t‘ ) De. iy,l?,“f

¢

SERIAL NO.

8|6

2

—

+

+ 1 +
2.
PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center g
Ecﬂ)\al Emarat | [0 s Eppco / Enoc | O @5 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
JD #-3 Name Number Name Number Name, ~ Number
MegTT11 ]
Gender Height Bull Bpectacles]  Beard | Mustache| ! Ethnic Groups
M1 F [T IM]S|T [MF |Yes]No|Yes]No]Yes| No |indian [Pakistani|Filipino [Expat. Arabs[ Others:
EDD&DDBDDEDEDDD O O
EMIRATE v;:;}i:‘ Abu Dhabi Dubai Sharjah Al Ain gr:vrvnaf: Ajman Kﬁ:ismAalh Fujairah
O O O | O O R O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
A las]| ola [o][F [ e]e | ol | ol BRI0 W45
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 VISIT
0O O O o R O o o B O O 04

1. APPROACH AND CLEANLINESS

AR g ol By 4

Scores Critical Areas Al @yl Lataih
ves ) - e
1. Was there proper sign to the Lube no [ q dihia Lo AYlldaalyjiaddia g8 da 1
changing bay? el
na [ aduy
‘ YES o
3 2. \é\:g:;il;zé%be changing area clean and NO D g R ey il Y s dilie cilS a2 |3
nva O sy
ves [1 & ) .
4|3 Was there any il leaking and fallingon N e aedygcnill couigldla S da 3 4
to the floor of the lube bay ? & Seu il s Aadaia 8 Y
NA [ sy j
ves i) o~
21 4. Were the waiting area and table clean?  NO D N faadar A gdall g GVl dddie clS dy 412
na O abiy
w ves I
2|5 Woa:skinge?televasmn in the waiting room ] ¥ VA e A dem ol S e 52
N/A l:l by
YES o . .
6. Was the board displaying complimentary D g Al e el Maallcils a6
services neat and clean? CAadad § A0 e Ailaall Dilaaall
va O sy
2. GREETINGS AND INITIAL CHECKS A g il g qua il 2
Scores Critical Areas Al Y Laal) Jolaiht
3| 7. Was there any delay in approaching Yes [] i i/t i A el e oS a7 3
customers? Nno R N SOl sai Cals gall
8. Were you greeted in a friendly manner ~ YES S RS skl Ak s il 2 ds 8
(pleasant feeling)? no R Yy ¢ (o

z

U\Sd‘h u.]a}enébluu.ay(ﬁ‘;hj N

51| If no, please describe behavior: Was it AV o . . . e 5
arrogant, without any expression, normal @ (e ulaill e Ja )l ;—ﬂmu@;
etc..... ) o
not wal, bud Zid ne] el
+ 1
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Scores Critical Areas Al Sl Jalaih
9.  Did he guide your vehicie for positioning ygs [X ; Ll Sl el b Gl o) A0

3 at the stopper and asked you to switch A ¢ :: ‘Lf o ‘#&:i . Lﬁl ‘5\:}“ 9 3

the engine off? No [] ¥ T el ik g Ay B bl alagy
10. When asked by customer, was the . S I daeall (po cala sl S Ladic 10
attendant knowledgeable of different ves (X - u-h‘—u A }d il )

5 o e - . g..:‘_).\lﬂbt.:j)]lu\;J.}/t|y‘dMelc 5
grades of oil, filters and their relative NO D y o - AN
benefits? fleia JS Xl 48

YES i .. .
4| 11. Did he offer the waiting area to you? @ e ¢ oUuY) 4d e oY e e da 11 (4
Din Mot pkee warmn;, MEA NO i
12. Did the staff thank you as you were YES [X o N .

4 leaving? NO D N ﬁh‘uﬁ@ﬂ)&“ L-“LJ“-“ ebd“ 12 4

3. APPEARANCE AND BEHAVIOR OF STAFF 1pdSolar g Oadlh gal) wbe 3

Scores Critical Areas Lpleall) Y Laall pA k(]

_ ves
3 13. xzsﬁt;;?umform of the attendant neat NO D Y ol e Gl ealall Gl el Gl S Ja 13 |3
NnA [ sy
YEs [ . .
3| 14. Was the attendant wearing visible No [ y ey Ay (535 0 g sall Cals gl IS Ja 14 3
nametag? Tz a5 daul Lgle
NA [ sbyy
vEs [ .
15. Was he able to communicate with e dealgll e T8 ol gl (IS Ua 15
3 customer? Nno [ ¥ PO 3
- oM
NA [ sy
vEs K

4| 16. Was staff courteous / friendly? No [ Y bl Gl K Ja 16 |4

na [ sy

4. SERVICE dasdll 4

Scores Critical Areas B - R T Ly

= -, 23S ) Gy aailly il pall 26 Ja 17
17. Did attendant check whether you need YES |X e u uu}d ca }A ¢
3 top up or complete oil change? S0 ol ol ol ALY s 5 ) 3
p up p ge: Nno [J ¢ JalSIl

3| 18. Did attendant check with you whether ~ YES % pri A S 1) Lad elio Calasall (38a3 18 3

only oil is to be changed or oil with filter? N O y € ol a0 o) Jadd oy 3l s
19. Did he check using gauge the quantity ~ YES [X ant plaiels Gl 6 e abiy ads gl 6 Ja 19

3 required to be topped up and informed S PO GIT | I UOLSp | U P\ R A | 3
you? no [ v el il 5 i)

e Sl e e Giaall b gall BB da 20

3| 20. Did the attendant check for ol leakages ~ YES B ;":ﬁ /jj‘; L":} A e ajij e 3
under your car from filter and drain bolt? NO D y B feu

3| 21. Did the attendant drain the used oil ves A M andasall 3l S Gy i Cala gl BE Ja 21 3
completely from your car? NO D ¥ el Ju (e

5| 22. Did he ask whether you want the engine ~ YES B o e ad ey o e da 22 2
to be flushed and did it if you agreed? NO D y Cuslisd) o Jla * Sy

3| 23. Did the attendant fill the correct grade as  YES =< axd Sl A pof 8 Alaly Calasall B8 U8 23 3
you requested? Nno [ y el Al dxaall
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Scores Critical Areas ko elaall Lol
24. Did hg requgst you to start engine and YES m S iy o aall i a6 O i calla o .24
3 leave it running for one and a half ] € ini 5 A2 53] il Ala 3
minutes? NO Y 5 e > )
3 25. bDid t.he‘attendant ensure that the carter YES o wfﬁﬁﬁﬁ:‘ﬁlis j:_f:_ud: 25 3
olt is tightened and there are no leaks? NO D y ecu 3l
26. Did attendant carry out the following Aglaa) Cila saill o jals cals gall Q8 Ja 26
complimentary checks: ) -l
ves X a
31a. Battery Water top up no O k| Atal) ole Al 31a.
na O iy
ves ] m
31b. Coolant Water top up NO D ' b coolant/s_ell ele 2l 31b.
va [ sy
YES o -
31c. Auto Transmission Fluid top up NO D b I Al JLF‘ uj T’j‘ 3te.
na [ by (0snst )
ves A~
31d. Brake Fluid top up no [ ¥ el ey il 31d.
A [ sy
ves X
31e. Gear Oil top up no OO ¥ WS- TR IENEC TR Y1
nA [ adny
YES oo
31f.  Air filter cleaning no O k] o) sl il cadais 31f.
NA [ iy
ves Bl
31g. Wiper Water top up NO D b gla il Clalind ole ALzl 31g.
na O sy
YES oo
31h. Clean engine using air gun NO O IR (PEFEWORECS W ERE JESH -1 S 31h.
nA [ sy
3| 27. Were any of your questions related to :IZS % r"; daleid) il e s 619 %b}” t—m Ja .27 3
lube change answered? Sn B i Alasy
Nna [ sduy
3 28. 5:: (t.:l':? gtaff place the mileage sticker in :I(E)S % ‘: Jm@mﬁmﬁﬁ;ﬁ 28 3
' NA [ by €5l
§3> ves [ =
4| 29. Were you offered a receipt voluntarily? NO ¥ IR EREN P Y Grasdlle jm e Ja 29 14
dhed b oatcf{'omm me‘»?\’m O sy
5.  REST ROOMS AND MOSQUE sl g (aleadl el 5) Aal ) G g 5
Scores Critical Areas ) N Lia
3 30a. Were they adequately stocked with all st % P: A gwall Gl el gan 8 e S do 304 3
necessary supplies such as soap? 4 . S sball Jie
No Soap nvA [ by y
3
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Scores Critical Areas Al ¥ PAYH]
. YES oL o
30b. Were they adequately stocked with all 0 v s ral e sl aiens 3 jeas <ilS Ja 30b
necessary supplies such as toilet tissue? NO Sall gl (399 Jia
NAa [ gy
30c. Were they adequately stocked with all ves [ s g pdall il sl & B e SilS da 30c
necessary supplies such as paper towels? no [ ¥ 48, 61 Cidilall Jie
(paper towels are not required where fully Cldiag 85 die 40l e 448 adliall)
operational hand dryers exist) nva X Sy Y (491 2l
31a. Were sinks clean? YES m e o al ewi‘;:"“f‘ ‘u"lslsd? |.31a
require comment when marked ‘No’ no [ Y crasll o YT ey s 1)
NA [ sy y
: aaki ) el o
31b. Were mirrors clean? ves (X i . all ,,‘y,,lf"fyr‘jlisd?"31b
require comment when marked ‘No’ Nno [ b g sl o Ll il
nva O gayy
?-~ l“ 1 | i P
31c. Were hand dryers clean? YES W P ol qf,\é{,ﬁu\:;;‘u‘sls“? “310
3 require comment when marked ‘No’ no [ v Tl (o Y A s 1y 3
NA O gy y
X : faall ) lall G, cils
31d. Were dispensers clean? YES N o Al o ,,\1,:—', lA\JIu ,lsd:.\‘md
require comment when marked ‘No’ Nno [ Yy gl sl o Y Y s 1y
NA [ sy
ves
31e. Were toilets and urinals clean? NO D ¥ Sy ol Al culS Ja 31e
Nna [ sy
32a. Were doors clean? YES g P Ll e%,:‘"fgrﬂ’s\;? "328
require comment when marked ‘No’ Nno [ b Gl (oo YT Al cals 1y
na [ ghuy
ves A
32b. Were walls clean? NO [:] ¥ faglay el CilS Ja  32h
NA [ sy
ves X
32c. Were ceiling clean? no [ N feadar il IS o 32¢
NAa [ sy
ves [
21 32d. Were vents clean? Nno [ N agdai Ml cilS Ja 32d | 2
NvA [ gy
; faaas Ol )Y CilS
32e. Were floors clean? YES m P 2l ’ ,,y,," - \ijr“ ’LSJT' ‘.32e
require comment when marked ‘No’ NO D b g sl (o> Sl el
nvA [ abyy
ves A
32f. Were baseboards clean? Nno [ N fAadn sac @l > o /hiladl 5 cals Ja 32f
Nna [ gy
YES % ad
32g. Were grout clean? NO Y Sk W3 IS da 329
nA [ gy
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Scores Critical Areas Foulult aNlaal) Ja\gily
ves K
33a. Were trash containers clean? NO D b fagylas Aaladll iy sla <l Ja 33a
) NA [ aiy
ves ]
33b. Were trash containers not overflowing? NO O ¥ Thald ye Asladll G gls i€ da 33b
NA [ sy
YEs A L )
2 34. Was the restroom smelling clean & NO D N Lﬁﬁ Os) Adiaia g Apdas Jlealdl 401 col€ da .34
fresh (without any offensive odor)? Soleadl (B Agg S Aad
NA [ ey
; Jand alaall b b pgadl) azea CuilS Ja
35. Were all the facilities inside the ves A o L S ds%; 35
restroom in good working condition? L. o R
2 require comment when marked ‘No’ no [ ¥ gl o " Y calS 1)
- onA [ sy
; £(5) il dmasall Al 5 e S
36. Was the Mosque premises clean? YES D o ( ). JEM ’ ,,;T, I«j\;ﬁ"g&‘\ﬁ 36
2 require comment when marked ‘No’ no O ¥ st e Al R
nA B gy
Comments: slBadlall [ gaadll
FOR OFFICE USE ONLY Jagd (igal) aladiuy
Taoall Jatasl) RPN <
0, > PP . -
Yo ACTUAL SCORE MAXIMUM | EValuation: sl
Approach and Cleanliness Adlaill 5 ol yBY

Greetings and Initial Checks

AW Sl 5 s il

/S\i)apf?arance and Behavior of il gall gl s selae
Service Aaaall
Cleanliness - Restroom and Clalasdl — dddaill
Mosque 2asall 5
TOTAL £ sannall
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Lube Express i.u_,.m." gl i Aoas-

™Y

SR 81 NO. - . Cilylol
Station Name: ........ AdkAs asll ol Invoice No. 40370 9 Emarat
Station Tet: ... :Mv aile DateQ?r.’.l \skd . -l Plate No. ... L1 RO 2 - PRI
Customer Name: ....... i Jaosll @l Mileage: . A2 S 5/\

Customer Tel: (Q‘(\ 0 (-g? b\_‘\&\&‘{’ Jueosdl ista TiME 1N s
|4

Sl pMauh by

Vehicle Make & Model: ....... ‘\J A | :aaS, ) goig g Time Out: . U (P I O
boadt L_ASJ n»,—" goondl
Services Quantity™| Unit Price
[Jchange® ‘ ¥ i} iz | A 1S )
(] Changed ol 5k
Engine Flushing Done o paall gl
Top-Uy Brake & Clutch Fluid ~ DOT 4 Done A ol il Jile Lt
ission Fluid — Dexon 11D Done &l Jis Hha Jile
Gear/Differential Oil Done ettt oy 2yl g
Power Steering Oil Reservoir [_| Dane Sl gkl Glos 2y .
Radiator Coolant ()} Done R BT l 7
Water/Torminal [ ] Checked _ Battery [ ] Replaced i Uall and ]
Windscreen Water [ ] Checked  Wiper [) Replaced L/ g il il o Sl ]
Tyre Pressure [_] Checked L s and I
Air Filter [] Cleaned ] Reptaced Syl 2l =]
Oil Drain Plug [ ] Checked _Washer (] Checked [] Replaced 23l (s ome Bl pand /
Condition of all belts & Hoses [] Checked Lt it/ sa Y T
Car Wash: L] Full Wash (] Body Wash [} Steam Wash Yy g Ty R e e
Service Charge faasdh gy -
Others sl _
Dlscoum AED
st e o 5ty 3 LS Lpplladl csluasll ol a B Wl St alih s v '-g;;:; Total AE N

| have received the vehicle in good condition as per the service specified in the job card.

Lube Express In-ch%me o dsas g &edg Reg. N&(SQ#

* Below 500 m! Free

Thank you for visiting Lube Express L psasd! Gt Jaas dods (05,53 [

Mileage: .. \7 64'% fagleS Invoice No. 4?43 7

09

&

Vehicle Make & Model: ... 0.4 S ML gyiy 1o Plate No: ......

A - [J Small Vehicie B ) Ok_/ Circle damages and scratches

B - (] 4WD & Mini Bust—" {1 Oil Filter =

C - 13 Ton Pickup [3 Manual Wash &

D - {J3.510 5.5 Ton Pickup & Coaster Bus|| {1 Steam Wash

E - {16 to 8 Ton Pickup ) Engine Flushing % 2

F - [ Cement Mixture Truck ] Power Synth £ &

G - [J Big Bus 1 Other

H - O Fork Lift &

t - [J Motor Cycle ) | -
| J - Z Other \ “ i it no damages or scratches tick box ) J

% P

R oKy d _\\1. 252
© Remarks: Slaats |
i '
| |
i Lube Express In- charge Signature it ieas Jo v‘,‘ Customer S|gnature}~wx P !

Ref. No. LE/11/11

SERIAL NO.







