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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center g%
E\d)\») Emarat | O wsys Eppco / Enoc 10« sl Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
, O Co Cg Name Number Name Number | Name Number
Gender Height Built _ PBpectacle§ Beard | Mustache] Ethnic Groups

M1 F JTIMIS|T [MIF |Yes|No JYes [ No | Yes | No |Indian [Pakistani|Filipino [Expat. Arabs] Others:

ROORODOROORORROK O O 0O O

EMIRATE V':‘:Zfi:‘ AbuDhabi |  Dubai Sharjah Al Ain L(‘)':v';‘ai‘: aman | as M | Fujairah
O O X O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
T8l I ol9 1119 [ e[ | —+ | o’ [I¥'30]1810
‘ 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 w m = O VISIT | O O O R O O
1. APPROACH AND CLEANLINESS -A8Ua3N g Ll 8y 1
Scores Critical Areas Taabad) el g
YES KX P R I )
1. Was there proper sign to the Lube no [ q Lo e AV dsnljdadallia S da 1
changing bay? S Hll i
na [ shuy
YES X axi
2. Was the lube changing area clean and o5 - Tad ol s ddkaie
3 organized? NO ¥ e Ak cy i ppi Atk S 213
N/A ek Y
YES o

4|3 Was there any oil leaking and falling on e dc gyl coed gl dia GSda 3

to the floor of the lube bay ? NO Y Sy M et Aabie b ()Y 4
na [ iy ]
ves B
214, Were the waiting area and table clean?  NO O Y aada; Al Ul Uiy dshaie cil€ a0 4|2
na [ sbuy
o ) ves 3 o
2 5. \\:IV;ski;hge?telev13|on in the waiting room NO D N ¢ Uyl A b Jews csilill g8 Ja 5 (2
na [ sy
ves [ o s ,
6. Was the board displaying complimentary [ y Al gl jelas sl il s 6
services neat and clean? Caalal p 4 e dplaall ilaaall
NA 2 sy
2.  GREETINGS AND INITIAL CHECKS SN el g a3l 2
Scores Critical Areas Al c¥flaall Lladl)
3|7 Wasthere any delay in approaching ves [ pr aifeal g8 & el gl ia g8 06 7 3
customers? NO Yy ot ol g calagall
8. Were you greeted in a friendly manner ~ YES K~ skal) 35 d b dh s il a8
(pleasant feeling)? Nno [ Y ¢ (oA
S b ik gall sl Cim g3 o8 elay Y 1Y
5| If no, please describe behavior: Was it . ﬁ . ’j; ‘ j;if N
arrogant, without any expression, normal ¢ il o 22 e iu
etc..... ¢l
+ 1 +
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Scores Critical Areas Al el Jalait l
. i id hicle f itioni P4 ; T - 21 R

I e T

the engine off? No [] ¥ Y i 23
10. When asked by customer, was the ¢ . S8 da ¢ | (e il gall Jga Leaic 10
. YES e draadl (4 s .

5 attendant kpovyledgeable of dlﬁergnt <l s 53 Gila /&Uﬁi i o oo 5
grades of oil, filters and their relative NO D N leie JS 2
benefits? leta JS 231 48

YES [X] i .. .
4| 11. Did he offer the waiting area to you? NO E 'ﬁ; I AT D TRFS oLV elle e b 11 |4
12. Did the staff thank you as you were YES paxd ¢ 5 i ety & S il ol LG

4 leaving? no [ g £ ol S Ly o Sy Gl gl i Ja 12 [ 4

3. APPEARANCE AND BEHAVIOR OF STAFF S sbuy Cuiligall jglie 3

Scores Critical Areas Al ¥l Ltai

_ YES D
3 13. Z\rl]z;sﬁ?é uniform of the attendant neat NO D Y ey Gl el Gl sl Gl oS s 13 (3
NA [ sany
YES pad . .
3| 14. Was the attendant wearing visible no [] q e Ay (o 5y 35 sl Cala sl S 14 3
nametag? fz 58 0 4l Lle
va [ sy
YEs [ .
15. Was he able to communicate with &o dialgll e 1,06 Gala ol S a0 15
3 customer? No [ ¥ 050 3
NA [ muy
YEs d
4| 16. Was staff courteous / friendly? No [ ¥ Skl o abasall S Ja 16 |4
NA [ ki y
4. SERVICE tdaail) 4
scores T CrtcalAress I ™ e o R — Ll
: % L 33l Cabs ool A3
17. Did attendant check whether you need ~ YES M - A uﬂ U }A f A7
3 top up or complete oil change? R0 ot el Dl ALY a5 ) 3
- No [ e alSIl

3| 18. Did attendant check with you whether ves [4 pxd 28 S 1Y) Lad i il gl 3335 Ja 18 3

only oil is to be changed or oil with fiter? N O y € lall g 50 Al dagd g 0
19. Did he check using gauge the quantity ~ YES Y| pad @Il S (6 e (il il sall JE Ja 10

3 required to be topped up and informed e A 3l S Gl il 3

you? : No [J ¥ fellly Wil Bl
Es B3 P e 0 e il il ol G

3 20. Did the attendant check for oil leakages YES et uﬁjft: }Ml jij JA 20 3

under your car from filter and drain bolt? Nno [J y HEIsabas R P A
Ty

3| 21 Did the attendant drain the used oil YeEs [ o sl 3l S i il gl A8 da 21 3
completely from your car? NO [_'_] ¥ el Hlw (e

2| 22. Did he ask whether you want the engine  YES B s P ol e b i€ o il Ja 22 2
to be flushed and did it if you agreed? Nno OO y feligdl se Jln A lly

3| 23. Did the attendant fill the correct grade as YES P Sl A e s Al Galisall A5 G 23 3
you requested? Nno [ y gl Al dajaiall
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Scores Critical Areas Dbl caall Jatail)
24. Did he request you to start engineand  ygg K A sy o aall iy o o dlie il Ja 24
3 leave it running for one and a half o i Ak saa) sl Al 3
minutes? no O ! iy 44 5add Jpl &
. ol 4 je/Al el o (e calagall S da 25
3 25. Did the attendant ensure that the carter YES m i :S J:xuim a5 eiSa b o Ak 3
boit is tightened and there are no leaks? D m = @ o
NO Y gy 3l
26. Did attendant carry out the following Lilaall lia gaill o) ol calisall A8 da 26
complimentary checks: ' sa il
ves B
31a. Battery Water top up no O Y Ay el el AL} 31a.
na O sy
ves B
31b. Coolant Water top up no [ ¥ coolant/all el @bl 31b.
na [ sy
YESE P- Y148l Jis ) 2y ) Adlia)
31c. Auto Transmission Fluidtopup  No [ R v L
(O 5haandt i)
na [ asuy
ves 4 m
31d. Brake Fluid top up no [ 3 Jeill cys el 31d.
va O sssy
ves B4 -
31e. Gear Oil top up no OJ Y oAl plcy; sl 3e.
wa [ abuy
ves X
31f.  Air filter cleaning no [J ¥ Aol ks 31F,
va O aduy
YES K axd ,
31g. Wiper Water top up no [ y gla ) Slalinal Lo dil) 31g.
' na O aduy
ves I =
31h. Clean engine using air gun NO D Y elsell e pladiuly o jeuall adas 31h.
na [ ahiy
YES P e | f P -
3| 27. Were any of your questions related to % ?: Adaiall il e ) de WYl Qa da 27 3
lube change answered? NO S et Alasy
na [ asuy
‘ _ o yes K 2 Of (hale gy alapall 8 s 28
3 28. lt:l?mlg él': ;taff place the mileage sticker in NO D y ol L Aadd) [ sia L) 3
na [ adbuy 5
ves ]
4| 29. Were you offered a receipt voluntarily? ~ NO O b L) adiud daydile e Ja 29 (4
nva [ sy
5.  REST ROOMS AND MOSQUE sasaall g (alaall fll $5) A5 a2 L5
Scores Critical Areas Aguila) c¥laall Ll
3 YES i 3
30a. Were they adequately stocked with all %] ?’: el il iall aaans 5 jee CilS Ja 30a
necessary supplies such as goap? NO - Sogball Jia
va [ ghuy =
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Scores Critical Areas ™\ EEWRI LA PR Jalaitt
Bhes O
30b. Were they adequately stocked with al W ?’: sl il Jlinsall azany 3 3¢ae S Ja 30b
necessary supplies such as toilet tissue? NO Cudl it 3599 Jia
No Tigsues A NA [ gy ==

:L':JJ‘).’A]‘ QLAJ'M\ &2ana 3 3¢ C3S Ja 30c
e, gl Chdlial) Jia
Chiina 5 s Ry llae 32 130 izl

30c. Were they adequately stocked with all%y YES D o

necessary supplies such as paper towels? NO E y
(paper towels are not required where fully

operational hand dryers exist) N?m’zféé NA [ sasy

(A1

31a. Were sinks clean? YES e o B L,.;,?;Jf;ff\is"t"s']a
require comment when marked ‘No’ no [ ¥ [ P S
Nna [ gay
31b. Were mirrors clean? YES i o ! ,',’\;,; ;‘_"f\;‘uﬁ;‘: |'31b
require comment when marked ‘No’ NO D b G 2 S ) ol )
NA [T gy

ves [

Ak Yl Cliias culS Ja 3¢

3 Ste :g;:ierehzgaggigvﬂzgnﬁ:arked ‘NO'@ no [ ¥ el o MY Ala Y culs )
No HAMO ORY$RE N/A @kl Y
31d. Were dispensers clean? ves d o *‘mh Oﬁh‘,,ﬂl,ﬁ@su ujls dﬁ. -31d
require comment when marked ‘No’ no [ ¥ gl sl oo YT ey cals 1y
NA [ suy
ves K| =
31e. Were toilets and urinals clean? NO D ¥ fAgdas Joall Al cilS Ja 31e
nva [ sy ‘
32a. Were doors clean? YES KI o L. ?ﬁf,uﬁ]ﬁw u\S dﬁ. -32a
require comment when marked ‘No’ no [ Y Gl o T Ay s 1y
NA [ gy
ves A =
32b. Were walls clean? NO y fagdai aall cilS Ja 32b
N/A Gl ¥
YES axd
32c. Were ceiling clean? NO Y Sl Cadt IS Ja 32¢
N/A G Y
YES ari
2| 32d. Were vents clean? NO ¥ faagdhy Ml il s 32d

32e.

Were floors clean?
require comment when marked ‘No’

Y

32f.

Were baseboards clean?

$34dai sae Bl - ) /lailadl )5 cuilS Ja 30f

32g.

Were grout clean?

<
m
(73]

~<
OOROONMOOROONDOONOO

E
(54

Al

z Z
53

feahai LU (IS s 32g
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Scores Critical Areas Agalual) SYLaall Latash
33a. Were trash containers clean? NO D b faa,dss Aoladll sl cilS o 33a
o | Ko mesH eoniTPn nELS A [ g )
vYEs [] w
33b. Were trash containers not overflowing? NO [] ¥ faaili e Aaladl clsls culS Ja 33b
NA 4 Gy
vesi ~ 000 ]
2 34. Was the restroom smelling clean & NO D N @) Os) Liatey diad pleall dadl; CailS Jda .34 2
fresh (without any offensive odor)? Splendl B A S Andl
NA [ iy
3 Jazi slaall 8 & eadll asea cailS Ja 35
35. Were all the faciliies inside the YEs [ e e o,
restroom in good working condition? L. s e it
2 require comment when marked ‘No’ no O v sl o2 Y Y S Y 2
NA [ asy
3 9(5) ki anweddl A2lE ) aa (IS
36. Was the Mosque premises clean? YES D i ( ), };l\ ) ,,:; &L‘;’Z‘:\S ‘i: .36
2 require comment when marked ‘No’ Nno O b (Gl it : 2
NA P gy
Comments: @ rCMBBadall [ galaslh
oy 18 Mdon Ls\.}/? e 6% ~lode )
FOR OFFICE USE ONLY Jogd Cigall FAR=N
Aaealf Ja\GLY LA Jo¥ sl . -
9 N ¢ Eval : : 3
% ACTUAL SCORE |  MAXIMUM valuation Pt
Approach and Cleanliness Aathailt 5 ol Y 1
Greetings and Initial Checks | &als¥) Sl cua Al 12
g{)apfefaarance and Behavior of ol sl gy sekae [3
Service sl |4
Cleantiness - Restroom and lebeall — 2kl |
Mosque el g
TOTAL & gaaall
> 5 +
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SERIAL NO.

- - “Telr]als] ~
LUBE: [KPBESSII/M‘-Mh-uﬂlﬁnﬂ

AL GHUBAIBA el

P.O. Box : 2892, Dubal - UAE. A R PPSTRA R :,,f,,'
Tel. : 04 - 3939178 ‘_‘I:‘_‘ ‘ L! / PR “ .L—Y'\\'\\VA dtb
wocero: 187121 SERVICE ORDER/CASH INVOICE N S N
e T o MULEAGE: o i b
VEHICLE MAKE : —_sz@a:__——— : 1S, e MODEL: s REGN NO 1 SQFLJ_LPJ_.,,__” o5
' . At : S PV ¢ gl
. R SERVICES: . -~ .. _ -' - .| QUANTITY UNIT PRICE TOTAL
Useof Flushing O~ . S okl whalkil-oas) Janid
Enginie Oil Change ™ &~ _ - LT 1oy Ls—eso
Change of Oil Filters .. =<~ Yo _ Couh pukgss | | Py AN
Tnp Up: Brake & Clutch Flui T34 w7 AR 7 Jat I Jikes ¢ asl=l FREE [ '
8 “ﬁma’ﬂdmnsmissxon Fluid - Dexron 11D isynll 0 4> Sl FREE Lla
Gear Ol . L Do) * FREE Llaa ,
Ditferential Oil (Jhacka yho) g il S * FREE Llsa 1
Power Steering Oil Reservoir gSalayse a9l ) OIS FREE Ll 7
Radiator Coolant a9alast it 33333 Jilw * FREE Llia /
Battery Water 1 jdaal sle * FREE Llsa /
Windscreen Washer Reservoir Flaot i3 Jila G155 ~ FREE o | 7
{0 L - C i
Greasing paaadd FREE Lilsa
Tyre Pressure Checked ol ey #19a goad FREE Llaa
Air Filter Cleaned \ ol gyl yilh duliss FREE Lbs
et il desi Jyians iiaye bgens dugllall oloadd 5t s b alls b &Syl cealiwt aal A g el
Lube Express In Charge aceived vehicle in good condition after satisfactory work done GR AND TOTAL 8\% OO
*UPTO100 MLFREE  Reg No. — o ke ' e

Thank f iting Lube Expres§ e 4 CUSTOMER SIGNATURE Jro2dl 2555
an ou OI‘ViS ing Lube Expre NG . i 5 ,
y g Como:ﬂon EM 'i?ﬂ r fs N _...‘ e § gt _.-""J‘ J” “’d"-"lrs“u .)HS“-

ftadle s B a8 m » RN J. Lt ol Ly et







