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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change an Arab Research Center &
Ek’-'b\-«.\ Emarat | O s Eppco / Enoc | O @ Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number Ng,sne i Number
| XX Vighro | T [ [ [ |
Gender Height Built _ Ppectacle§ Beard | Mustachel Ethnic Groups
M F JT[M[s|T[MIF ['Yes [ No | Yes [ No | Yes | No [indian Pakistani]Filipino [Expat. Arabs| Others:
ROODROORODORORRO R O O 0O O
EMIRATE ";‘;Z:i;“ AbuDhabi | Dubai Sharjah Al Ain Lé’:‘:v“ai‘: Aman | RaSA L Fujairah
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
ceh sl ofa] 119 129k ol ¢ o004
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday I Monday I Tuesday | Wednesday | Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
vt T 0 @ O O ver | O O O O (M| O
1. APPROACH AND CLEANLINESS 433 4 g_..abﬁjl\ |
Scores Critical Areas FITIETE L]
ves K & o i .
1. Was there proper sign to the Lube no [ q dilie e AV dsmljdaddia g dy 1
changing bay? ey il uad
na O abuy
vEs Bl
. t i P P . Lt e
3 2 \é\:g:ngz(;%be changing area clean and NO I:] Y ey Ak 3l LS n 213
wa [ sk
ves [1 o L .
4 3. Was there any oil leaking and fallingon y e de Fgcuyla i glella glsds 3 4
to the floor of the lube bay ? - Sy M s dshaia & )Y
na O sy ’
YES Pt
21 4. Were the waiting area and table clean?  NO O N edaday Al Uall g jUauyl dsbie oS Qs 442
N Ry
o y ves [ &
2 5. xv;iitnhge?telewsmn in the waiting room NO D N ¢ LTyl A e 3 Jans sl € Ja 5 12
na O sy
ves [ o . s
6. Was the board displaying complimentary ] y Ll Lggle ek s dl oS a6
services neat and clean? a4y ye dpilaall Cileadldl
wa [ sduy
2. GREETINGS AND INITIAL CHECKS AN il g cua il 2
Scores Critical Areas Al il h@
3 7. Was there any delay in approaching ves [ px PRC S g mbgldagsds 7 3
customers? Nno 4 Yy Soib ol ead Cala gl
8. Were you greeted in a friendly manner ~ YES px ) sk dhcua il ds 8
(pleasant feeling)? Nno [ N ¢ (g
TS U b gall & gl a0 28 2lan <Y 13
5| If no, please describe behavior: Was it u‘ e . \j;l ) Jj: ) j;i o= 15
arrogant, without any expression, normal i A
etc..... £
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[ST:ores Critical Areas Aol YLl Lalays
9. Did he guide your vehicle for positioning  ygg [X] ; L. R .1 R
3 at the stopper and asked you to switch . e :“ el “"Lg,‘ “ﬁ“ e,hLU‘L’J ;,‘L}d‘ et.s ‘h 9 3
the engine off? No [] Y0l ikt o lie alla g 8 <y
10. When asked by customer, was the . 1< Jiandl fye il oadl (5 Lonic
5 attendant knowledgeable of different YES ™ zlliﬂ(:ll ‘f ‘)-{l Q‘AUA_)/ ‘)fid dfu 10
grades of oil, filters and their relative no | [] q I = el ; o S
benefits? | Tleia JS 23484
YES : .
4| 11. Did he offer the waiting area to you? NO Emél ": LY A8 e b Uyl elle e Ja 11 (4
4| 12 Did the staff thank you as you were ves [A axd ¢ 333 i€ Laty o (K s ol L6
Ieaving? NO ’D y PR H ,)S-“‘-’ )“J & Ja a2 14
3. APPEARANCE AND BEHAVIOR OF STAFF | agS sl (ol sl Lglia 3
Scores Critical Areas Fnalaa) c¥laal) Jalaih
_ ves [
3 13. \;\r/jzsﬁt(;mﬁ?umform of the attendant neat Nno [] Y L5y s sl el Caligd) ld S da 13 (3
NA [ sdyy
ves [ .y .
3| 14 Was the attendant wearing visible NO D g ek Ay (55 3 3 5a sall il gl IS a4 3
nametag? fo o0 aaul Lle
Nna [T sy
YEs [N ]
3| 15. Was he able to communicate with NO 'D q &o deal sl e 18 Gala gl (1S s 15 3
customer? ST
NnA [ sy
YES ax
4| 16. Was staff courteous / friendly? Nno [ v Skl cabs gall S Ja 16 (4
NA [ sy
\
4, SERVICE 4.4l 4
[scores T Chtical Aveas T T C hawevew T T pEg
, ; S O B el Baally Cala gall G Ja 1
17. Did attendant check whether you need YES EE‘] o w uu)d Ta s }AJ ﬁ !
3 top up or complete oil change? S0 i el Sl LS st s bl 3
p up p ge’ Nno [ y ¢ JdalSIl
3| 18. Did attendant check with you whether ~ YES [ﬁ p 25 S 1) Lad i b sl 33a3 18 3
only oil is to be changed or oif with filter? NO [:] N € el g 2y 30 ol ads iy 0 yaas
19. Did he check using gauge the quantity ~ YES [ﬂ el il gle iy Cala gl DB Ja 19
3 required to be topped up and informed ‘ e Ayl Aaas Gl sl 3
you? NO [D k! Sellyy lalif 5 Lemslisa)
YES [X] i o o3l oo oon il aB: 1l LB
3| 20. Did the attendant check for oil leakages ~ YES ' ol ujjjuhu: )_M‘ bﬁii 20 3
under your car from filter and drain bolt? no [ N SRy e eJE .
ST
3| 21. Did the attendant drain the used oil YES Bﬂ el 3l IS i i Cala gl A8 Ja 21 3
completely from your car? No [ ¥ £l Hlaw (e
2| 22. Did he ask whether you want the engine ~ YES W A iy el Jue s o) il Ja 22 5
to be flushed and did it if you agreed? NO B Yy feliad) oo Jla RN
3| 23. Did the attendant fill the correct grade as  YES | axi W da g 5 Alaly Cala gl Bl Ja 23 3
you requested? Nno [ y el Al dsmall
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Scores Critical Areas EI G E V] Liail
24. Did he request you to startengineand  ygs aad aS iy ol el Qs a o e cills o 24
3 leave it running for one and a half Cin < 4 pad Juadall Alla 8 3
minutes? no O i s A2 b2l el «*
N . ol e /Al geba o (e cala sl S e 25
25. Did the attendant ensure that the carter ~ YES X g 2 s e ile. 24k
3 bolt is tightened and there are no leaks? n Al 43l e A T Ao 3
olt is tightened a ’ererne ? o O N ey
26. Did attendant carry out the following el Cla il ol sl calasall B Ja 26
complimentary checks: -l
YES p
31a. Battery Water top up no [ b A thall ole Al 3a.
na O sy
YES pi
31b. Coolant Water top up no [J b coolant/a .l ele Ll 31b.
na [ sssy
YES & - Y1 A sall JBL lea <) ddluza)
31¢c. Auto Transmission Fluid topup  NO D k! 8 JLG_,?‘ wﬁ& . 31c.
. (0 shpansit 51
NnA O] abuy
YES ol
31d. Brake Fluid top up no [ ¥ uill ey dilal 31d.
na [ sy
YES px
31e. Gear Oil top up NO | b Goso [ el ) Adlisl 31e.
NA [ ahiy
YES o
31f. Air filter cleaning NO D N ; ol sedt il Cadans 31f.
na [ adiy
ves I =
31g. Wiper Water top up NO D b gl ol el ols Al 31g.
va O gy
ves Wl
31h. Clean engine using air gun NO O Y ehsgll et hasiuly 3 el aidad 31h.
na [ iy
ves [X] e .
3| 27 Were any of your questions related to O] ?: Aalaiall il (e g Je MYl s da 27 3
lube change answered? NO o 3l et dalany
va [ ahiy
‘ , - ves @l = e op Geale iy Caliall 5 Ja 28
3 28. chx;j (t)l;? gtaﬁ‘ place the mileage sticker in NO D N o Lgials ETEEW] Jeil a5 3
nva [ ssuy €5 ol
YES oxd
4| 29. Were you offered a receipt voluntarily? ~ NO O N Ul 220 Jeag e (e Ja 2914
na [ shsy
5.  REST ROOMS AND MOSQUE daall g (alasdl fll $5) Aa) M G g 5
Scores Critical Areas ) Al eyl PRTH]
3 ves K i, 3
30a. Were they adequately stocked with all 0 ?’; Ay gl e sl mana 8 ¢ <lS Ja 302
necessary supplies such as soap? NO Soslall Jia
na [ asiy
3
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Scores Critical Areas L IV I AN PR Jalast
. YES XI
30b. Were they adequately stocked with all no| [ y s mall e Jliusdl gy 5 5eae <l da 30D
necessary supplies such as toilet tissue? Sl gl 3,99 Jie
NA [ sy e
30c. Were they adequately stocked with all YES‘ ] ad Al el &2 e ilS s 30
necessary supplies such as paper towels? NO D N $48 , o) (adilial) Jia
(paper towels are not required where fully Gliiae 85 die dyglhe e 48 —ailial)
operational hand dryers exist) N/A Gehiz ¥ (¥
- RPN PRRERT:
31a. Were sinks clean? YES pr ol —"y:l:_.fyﬁ .\SJT.(SM
require comment when marked ‘No’ NO | (| ¥ PP Al s )
NA L] Gy
i » Al U ol calg
31b. Were mirrors clean? YES| i gl o M):yr'“ 'LSJTL\\-Mb
require comment when marked ‘No’ NO D b Tt > a1 Gl )
N/A ‘El ki ¥
; faibai ol Clidas S
31c. Were hand dryers clean? YES “E P . i “5%.\1..&1\_;3,‘;? .lsd“:‘.31c
3 require comment when marked ‘No' no [ ¥ T o> AR R 3
NnvA [ gy
: faak 4 bl cilisSle culs
31d. Were dispensers clean? YES ‘m p . }3}\ el w"u&’{éy:ui&dzﬁm
require comment when marked ‘No’ Nno [ ¥ G g -
NA [ gy
ves (A
31e. Were toilets and urinals clean? Nno O Y fadai Jhal Al S da 31e
NA [ gy y
32a. Were doors clean? YES pad o il f .';,;,f;ﬁ;ﬁgdlﬁza
require comment when marked ‘No’ NO [:] ¥ Ere sl e Tt :
Nna [ gbuy
YES pad
32b. Were walls clean? Nno [ Y $adla Glall S Ja 32b
NA O gy
YES [XI o
32c. Were ceiling clean? Y fadas il S s 32¢

YES % psd
2| 32d. Were vents clean? NO N $agdad Ml CiS s 324 | 2
na [0 sy
; ST IENIEN T
32e. Were floors clean? YES m px S ('M'J'L“w},"’z‘f\;l v“li;:‘,SZe
require comment when marked ‘No’ Nno O Y Gl RO T s )
~ na [ gbyy
ves [l
32f. Were baseboards clean? no OO i 520 ldll o ) /Ll i, <lS Js 30f
nA [ sy
ves B o
32g. Were grout clean? NO D b feambi L3 < Ja .32g
N/A EH Gl ¥
4
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Scores Critical Areas Ll cpall LAl
YES pad
33a. Were trash containers clean? NO D ¥ faila daball Ciy s <l Ja 333
) nA [ Gy )
vyes (A
33p. Were trash containers not overflowing? NO O b fiaili e ddladll il <l Ja .33b
NA [ iy
ves [@ e *
2 34. Was the restroom smelling clean & no [ v @ (s Riaia s Al plaadl sl ) <ilS o 34 5
fresh (without any offensive odor)? 9(plasd) B Ay S Al
NA [ gy
. Jans aleall b il gadl azen i Ja 3
35. Were all the facilties inside the ves [ e e e 0 5
restroom in good working condition? . "L e 1A
2 require comment when marked ‘No’ NO o v gl (o2 YT e cilS ) 2
NA [ ey
3 0(5) ki aaall Acld 5 e 1S
36. Was the Mosque premises clean? YES - ( ). };M ’ ,,:;, aj\_.:\jp-g\s ﬁ .36
2 require comment when marked ‘No’ no OO v et i 2
NA K] abisy
Comments: staadlall [ gl
FOR OFFICE USE ONLY 1gd uigall aladiuy
Aasall bl Ll eyl .
0, v = . v ‘
& ACTUAL SCORE MAXIMUM | - Valuation: P
Approach and Cleanliness AUl 5 at jEYY 1
Greetings and Initial Checks | ds¥! lSulill s s i [2
gg)ftfearance and Behavior of il sl ) slsy elie |3
Service iaaall |4
Cleanliness - Restroom and ilaleal) — Adkd1 )
Mosque Sl g
TOTAL £ saamall
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Lube Express

invoice o,g_.au

Cylol

\

Station Name: \.@L‘M\Qﬂ - §§ ddosdl p.m' invoice No: 09 9 9 7 Emarat
. - . 3
StationTek: o836 DLl ista Date: 19 [ [Q... ot Plate No. o m EA IR FINTPY
Customer Name&_(_ m@{; S R M|Ieage' (ISl ge ’J"} aglsS
Customer Tel: « 5= 883 S8 ... : 1 asla Time In: e ;-‘ e 1Syl @3 g
I.,Jdg_, EYy w{g‘b JQ‘U‘..:.\JL_A P I A I RN T AR TR TVEN b SRRt S [ ::w..c‘g%—.ﬂ

Vehlcle Make & Model: .. A *-h ( LS, 939 giso Time Out: sigrres et Sl p..J.uu .._a, .

< &%J-”Wo-«& S R e "v'"u:.:.rv“-* TS R _ ] °»9J')_'_w

E OiihuJ-JL ‘.,uw P ,4 “'“%) Eg%ﬂanged 7 'p dpd‘»:u,_} A__‘(y ‘
on Fiter. = ww | ASYy el o SFT
Engifle FidhiRg -0 1+~ (WY Tt T ) I Y
Top-Up: Brake & Clutch Fluid - DOT 4 q;}wne - i S35 Jalall Pl dilid| ) o
Automatic Transmission Fluid — Dexon 11D M= Done -] 1S al JE Sl Jile ]
Gear/Differential Oil o - ] pone: abial et ol |- 1 7T;
Power Steering Oil Reservoir "* —] Done -’ . - Sehosal o siall oA sty \ ‘,‘_,f;l., X5
Radiafor Coolant : +~T] Done C astea it 55 Jile B A m(jﬁ g_;_” "1‘@,,
Water/Terminal €] Checked : Battery [ ] Replaced T Gl yend )
Windscreen Water [_1-ettécked  Wiper [ Replaced oL znent sidsul. TGl R i 2 B 11 e il or 0G0 ton 31 masmx/ %
Tyre Pressure ¢ []Checked U olya yaad ;
Air Fitter 4e] Cleaned 16 15> cioehfrhAeplaced Lin ool o o0 g Fais1 EiEL3I0 IGIRALY I8 ot CAle ageet onsk !E*’!mﬁ
Oil Drain Plug I Checked Washar{]'— hecked [_| Replaced o5l (s ree B0l and |
Condition'of all betts & HasesBeinsl. % (T Chietkediiricy S0 03 Hali £ 10 SRS NLKAD S G ERIAL] b Awifiay o4 Qﬁi\.’&\d @
Car Wash: [ ] Full Wash [[] Body Wash [[] Steam Wash Y P o e S
Service Charge . : ; _ar sl ey (W 0ni1S(] 1 I08Iiue S amn‘-i [
Others . sl ‘

Biscount AEDMU ’
Lasall Gl il 5o LS Ty tlal clasadl olol aay Bana uuqms,.,n_mm.m Flerp) gl | pppy &q&t b0
| have received the vehicle in good condition as per the service specified in the job card. Grand Total

%

Lube Express %arge Signature sl aess. Japuss gaios Reg. No.[3LLY e Customer Signature sl zodod

*Below 500 ml Free _ Lilaws Jo 500 00 31 *

Thank you for visiting Lube Express dapsadt ol (2iud doas- @S,k [
SERIAL NO.







