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PROJECT: ELARA - Lube Change

" SERI

AL NO.

8

4

7

.
Pan Arab Research Center E

&abu.\ Emarat [ [ @558 Eppco / Enoc [ O 459 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
} J’ v Name Number Name Number [ Name Number
4 Balochopdhien | |
Gender Height Built _ [Spectacle§ Beard | Mustache] Ethnic Groups
M| F [TIM]S]T [MIJF |Yes[NoJYes|No Yes | No | Indian Pakistani[Filipino [Expat. Arabs[ Others:
IDDEDDIDDEDBEDEDD | O
EMIRATE ";2:3:‘ AbuDhabi |  Dubai Sharjah Al Ain g‘:’j“:"‘aﬁ‘: Aman | 28| Fujairah
O O Xl O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
18116l OJF 1 NNl 9l 1olL |0l 1/0:151045
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
st TR O O O wst | O O O O | O O
1. APPROACH AND CLEANLINESS At g S8y 1
Scbres Critical Areas Al el Jataahy
YES [X e’-
1. Was there proper sign to the Lube no [ dihic Jo AValldaalgdaddia S da 1
changing bay? Syl Huad
nva O .:,.ahw
_ yes D4
3 2. \é\:g:ntit;iétf?be changing area clean and NO l-_-l Y $idyes didhi cy P s dikie i da 2 (3
na [ seuy
ves [1 . o
4|3 Was there any oil leaking and fallingon o = N e ac gyl il dlba g€ de 3 A
to the floor of the lube bay ? Syl s dilaia 3 (Y
g " |
YES [X] Jes:
2| 4. Were the waiting area and table clean? NO [] ) $aaas A gLl y Uaiy) ddhie cilS a4 |2
va [ sesy
5. Was the television i iti YESB o
215 Woariinge? elevision in the waiting room no [ ¥ Y R b e a0l S Ja 5 (2
va O smiy
ves [1 i o
6. Was the board displaying complimentary ] q Al e el Al sl S da 6
services neat and clean? faadny g A e Agilaall Cilanall
nAa P iy
2. GREETINGS AND INITIAL CHECKS A ) Sl g cua 2
Scores Critical Areas Al YLl el
3 7. Was there any delay in approaching ves [] ox R T T RPN gl s da 7 3
customers? no X N Sl gad Cals gl
8. Were you greeted in a friendly manner ~ YES K = b)) L35 A8 ey o il 2T a8
(pleasant feeling)? NO ['_'] N ¢ (z o8
S Ja el gall & gl (i gy o8 el 5 Y 1Y)
5| If no, please describe behavior: Was it © e \:;X ’3:\ j:_{i TR 5
arrogant, without any expression, normal CEEE ORI o $ 320 Cay
¢ il
etc..... e
+ 1
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Scores Critical Areas Dbl el PATH]
9. Did he guide your vehicle for positioning  ygg ; Ll Al 3 ol o als ol A6
3 at the stopper and asked you to switch X ™ :; IL‘J o ‘5“&:_@ . )A‘ ‘;.E‘:h -9 3
the engine off? Nno [] VSl il g 8 Ll iy
10. When asked by customer, was the ; HE O edseall e als gall i Loic
5 attendant knowledgeabile of different YES E pr z::;:“ & ‘ )]l ;.l:: / ‘)}d ”w 10 5
grades of i, fiters and their relaive o [ 3 Sl S fel il did oo
benefits? fleia JS X5
YES i . .
4] 11. Did he offer the waiting area to you? NO % ‘: CLEY A e 6 Yl e Gahe Ja 11 (4
12. Did the staff thank you as you were YES B € it et R .
4 leaving? No [ g Foaa5 S Ly o S8 Calagall W5 Ja 12 [ 4
3. APPEARANCE AND BEHAVIOR OF STAFF sagS by Cuiligall Jglia 3
Scores Critical Areas Agalalt Lol PAN(]
. YES [
3 13. Z\r/fcl’sﬁ?;?umform of the attendant neat NO D Y 00 ey Gl ealal Gl Gl S b 13 |3
nA [ sy
YES M w o ,
3 14. Was the attendant wearing visible NO D y ek il S 35 gall Caba el S Ja 14 3
nametag? T o 3 daud Lhle
NA [ sy
Yes A .
15. Was he able to communicate with o daal sl o THls cals gl IS Ja 15
3 customer? Nno [ ¥ P 3
. fO 5
NA [ sy
YEs d =
41 16. Was staff courteous / friendly? No [ ¥ fahal/lasas cabasdl S Ja 16 |4
NA [ sy '
4. SERVICE 4daadll 4
Scores Critical Areas ' ) Lol e T Ll
: TS ) ey Baadll Cala i W6 Uy 17
17. Did attendant check whether you need ~ YES X i Lu uu)’-ﬂ P }d ¢ 1
3 t lete oil change? S0 o ol Sl BB g liad s ) 3
op up or comp il change? No [J v e s,
| 18. Did attendant check with you whether YES X px 28 S 1) Lad elia ol gall (38a3 Ja 18 3
only oil is to be changed or oil with filter? N O Yy € aldll g a3l ol dad w0 s
19. Did he check using gauge the quantity ~ YES B s il s il alasall W Ja 19
3 required to be topped up and informed e g | NGIT | I EPC S | BRI | 3
you? no [ Y felly Sl 5 Ll
- . R .‘ _ e P "SL)QL \ EL}A i 0
3 20. Did the attendant check for oil leakages YES IZ Ot wi):ﬁt:} Al cj:iju 2 3
under your car from filter and drain bolt? NO D y B o
3| 21. Did the attendant drain the used oil YES DA s el oo 0 OS i Gyl 8 Ja 21 3
completely from your car? No [ ¥ el Hlus e
| 22. Did he ask whether you want the engine  YES X o~ s doadll e i i ) el Ja 22 5
to be flushed and did it if you agreed? Nno O N eliddl 5o Jla 8 el
3| 23. Did the attendant fill the correct grade as  YES ) S RN A 5 Akl Cals sl o3 Ja 23 3
you requested? no O y et Al dapmiall
2
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Scores Critical Areas Fanled) ot BALH|]
24. Did he request you to start engineand  yes 4 ‘,,_ a8 iy & yadl) Jis o585 o e calla Ja 24 3
3 L«aq?[:/&gsr’;mmng for one and a half vo [ g Siuaty 4 53 Jpill Ala 3
: . ol 48 e/ gaba of (g0 il sall S da 25
3| 25 bDid the attendant ensure that the cartero YES e f)m);\l_m};d Jj UL;& :j s Kidhe 3
olt is tightened and there are no leaks? NO O N tca 3l
26. Did attendant carry out the following L Al Clia adll ol el Calagall A8 Ja 26
complimentary checks: sagiall
' ves D
31a. Battery Water top up NO O N el ele dilia) 31a.
nva O sy
YES X pes;
31b. Coolant Water top up no [ Yy coolant/s_yall ele Az} 31b.
na O sy
ves X1 o .
31c. Auto Transmission Fiuid top up NO I:] ¥ i JLP L'”J 4‘3;\" 31c.
na [ sy (st
ves X4
31d. Brake Fluid top up NO D b} Jalall ) Adlia) 31d.
NA [ suy
ves X -
31e. Gear Oil top up no [ y ool eleyyilal e,
na O ks
ves 4
31f.  Air filter cleaning no [ ¥ gl gl ks 31,
na O sy
ves D4
31g. Wiper Water top up no [ y a3l Cialiual lo il 31g.
na O sluy
ves B
31h. Clean engine using air gun no O Y elsell et pladiuly o el caldas 31h.
nva O by
3| 27 Were any of your questions related to ;:zs % ?’; daleiall @lilind e gl u‘ﬂ 3—}‘—.\}“ --w da 27 3
lube change answered? e 3 Huad Alan
nA [ ssiy
3 28. It?]ig (t':r:: gtaff place the mileage sticker in :is % ?: : Jx@mﬁ&ﬁﬁ;\ﬁ 28 3
' nva O ssuy % Jeed)
G}) ves [
4| 29. Were you offered a receipt voluntarily?”  no 4 N oL sl Ml Jen sy lle aje da .29 |4
dhod b auffomu hocepiia O s
5. REST ROOMS AND MOSQUE taaall g (alaalt feull g) daill e 5
Scores Critical Areas Al el Jaail
3 30a. Were they adequately stocked with all ves L] = Ay )5 pall il linsal) arens 8 Jene <ilS Ja 30a 3
necessary supplies such as soap? NO g 3 o sball Jia
No Soap nwa O gsuy s
3
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Scores Critical Areas dled) Y BAVH]
_ ves 1 i N
Ob. Were they adequately stocked with all v A g pall @l jliua) & 3 e S & 30b
o@ necessary, supplies such as toilet tissue? NO &S Callsill (3599 Jia
0 U NA [ gy
30c. Were they adequately stocked with all ves [ prd Ay g pall la il &2 8362 <ilS Ja.30c
necessary supplies such as paper towels? no K N o, ol Chdliall Jie
(paper towels are not required where fully Gldiae J3 55 vie &y glha e 44 )l —adlial)
operational hand dryers exist) N f‘."g’ fﬁuNlA [0 Gy (AY) Al
: Tt QG s
31a. Were sinks clean? YES e o gl J"Y"d:_\t_\yr‘: '&SJTLI.S’IG
require comment when marked ‘No’ NO D Y =l > ¥l Culs )
NA [ sy
: 2a U La) culs
31b. Were mirrors clean? YES pu o 1 ):yru .lsd‘;s"mb
require comment when marked ‘No’ no [ ¥ S Al
. NA [J ssuy _
: Sk oY) Clikae CiS
31c. Were hand dryers clean? et ves O e .}ﬂ‘” g"f.y..uu_;y,u: .lsd::‘.31c
3 require comment when marked ‘No’ no [ ¥ Tt e
No HonpBRY1ERS na B sy
. fAaday ) sbeall Sl cuils
31d. Were dispensers clean? ves I i o g et "y':—‘a_,[_\yiutsdzis’]d
require comment when marked ‘No’ no [J Y G l :
NA [ sy
ves Y
31e. Were toilets and urinals clean? Nno [ N e Joall 4 cilS Ja 31e
© na O gy
; $aadas Ll oY1 il
32a. Were doors clean? YES E pu o “"Y".L)L:Y\‘_:ﬁ lSdTb‘.32a
require comment when marked ‘No’ no [ b Tt e it :
na [ Ggabny
YES o
32b. Were walls clean? Nno O y fala Uanll CulS s 32p
NA [ sy
YES o
32c. Were ceiling clean? Nno I N b Gl S Ja 32¢
NA [ sy
ves i
2| 32d. Were vents clean? no [ ¥ fagdas MLl cols Ja 32d
na [ gayy
; faikas lua W1 il s
32e. Were floors clean? ves B4 oM gl - wgn ‘in i< m32e
require comment when marked ‘No’ no [J ¥ Gt T T :
Nna [ sy
YES o2
32f. Were baseboards clean? No [ N Al sac il & o sl ) calS Ja 32F
NnA [ iy
YEs 4
32g. Were grout clean? Nno [ N feabs LU oS da 329
NnA [ iy
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Scores Critical Areas Aguleal) ¥laall LAl
ves [ w
33a. Were trash containers clean? ~% NO |:| ¥ Paiddas Aaladll clygs <l Ja 332
No “TRASH ComTRINERS @ NA B ahuvy 9
2 veEs [
33b. Were trash containers not overflowing? NO O ¥ fhaili e Aaadll clygla <l ds 33b
NA B @y
YES pd

5 |34 Was the restroom smelling clean & no [ N h O9) Alaiay didad Jlaall Al cilS o 134 2
fresh (without any offensive odor)?

$slanl) b gy S Aadl)

NA [ gy
: Jand aleall 8 &l jseatl) anan <l Q2 .35
35. Were all the facilities inside the YES E e ¢ ¢ t‘n@b JSds
restroom in good working condition? L. s T e
2 require comment when marked ‘No’ no [0 v g sl o2 MY A Y S WY 2
NA [ Gy
3 £(5) Canlai dmsall Acl ) e OIS
36. Was the Mosque premises clean? YES D P ( ). );\]\ ’ ,,:; LL‘;TQL:\SE‘: 36
2 require comment when marked ‘No’ Nno [ Y ol St : 2
NA X Gy
Comments: sl all [ adadilt

\Dho\‘le)\,a ald dabon and a elden L&'.’pe o% 1odet

FOR OFFICE USE ONLY

136 il alaiiad
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Apal) Jalait) LG e sl . .

9 : Evaluation: il

% ACTUAL SCORE MAXIMUM vajuation e
Approach and Cleanliness daldaall g o) Y 1
Greetings and Initial Checks | ¥} DSl s o 3 |2
Appearance and Behavior of il ol @ .
Staff Ol sl gl g sedas |3
Service Aeaall {4
Cleantiness - Restroom and Cilalasd) — ddUaill 5
Mosque ol g
TOTAL & saaall

5







SERIAL NO.

s 8|4

E,IIBE EXPRESS iyl o)

eHUBAIBA T ;\

P.O. Box : 2992, Dubai - U.A‘E. gl YAAY L0
. . . e “) . - 1 - A il
Tel. : 04 - 3939178 auns an—lLS / PPN ‘_&d:: £ - PAYAAVA

wogsro: 125730 SERVICE ORDERICASHIVOICE o 12/2/20e o

CUSTOMER: . e i | Jouw M 1LtAGE . SO
VEHICLE MAKE : C \/\W Al @QLOL At g MODEL: oo - g BEONNOENS TR Z 57 s s
el .y e
SERVICES SR
Use of of Flushing 0 [ o Skl Gl oy Jleadad |
“Engine Oil il Change ~— s “‘JJ_‘-“-‘ L&’M __M::_ - (;&: 2. wéi .
Change of Ol Filer_ P te~ ) e ! _____12 2. QO |23 D
__ng»l}_p_?rake & Clutch Fluid - DOT 3/4 L s/ Jal 3l Jiles © aslal :
_Automatic Transmission Fluid - Dexron 11D ) 25 yad JRi g Sl
Gear Qil e gyt cy o
»vﬂ_—__ Differential Oil P (Nl yia) g g 3 Caty ’ /" .
T _Power Steering 0 Qil Reservoir ,_,_-__f_.,,#F,*___,_J»*_"“JJ*‘*" 28R Gy Gy // o
Radiator Coolant S5t as 5 il //
Batiery ery Water Ayl £lo 7 v
. __ Windscreen W Washer Res Reservoir__  glaph s Jilw (15> : -
;é__rcnsirﬁ—— T - PREN- -
| Tvre Pressure Checked oY1 5198 paxd -
" Air Filter Cleaned ol gt S Aabisa
- o hass Jye e aa Mt e s Bapaee dlie o2 asSedt et . )
o Bxovess In Charge - Rem wisdt vehicle in good conditior atier satisfactory work rone "{ / )
R Reg No. . o R
QH CUSTOMES SGNATURE bendi A
nank you for visiting Lube Expres g e ol o s Tl S g

rirates Generat Petroleum Corporation _E _M_ I_’_ ‘ r E ‘J_ ‘

a*alal w221 R POTEPICILPY LS







