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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change an Arab Research Centerv
B e ki Emarat /& & 5/ S Eppeo / Enoc /1 4y Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
,025 Name Number Name Number Name Ly Numberl I
M
i [ [

Gender Height - Built Bpectacled Beard Mustachel Ethnic Groups
M| F |TIMI[S]T [MI[F [Yes | No | Yes | No | Yes | No jindian [Pakistani|Filipino [Expat. Arabs] Others:

ROoOoRoOROOBOBORXE O O O O

EMIRATE ";2::2;" AbuDhabi | Dubai | Shajah | AlAin oy | Aiman casA | Fuiairan
O O | | O || O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
6/8ls|s| ola | 2|2 | 1|5 ols | 0]lR |IRR0112:80
07:00- | 10:01- l 13:01- | 17:01- | 20:01- Saturday l Sunday l Monday [ Tuesday IWednesday l Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF

VISIT ] & O 0] ] VISIT m O O O O O O

1. APPROACH AND CLEANLINESS <Aalatl) g c,n\jé“i\ 1
Scores Critical Areas Talull) c¥La Ll
ves X Lo . .
1. Was there proper sign to the Lube no [ q Ghie Jle AV daal jdagl s S da
changing bay? Sy W il
NA [ sy
_ ves 4
3 2. \c/)\igzr}ir;:(lj%be changing area clean and NO D Y A ey Al 3l i dilaie clS J 213
na [ by
vyes [0
al® Was there any oil leaking and falingon %4 q e ae sy il o gl dia S Ja 3 4
to the floor of the lube bay ? Syl i Adlaile & sV
i L sy
ves ] o~
2| 4. Were the waiting area and table clean?  NO | Y higdes Al Uty Uiy ddhie S Ja 4 (2
va O sdbuy
5. Wasth | YES E =
. t h
2 Woari':]ge7 elevision in the wa)tmg room NO D N R ECP 3 den sl S Ja 5|2
| na O iy
YES P o o
6. Was the board displaying complimentary o N Al e el Al As Ml culS s 6
services neat and clean? Caadaly A9 ye Avlaall Claaad)
wa [ sy
2. GREETINGS AND INITIAL CHECKS g eSdall 5 cua 3 2
Scores Critical Areas o) ¥ lawall Jaaih
5|7 Was there any delay in approaching ves [ prd sl il 8 pali gl dla g8 a7 3
customers? NO N ool s Cals gall
8. Were you greeted in a friendly manner ~ YES & px Cslul) A0 da s i 5 s 8
(pleasant feeling)? Nno [ ¥ S (gt
S ‘ol gall & Caum g3 a9 el y oY 1)
5| If no, please describe behavior: Was it u :3: Lj;l . )L; jiﬁ > J“ > 5
arrogant, without any expression, normal e el e JS 58l -
etc..... ?--‘C'“
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[?cores Critical Areas Aladl) YLl PRI
9. Did he guide your vehicle for positioning ygg E A il Sl s Cals yall L6 s 9
3 at the stopper and asked you to switch v;ﬂ |Lf RS JL. 5 ol I, 13
the engine off? Nno [ N IIRIC BEON I K Al g 3 bl Calay
10. When asked by customer, was the 7 . S Ja el pe il gall s Loie
5 attendant knowledgeable of different YES - :j‘;;:“ - )” d:w_) / 1).?! ;}u e 10 5
grades of oil, filters and their relative Nno [ y T i t(,y . I
benefits? flete JS xil g
YES i .. .
4| 11. Did he offer the waiting area to you? NO % “: MY A e b el elde oae b 11 4
12. Did the staff thank you as you were YES add ¢ ix e - N <
4 leaving? NO D N ._)AL&J;USLA.&:&J&Q;&L\;A’FBJA ‘]2 4
3. APPEARANCE AND BEHAVIOR OF STAFF S sy Cpilisal seha 3
Scores Critical Areas Ll YLl Llai
. YEs I
3 13. ;/\r/]zsﬁtdhye'?umform of the attendant neat NO D YOGy Gl el Gl gl G AS 13 |3
NA [ by
YEs ] AL o .
3| 14. Was the attendant wearing visible No [ g o Ay (55 5 3 sall il sl S Ja 14 3
nametag? Tz a4l Lgle
NA [ sy
YES [ A
15. Was he able to communicate with g deal il e Tl Cals sl (IS Ja 15
3 Nno [ Y o 3
customer? 05
NA O sy
YES (A
4| 16. Was staff courteous / friendly? No [ y Skl sy Cala gl S Ja 16 | 4
NA [ asyy
4. SERVICE dacill 4
scores T Chticalaeas T s eldevad G
S O G Gl Cala sl W8 Ja 17
17. Did attendant check whether you need ~ YES B o }_d Ly ‘}d o
3 t lete oil ch > ;.g))ffuﬂg_)”ﬁha}cuxa)w\ 3
op up or complete oil change? no [ y ¢ el
3| 18. Did attendant check with you whether ~ YES A S8 S 1 Lagd i <o sall Gias s 18 3
only oit is to be changed or oil with filter? No [ Yy Al g 0 o dad 3l s
19. Did he check using gauge the quantity ~ vgs [ i plasily 2y 5l o shue iy absall 5 s 19
3 required to be topped up and informed o Al el i) 3
you? no [ Salll, Gl 5 L)
s B a0 om Sl o g il ik, 6 a 20
20. Did the attendant check for oil leakages YES £ g u.)lu_‘)“_‘w e . ,.}d e .
3 d from filter and drain bolt? e/ s S o8l cas 3
under your car from filter and drain bolt? ] y ey
4| 21. Did the attendant drain the used oil ves K P el 30 US i Calasall B8 Ja 21 3
completely from your car? No [ Yy T ETEN
o | 22. Did he ask whether you want the engine  YES [ el d el dae 5 S o lila da 22 2
to be flushed and did it if you agreed? no [ y Tualidd] g0 Jla oAy
3| 23 Did the attendant fill the correct grade as YES BJ s )l Vg 5 Al cala sl A6 Ja 23 3
you requested? Nno [ y fletlls il el
2
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Scores Critical Areas L) L]
| 2% Didhe requestyou fosartoraine and ves B e 455 i o f el 0 241 5
minutes? no [ 3 faaty 2as add il As B
3 25. bDid t_he_attendant ensure that the carter YES lz K wiﬁgdﬁjlijjﬁﬁ 25 3
olt is tightened and there are no leaks? NO D N feu 3l
26. Did attendant carry out the following , dilaall Cla sadll o) sk calasall B da 26

complimentary checks: sagiull
ves B -
31a. Battery Water top up NO D N G jUaall ele dilia) 31a.
nAa [ sduy
, ves ) w
31b. Coolant Water top up NO D b coolant/a_all ¢la dilz) 31b.
nva O ks
YES E o S Al JI ey ) Al 31¢c
31c. Auto Transmission Fluidtopup  NO [ y o o Al :
na [ abiy
ves DI
31d. Brake Fluid top up no [ ¥ Jaljall iy Al 31d.
NA [ abiy
ves 4~
31e. Gear Oil top up no [ Y o Al by ilal 3e,
nA [ abiy
ves X~
31f.  Air filter cleaning no [ N Sl il cahs 31,
na [ sy
ves 4
31g. Wiper Water top up no O Y ol labiad clo L) 31g.
na [ ki
ves X
31h. Clean engine using air gun no [ Y el Gt planily O jad) Ciplat 31h.
nA [ sy
5| 27. Were any of your guestions related to \I;ES % ?: dalaiall dliliud (e gl (5]9 "*f\;}“ L—w da 27 3
lube change answered? eyl el Adary
wa L sy
3 28. g]i: (t:g? gtaff place the mileage sticker in LES % E"; Amémﬁi;ﬁjﬁ;;ﬁ 28 3
' NA O sy €l
ves 4
4| 29. Were you offered a receipt voluntarily? ~ NO O ¥ Sl WSl Jradlle (e da 29 14
NA [ ahiy
5. - REST ROOMS AND MOSQUE - sauall g (plaall foll 53) Aall ig 5
Scores Critical Areas ) Tl YLl Jataily
3 30a. Were they adequately stocked with all ves BB e Ayl Sl el auan 3 jene i€ Ja 30a 3
necessary supplies such as soap? NO D ¥ Sogall Jia
Nna [ by ==
3 +
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Scores Critical Areas A8t @Yol Ll
. ves w0 s o
30b. Were they adequately stocked with all 0O v g pall e Jlid) miaso 5 5eme S Ja  30b
necessary supplies such as toilet tissue? NO Sulloill g 99 Jia
NA [ sy
30c. Were they adequately stocked with all ves [ an 4 sl Cle Sl & 8 jeme CilS da 30c
necessary supplies such as paper towels? NO D y L) !gt Adlial) Jia
(paper towels are not required where fully Gldiaa 89 die 4l e 4l —ailiall)
operational hand dryers exist) N/A E Gabi ¥ (G A
31a. Were sinks clean? YES E p o ) ?@f;,tf;ﬁfsd‘:"ma
require comment when marked ‘No’ NO D b T2t o> S ¥ Gals )
NA [ abuy
; 383 L) ,al culs
31b. Were mirrors clean? ves B o gl g a’_'t:}yrf 'ISJTM.B“)
require comment when marked ‘No’ no [ ¥ T > S ¥l QS )
NA [ gbsy
; SALL 0] Colitaa s
31c. Were hand dryers clean? YES E o ol i “Sdf.y..u U;wuj .&%3‘.310
3 require comment when marked ‘No’ no [ Yy G T AR R
NA [ gauy
; Aak ) lall CiSl culS Ja 31
31d. Were dispensers clean? YES E o )Jl o "Y"ul_,{.;\jﬂtulsdzl:s d
require comment when marked ‘No' NO ¥ & A g :
NA [ sy
YES pai
31e. Were toilets and urinals clean? NO D ¥ faaky Sl 1S4 culS o 31e
Na [ gy
; Fhakas ol Y1 il s |
32a. Were doors clean? YES g e | ""y" .Li‘y;—:g\sda 528
require comment when marked ‘No’ no [ ¥ G= e T ‘
NA [T sy
ves R =
32b. Were walls clean? Nno [ ¥ Yagdas JUandl CailS s 32b
NA O iy
ves
32c. Were ceiling clean? No [ ¥ feiki il S Ja 320
va [ sy
vEs B o
2| 32d. Were vents clean? nvo O ¥ aauls G S Ja 32
NA [ gauy
; ik SLa W SIS O 32
32e. Were floors clean? YES B’ i N A‘ NG ;u\iyx ERCER
require comment when marked ‘No’ NO E] b & Sl T :
NA [ sy
ves B¢ -
32f. Were baseboards clean? no [ Y Faidas sae Bl & o failadl 50 cuilS Ja 32f
NA [ gy
ves B
32g. Were grout clean? no [ N feal LU IS Ja 32g
nAa [ sy
4
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Scores Critical Areas FIRI, (PR POV PRI
ves D4
33a. Were trash containers clean? NO D b aadas Aaladll o s <€ Ja 332
NA [ Gy
2 - 2
YEs 4 =
33b. Were trash containers not overflowing? NO O ki Phaild e Aalaill cilysla cilS Ja . 33b
NA [ Gaiy
YES D4

2 34. Was the restroom smelling clean & no [ N & o) Aaiag Aidai laall A3l CuilS Js 34 2
fresh (without any offensive odor)? Falasdt 3 A S Aad)

NA [ gy
. s slaall 6 ) gl asen cilS O |
35. Were all the facilties inside the YEs B planll g Sl s S 30
restroom in good working condition? L. o = T
2 require comment when marked ‘No’ no OO ¥ sl o2 Y ALY S 2
NA [ iy
; (5} ki dnanal) 28 5l i oIS
36. Was the Mosque premises clean? YES D i ( ), y“ ’ ,,:‘;, aj_:\jrf\sﬁ 36
2 require comment when marked ‘No’ Nno [ ¥ Castaltald il s 2
NA B iy
Comments: scBadlal) [ gl
FOR OFFICE USE ONLY Load igall ?).\iiu\}
daall Jalail) Ll eyl aal ' .
0, O H . . “ \
o ACTUAL SCORE |  maximum | ©vauation: i
Approach and Cleanliness adtdaill 5 ol 8N M
Greetings and initial Checks | 48s¥ Sl s cus 1 12
/S\fapfefaarance and Behavior of il sall sl s jebae 3
Service faddll |4
Cleanliness - Restroom and clabaall — 285
Mosque daaaall g
TOTAL £ sanall
+ 5 +
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Lube Express

Station Name: ..... AL ........ L
Station Tel: A BAUe il casta Date: 3752‘%1 ................ #,alt Plate No. B ........ 23N /... gl od)
Customer Name: ... N  Jeaadl @l Mileage: .
‘Customer Tel: 030 ............................................................... ottt ca3le TIME INT et Syl Mt cudg
Vehicle Make & Model: .. S48\ 5. S, iy s TME OUL: oo S @ by
T olosdl LoSil | samgll gl
i Services Quantity | Unit Price Total
Engne O <EfChanged . it | LA eg
GilFiter '~ T £ Changed - R | eotas | | pXm]
Englne_F!g@lqg‘_ o [ Done I 3l ilais '

-Up: Brake & Clutch Fluid - DOT 4 {_}Bone ! i/ Jaall Bl ddlat
Agtp_rp_atf Transmlssmn Fluid — Dexon 11D Qﬁo’ I Kot S Sl Jil
‘Gear/Differential Ol _ — [Joone B LB oy A ] e A
"Power Steering Oil Reservoir ot B Selppst gkl 55 25

LI [F-6ne Aol e s i || A7
‘Water/Terminal [erChecked _ Battery [ ] Replaced : iUl and
“Windscreen WaterE’(?'lfe’_cAke_d"__X\(lgei[___ [ Replaced { L bl e il Hls Sl
Tyre Prqssure ___[]checked Syl el and
Air Filter D C!eaned ] Replaced oyt 2l
Qil Drain Plug O Checked Washer _[:\ Checked [] Repiaced o il gyae Soliw A
Condmon of all belts &Hoses = [:l Checked e : Llolnall aalal ot/ eyt
CarWash: ] Full Wash D Body Wash D Steam Wash T e ek ] S ek [ a-idies
Service Charge o ol gy
‘Others o sl
4 T T - -G >
P %«\L}WJ’ Ve ey piscount |AED
o T e el e € et Sleasll bl e S Bl 3 TSl saliud 43) "E""XA?"‘: AED ){g
\" e | have recelved the vehicle in good condition as per the service specmed in the job card. rand Tota

[ . R
.~ ) }) J(A\
< _ i o 240 W\M{;\B
Lube Express In-charge Signature —u! ieas Jesuws 1aisd Reg. No. . %5 2. Custémersignature Jeosli g+593
* Below 500 ml Free SIS —~ Lilove Jo 500 oo &1 *

Thank you for visiting Lube Express Gl ot e doash @S5k TSk







