpilaall Sleasldl
NO_BpARD o na K skyy
2.  GREETINGS AND INITIAL CHECKS A oY cASdal g ua a2
Scores Critical Areas Agulalt Wl Jalait
3|7 Was there any delay in approaching ves [1 pfal ) 4 pali gl dla S a7 3
customers? No X ¥ ol s Cala gall
8. Were you greeted in a friendly manner ~ YES X pxd sl Ly dn i Al ds 8
(pleasant feeling)? No [ ¥ (B
S o cals galt & gl Coun g 28 2l y Y 1A
5| If no, please describe behavior: Was it Lj e Li;j . il;; j:_‘?: c.' ).‘ ‘15
arrogant, without any expression, normal Lol s
etc..... ‘.‘___C_H
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Scores Critical Areas Dbl cYlaalt pAH]
9.  Did he guide your vehicle for positioning  ygs m Al il S I dls L cala el B 8 Q
3 at the stopper and asked you to switch N o ol i O e 13
theengineoff? D N Lﬂ);anzsﬂmu &Aquajw’u\&g‘y
10. When asked by customer, was the . S O cdsanll ya (il gall e Lanic
5 attendant knowledgeable of different ves [X] e :tj:“ - ‘ J'S‘I Q:A Y ‘).?I ]y 10 5
grades of i, filters and their relative no [ g e e i oo
benefits? flade JS il 4
. YYES :
41 11. Did he offer the waiting area to you?@/ P oty 48 e oY e a e o 11 |4
Db noT” gk Fee _wopiiing AREP NO k
12. Did the staff thank you as you were ves [] axd et . .
4 the < RS ALY ¢ jolis S Ly ol Sy il pall 6 12 (4
leaving? D10 AT SA ?E“N.;' No [X ¥
3.  APPEARANCE AND BEHAVIOR OF STAFF oS slus cpiligall Jelia 3
Scores Critical Areas ) Ll YLl Jatash
13. W f f YES M o
. fl i th - . - 1.
3 anzsﬁ:ye?um orm of the attendant neat NO D ¥ e Gl alall Gl gl L S Ja 13 |3
nva [ sy
ves [1 e
3| 14. Was the attendant wearing visible NO q ey Ay (55 1 2 5m gall ala ol IS 14 3
nametag? m . $z sa 50 danl Lgile
M nmme TR A\ 2 va O sy
T g
YEs (I . .
3| 15. Was he able to communicate with no [ q o deal gl e TH08 Cals gl IS Ja 15 3
customer? s
NA [T sy
YES pal
41 16. Was staff courteous / friendly? No [ Y Sladal/la a5 cala ot S Ja 16 | 4
va O sy
4, SERVICE :daadll 4
Scores Critical Areas Lot el Liail
. Wy L aaailly (ol gall A8
17. Did attendant check whether you need ves [X] a u < u)d ay L ,.d £ e 17
3 top up or complete oil change? S owaS ol 3l ALaY Flind s L) 3
~ no [ ¢ Jaslly
| 3| 18. Didattendant check with you whether  YES A~ A S ) e clie b gall Gia3 Ja 18 3
1 only oil is to be changed or oil with filter? N D ¥ PP PRITR r" dasd cy 3l s
‘ 19. Did he check using gauge the quantity ~ YES [X] o Pl 3l (g e Gulils il gl B3 Ja 19
| 3 required to be topped up and informed EN LIRSV U PP PRI 3
! you? Nno [ y fally, @laly 5 L)
L 0 Dl o (m il il sl S
| 3| 20. Did the attendant check for oil leakages ves [ pri u‘ij ‘_/’ft’: ):\L?Jl. ) }ij Qd; 20 3
under your car from filter and drain bolt? 5 ] v Iy ARt
ey Sl
3| 21. Did the attendant drain the used oil ves [X] A Jeadiaall oy 3l S g i Cal gall D Ja 21 3
completely from your car? No [ Y el i (e
o | 22. Did he ask whether you want the engine ~ YES ad Al paall Jae oy S o il Ja 22 2
to be flushed and did it if you agreed? Nno O N feliddl 4o Jla A el
3| 23. Did the attendant fill the correct grade as  YES pd Gl da yofp g8 Adlal il gall JE Ja 23 3
you requested? Nno y el ) dapaall
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Scores Critical Areas Tulul Ll L
3| e e o ons anc et TS A8 sl iy i of e b O 24
minutes? no k! flhuai g Aada sadd Jidl) Alla
3 25. Eid t.he_attendant ensure that the carter YES m o ui:i);di:‘:fl UL;;L jiﬁ 25 3
olt is tightened and there are no leaks? NO D Y ey
26. Did attendant carry out the following Liladl) Gl gaill o jaly calasall aE o .26
complimentary checks: -l
ves B a
31a. Battery Water top up NO D ¥ 3y el ele il 31a.
na O ssuy
ves
31b. Coolant Water top up NO O b} coolant/s yull ele A8} 31b.
na [ ssiy
YES E e - ’ -
31c. Auto Transmission Fluid top up NO D Y ISl G JLP uU ‘.HL,.‘" 3te.
(O pdanil )
na L sy
ves i
31d. Brake Fluid top up no OO ¥ Qi eyyiisl 31d.
nva [ sdny
YES m pr
31e. Gear Oil top up NO D N ool [ el ) ALl 31e.
na [ sy
YES ol
31f.  Air filter cleaning NO O ¥ ol gell il Cada 31f.
na [ sy
ves KI =
31g. Wiper Water top up no O y gl clalud sy 31g.
na [ sy
ves 4
31h. Clean engine using air gun NO | NIRRT FEFWONEEL W PRE FERURS B 31h.
na [ sbsy
3| 27. Were any of your questions related to :lf)s ?: Aalaiall elilinl G sl e 7*7'1-?-}1‘ t—w Js 27 3
lube change answered? oyl s Alasy
na [ smiy
3 28. t?\ig (t:r;? gtaff place the mileage sticker in ::Zs % ?‘; Am@w@ﬁhﬁf)‘jﬁ 28 3
' nA [ sy y € el
ves I
4| 29. Were you offered a receipt voluntariy?  No  [] y S0 LEA) i) demy lle aje Jb .29 |4
na O ssuy
5.  REST ROOMS AND MOSQUE s3aauall g (plaad feull $) dal M e L5
Scores Critical Areas Al ¥l Jalail
3 30a. Were they‘adequately stocked with all ves e Ay 5l e el aren 8 j¢ae cilS Ja 30a 3
necessary supplies such as soap? NO D ¥ fasball Jia
nA [ sy a—
3
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Scores Critical Areas EEWRO {EAN PR ] PATH]
, YES pad
30b. Were they adequately stocked with all NO y sl ol sl gass 3 363 S Ja 30b
necessary supplies such as toilet tissue? u.m Sl ()99 Jie
NA O gy
30c. Were they adequately stocked with all ves [ ad sl Gl tudl aeas s jease <ilS Ja, 300
necessary supplies such as paper towels? NO D y g 198 cidlial) i -
(paper towels are not required where fully Gldias g5 die 4y gllaa e 456 ) S EN))
operational hand dryers exist) N/A E Gk (3Y) A
31a. Were sinks clean? ves I g L ‘,,“,9:"&‘” s 31a
require comment when marked ‘No’ no [ ¥ g sl (o MY ey s 1y
Nna [ gy
31b. Were mirrors clean? YES pri L. ?‘,.,‘ .,; Lf‘)dn w\s d“. 31b
require comment when marked ‘No’ Nno [ ¥ gl o MY LYl s 1y
Na [ gy
N . 1. 7 yes .
31c. Were hand dryers clean? YES m pu . f““‘h ‘é":,y‘,,u‘”u ujls ‘JA 31c
3 require comment when marked ‘No’ no [ ) ol o MY Alay) s 1y
nva O gbuy
. Qae L . - -
31d. Were dispensers clean? YES M o ml‘ﬂ UﬁLfn ,:_'.L"“SL‘ ujls ‘JA. 31d
require comment when marked ‘No’ NO D ¥ gl o> ™Y Al cals 1y
NA [ gy
ves ] o
31e. Were toilets and urinals clean? NO D ¥ fAagdas St Sl cilS U 31e
NA [ by
32a. Were doors clean? YES m o ol m%ﬂflﬁm wts dT..32a
require comment when marked ‘No' no [ ¥ gl o MY Y s 1)
nAa [ ghyy
ves I
32b. Were walls clean? Nno [ ) il el il Ja 32b
NnA [ gy
ves D
32c. Were ceiling clean? No O N Sl il S Ua 32¢
NA [ gy
YES pad
2| 32d. Were vents clean? Nno [ Y fhadas MLl CailS Ja 324
NA [ sy
32e. Were floors clean? YES D i 2l e “,,Q,L,’Atbi\w ‘Caflisd“h.‘.SZe
require oomment wh marl)ed _N, no B v e R
WATER oN Po s
YES % axd
32f. Were baseboards clean? $aadai sas il - o fadladl ), 50 cilS Ja 32f
na [ d,daw
ves 4
32g. Were grout clean? o O v b W3 S Ja . 32g
na [ sy
4
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Scores Critical Areas Tl c¥tall Latail
ves [ o
33a. Were trash containers clean? NO D ¥ edadas dladll b gls S da 33a
) WA [ absy 5
YEsS [ a
33b. Were trash containers not overflowing? NO O ¥ fhaild ye dddadll ayls il Ja 33b
NA [ gy
YES i N )
o |34 Was the restroom smelling clean & o O ¥ ) () Adiaia s Al aleall Aail ) cailS o 34 5
fresh (without any offensive odor)? folaall B dgy S A
NA [ @iy
% ; Jaa alaall & i aeadl asea il Ja 3
35. Were all the facilities inside the YES e £ < &A:: S 5
restroom in good working condition? _ w4 e ot
2 require comment when marked ‘No’ no O v N R 2
: NA [ gy
i H £(5) kas aawall Acl Gl e S
36. Was the Mosque premises clean? YES m - ( ), );\3\ ’ ,,;ﬁ Aj;\;;“utsﬁ 36
2 require comment when marked ‘No’ Nno O ¥ g e i 2
NA [ auy
Comments: slaadlal) f daladll
FOR OFFICE USE ONLY 5agd Cagall eL\L’uY
Uasall Jakalll Ll el sl .
o, > TP .k
%o ACTUAL SCORE maximum | Fvaluation: s
Approach and Cleanliness adllasll 5 il BYY 19
Greetings and Initial Checks | s¥! Sl 5 cos i |2
/S\t)apfefaarance and Behavior of iyl o lan s sebaa |3
Service ieasll 4
Cleanliness - Restroom and labead — ikl |
Mosque daall g
TOTAL £ sanall
5
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Lube Express

SERIAL NO.

Invoice
SR S NO. o [ lo]
SLAtON NAME! oo K'}\\ ........ sadasdl @l Invoice No. 2 3 9 3 6 2 Emarat
2 - 6
Station Tel: . :ddasll aile Date: 4 .................................. skl Plate No. .2, o O 7 ,,,,, e Asglll o)
. (8

GUSTOMET NBIME: ..o st e Jeeetl ol Mileage: S\ L/fé /

CUSIOMET TEL ..o A Sl cails TIME IN: s 1Sl pMiwl w3g

Vehicie Make & Model: m\\ (30,1 fadg gimo TIME OUL L S s cdy
daSIl | Basgdl praw soaxndl
Quantity | Unit Price _ Total

Engine Oil L [] Changed B N

Oil Filter [ [ ] Changed 2

Engine Flushing ] Done ER N e

[ Top-Up: Brake & Clutch Fiuid - DOT 4 ] bone IS/ Jalyall L ~ o R

Automatic Transmission Fluid — Dexon |ID [ Done ASal i |

Gear/Differential Oil ] Done ot s A 2 ey Y B —

Power Steering Oil Reservoir {1 Done Syl 2l 25a )y

Radiator Coolant [ Done 28l s

V\Iaterﬂ'ermina| ] Checked Battery [ ] Replaced

Lyl jens

Windscreen Water [_] Checked wiper ] Replaced

Tyre Pressure [ Checked

[Air Filter Eaeaned | Replaced

Oil Drain Plug :I Checked ‘Nasher "] Checked [_J Replaced

Condition of allbeits & Hoses [ ]Checked

Car Wash: L Fuil WashT_' dy Wash [ i Steam Wash B

Servtce Charge . . :_‘V A —_~ !

Others W

et - I, e RN P

- 3 <2<:> 3 12 5 -
ot s LS it slounadl sl i S B LS el
% | have received the vehlcle in good condition as per the service specmed in the job card.

LUbe Byxpress In-charge Signature .M i |y
” Below 500 mi Free

Thank you for visiting Lube Express

s
. Discount o
e ¥l alali !

* Grand Total AED '25\ —_—

Customer Signature ; =t rus

Cilowd b 300 0







