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PROJECT: ELARA - Lube Change

SERIAL NO.

9|2

0 |

+

P
Pan Arab Research Center w

d)u} Emarat | [ as/58 Eppco / Enoc | [ @5 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA - SR. #
i Name Number | Name Number | Name N Number
|04+ Koseoll [ [ [ [ |
Gender Height Built Spectacled Beard Mustache| Ethnic Groups
M F |TIM[S]IT [MIJ]F |Yes[No [ Yes [ No | Yes [ No |Indian PPakistani| Filipino [Expat. Arabs|[ Others:
ROOROODROOROROR X O O 0O O
EMIRATE ";:Z‘Ii:‘ AbuDhabi | Dubai | Sharjah Al Ain gmm A | Aman as Ml | ruiairan
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
\ 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 l 0O O K O O vst | O K O O O O O
1. APPROACH AND CLEANLINESS -adUal 5 g\)ﬁ\g\ A
Scores Critical Areas Tala¥) YLl Lalaity|
ves I & o .
1. Was there proper sign to the Lube dhie Je AVl dacaljiad s oS da 1
. no O ¥ S
changing bay? Sy s
va [ abuy
‘ YES o
3 2. \é\zgzgit;zclj%be changing area clean and NO D SR ey Rkl ) s idhic cuS Js 213
na O sy
ves [1 o C L
4|3 Wasthereany oil leaking and faling on .y [ g e s Byl ol i glS da 3 4
to the floor of the lube bay ? S i s ddhie & ()Y
A [ sy :
ves [
21 4.  Were the waiting area and table clean?  NO E] b Sandas Al gl 5 Uiyl dshie i€ s 412
na ] iy
o y YES o
2 5. :llvvoe;iitnhge?telews«on in the \f«/antlng room NO D N ¢ U A e 3 Jew sl S U 52
e A O sy )
ves i o R X
6. Was the board displaying complimentary o O g Ll e eda all dslil s s 6
services neat and clean? f Pigdad 5 4 e Aadlad) Dleaadl
wa [ sesy
2. GREETINGS AND INITIAL CHECKS Al ) ClSE g a2
[Scores Critical Areas Tl ¥ lalt T nam
5|7 Was there any delay in approaching ves [ px adiifl il b el gl s 8 s 7 3
customers? NO M Sonbl gan ada gall
8. Were you greeted in a friendly manner ves [] oxl sy Apy ik b sl s 8
(pleasant feeling)? NO N ¢ (zde
TS U il gall & gl e g3 o8 elay Y 1)
5| If no, please describe behavior: Was it u‘ Je Li;l Jj; j:ﬁ A 5
arrogant, without any expression, normal i i A e :
etc..... ‘-'..{J‘
DID NOT___ leed
+ 1
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Scores Critical Areas Ll C YLy Liai
9. Did he guide your vehicle for positioning YES m A il sl I il Gl gall L1 Ja 9
3 at the stopper and asked you to switch N oo i e . o T3
the engine off? No [ ¥ Tl i o e a5l <y
10. When asked by customer, was the . S o cJraall Ca Calh gall s Lavie
attendant knowledgeable of different Yes K] - ‘;Igu S i }d ol 10
5 &b yitaly g 3l s o /e ‘u.L\M'Jc 5
grades of oil, filters and their relative no [] q e ™2 t:". AR
benefits? P flete JS Xl 4b g
§S XYES ;
4| 11. Did he offer the waiting area to you?L/ L] iy FOLIYI 48 e 3 oy alle sae da 1114
Dip pior offee  %orinpg Peen NO X ¥ i
12. Did the staff thank you as you were YEs [X] B e et e o, .
4 leaving? NO D y .Jabquﬁhyd‘)sﬁuggtkﬂlebda 12 14
3. APPEARANCE AND BEHAVIOR OF STAFF LAES g g (adhs gall e 3
Scores Critical Areas Al YLy Jalassy
f ves ]
. i f . S 1
3 13 \;\r/fjsﬁ?ye?um orm of the attendant neat NO D Y 0 Gl el Cilisdl Gl S 43 3
Na [ sy
YES A . . oy
3 14. Was the attendant wearing visible NO % Y oy Ay (55 3y 3 5a gl Cals gl Jsda 14 3
nametag? na O oy £ g g0 daul Legle
YES o o
3| 15 Was he able to communicate with no [] N e Jeal sl e Tl b sl IS Ja 15 3
customer? sl
NA L sy
YES pes:
4 | 16. Was staff courteous / friendly? No [ y Sadal/lagay Galasdl IS Ja 16 [ 4
| N7 A |
4. SERVICE R PR 4
Scores Critical Areas - ) RERY ¥l Ly
S O e Gaailly Cala gl S Ja 17
3| 17. Did attendant check whether you need ~ YES P = o ;:f iy o Lfi o3
top up or complete oil change? NO D y G ; e S‘JJSJL;
3| 18 Didallendant check with you whether — YES [ sl 4y 5 613 Lid e 2kl gt e 18 5
only oil is to be changed or oil with filter? Nno [ Y el gl BT Ly s
19. Did he check using gauge the quantity ~ YES B b S s () kG O 19
3 required to be topped up and informed e Gl s ) u)x-dl bl 3
you? no [ P €l il 5 i)
3 20. Did the attendant check for oil leakages YES E peOt uj):;ﬁij sl wbjﬁjg& 3
under your car from filter and drain bolt? NO D y B e 3l
3| 21. Did the attendant drain the used oil YES E p o Jaaiall a3l S Gl caby gall 3 s D1 3
completely from your car? No [ N feli e (ga
2 | 22. Did he ask whether you want the engine  YES [X] P el el Jae i caS o alile Ja 29 5
to be flushed and did it if you agreed? no [ y bl po Jla 3 iy
3| 23. Did the attendant fill the correct grade as  YES m pxd Sl A /e 5 Adlaly i gl aéJa 23 3
you requested? no [ y elhy Al daaall
2
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Scores Critical Areas FIIRY U POA ] pRYH]

2 D o st es B o 65,0 e e 24 g
minutes? Nno O y S ial g Aafy 3aad Jedidl s 4
3 25. Eid t_he_attendant ensure that the carter YES E > ui:iﬁdﬁj; ﬁ\:b j\_\:ﬁ 25 3
olt is tightened and there are no leaks? NO D N teu 5l
26. Did attendant carry out the following Llaall s gl ol jaly calagall JE Ja 26
complimentary checks: Al
ves [
31a. Battery Water top up no [ Y A tall el AL} 31a.
nva O sy
ves (A
31b. Coolant Water top up no [ y coolant/mll cle i) 31b.
N/A % ki Y
YES o - ) s
31c. Auto Transmission Fluid top up NO I:] b SISl Jt:ijj; 31ec.
A [ sy
ves Bl m
31d. Brake Fluid top up Nno N el all oy § i) 31d.
nva [ sy
ves 4 -
31e. Gear Oil top up no [ ¥ ool [l cy y i) 31e.
va O skiy
YES % o
31f.  Air filter cleaning NO P ol pell il Lo 31f.
na O asuy
ves X
31g. Wiper Water top up NO D ¥ ol i lalial ele ALl 31g.
na [ sbsy
ves X~
31h. Clean engine using air gun NO O Y ehsell et plasiily et aidan 31h.
na L] s
3 27. Were any of your questions related to :;25 % (‘: daleiell il e ) (_i'-f 3\7:\—}‘?" \—w ds 27 3
jube change answered? S et Adeny
na [ abuy
N : . ) - "
3 28. chi;:i (t;f;f gtaff place the mileage sticker in :;S % H; Jtaﬁ.ﬂﬁidﬁiﬁ:ﬁ . 28 3
' wa [ ssay 5
YES & ox
4] 29. Were you offered a receipt voluntarily? ~ NO | y L il oSl Juas dlle Gase Jr 29 14
na [ sy
5.  REST ROOMS AND MOSQUE sapaall g (pLaall el 51) Aal N G 5
Scores Critical Areas dualud el Lol
3 30a. Were they adequately stocked with all :is %‘ ea; gl e St aaean 8 e cilS Jo 30a 3
necessary supplies such as soap? o sball Jia
No.__ So#Pp @NIA O sy N

N

3
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Scores Critical Areas ' Al < Ylaall PATH]
YEs XX
30b. Were they adequately stocked with all no [ ?’: A5l il Shall gan s jeae cilS Ja 30D
necessary supplies such as toilet tissue? <l il 599 Jie
NA [ sbyy i
30c. Were they adequately stocked with all ves [] A Ay el Gl sl & B eme S Ua 30c
necessary supplies such as paper towels? NO D v 48, o) adlial) Jie
(paper towels are not required where fully s A5 e & llae e 448 I adbiall)
operational hand dryers exist) nva B Gk Y (Y A
31a. Were sinks clean? YES E pd i %ﬁ,fjjj;r”‘s&dt “318
require comment when marked ‘No’ no [ ¥ gl o e
NA [ gmyy
5 Caandas Ul yall culg
31b. Were mirrors clean? YES IZ o o gl "“y" Mfyr“ '&dT' |'31b
require comment when marked ‘No’ Nno [J b (G el
NA [T sy
; fAahai ooV Cilidae cig
31c. Were hand dryers clean? ves B - 0 e ;,y,,uué‘wuf _lsdg‘.31c
3 require comment when marked ‘No’ no [ Y G e At
NA [ sy
. $aada) o gleall Gl il
31d. Were dispensers clean? ves ] px . }J‘ o "y':_,[éyr;tsﬁjsm
require comment when marked ‘No’ NO D ¥ & S T :
na B Gy
YES oy
31e. Were toilets and urinals clean? o OO v it il 440 S a3
NA [ Gy
; fasdas Gl Y1 cls Ja |
32a. Were doors clean? YES m v v 5 "uy.. ‘L)L:Y;Jj 'KJTM 32a
require comment when marked ‘No’ no [ ¥ S e A
Na [ gbuy
. ves B
32b. Were walls clean? no [ Y Yaik Glandl cilS I 32b
NA [ iny
vEs B
32c. Were ceiling clean? no [ b faada cwldl S sy 32¢
nA [ oy
ves B
2| 32d. Were vents clean? MO [:] Y Yidda il CilS s 32
A [ gy
: ki Gpm YO0 sy 306 |
32e. Were floors clean? YES l& - o il Mﬂ&..y N E\JL):YI . .,;Tjgze
require comment when marked ‘No' no [ ¥ St St
T — A [ sy
ves 4
32f. Were baseboards clean? Nno [ b ek sl o o) sl 15 cilS s 30F
va [ gsbuy
ves X
32g. Were grout clean? NO D b feaudii L3l S s .32g
| NA [ gy
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Scores Critical Areas Lpabal) et L)
ves X
33a. Were trash containers clean? no [ b fRiylas doladll iy s S Ja 333
NnA [ asuy
2 - 2
YES pal
33b. Were trash containers not overflowing? NO | b Phaild e Aaladll il s SIS Ja 33b
NA [ asby
R L )
2 34. Was the restroom smelling clean & no [ N @l O Rt s Al pleall daal ) calS s 34 5
fresh (without any offensive odor)? falandl B Agy S Aadl
NA [ @iy
; s slaadl 8 ol aeadl) asan cilS Ja
35. Were all the facilities inside the YES IZ e f i @AAV: dsd: %
restroom in good working condition? ‘ - . wan « e
2 require comment when marked ‘No’ no O ¥ sl o2 YT Y S W) 2
NA [ gy
; £(5) ik daandll A i e oIS
36. Was the Mosque premises clean? ves [ ( ). );X\ ' ,,;‘,’, . L‘;j“uls ﬁ 36
2 require comment when marked ‘No’ no [ 0¥ gt @x o T Al a 2
NA B gy
Comments: rlBaslall [ galasl)

@ Thewe wat no Liquid Seap |t

FOR OFFICE USE ONLY

18 il al i

Apaalt B3I LAl Ao Y aall .

0 ; Evaluation: )

/o ACTUAL SCORE | maxivum | — o oaron N
Approach and Cleanliness S Al 5 o EY
Greelings and Initial Checks | Ads¥ DiSedall s cua it 12
Appearance and Behavior of S CN I ST
Staff R
Service Aaasht 14
Cleanliness - Restroom and Slabesll — A3 )
Mosque sl g
TOTAL £ saaall
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l SERIAL NO.
P | Tel2]0

AU T - ”’Kd &FEAH _ ‘
Lube Express Al el S s }“9

SRS.LNO. .
Station Name

Station Tel: 65 .

"3 invoice No. 0 455255E 5/
/ (2,-upnazeno .2 858 »9@
Customer Name: . - Jread) s Miloage: 4 '9‘ B0 VI
Customer Tel: wv- 7 f:)_n{ I L TN IS o s S0 Mt iy
Vehicle Maka & Mode!: f\/ /‘” I”‘"h VVW 2l g s Time OQuts

uL-m.o.:J ‘\..u) ' 4.-'-"' '''' ’ Ay i3 B, aa.rl '\..t..\» &M_‘n_“ :

OiFier _ClCnangea ™1 R U At
Engine Flushing (7] Done . ; -_h . ‘ :
Top-Up: Braka 8 Citch Fuid ~00T4 [ 1Done S i —
Automatic Ti ission Fluid - Dexon D i Done
GearDiterential w/Ditarential Ot e EJ Dore / -
{Power Swering Ol Reservedr [ /J
Radiaor Cooiant m] mr%' = e _I._
WateTormined [ Chacked  Batiery [ Repiaosd
Wixdscreen Water [} Checked  Wiper.” [ ] Replacad
Tyro Prasturs - [} Checka d - -
Air Fillr [ Cloaned " (.1 Replaced - o P
ONDrainPivg (] Checkee” Washer (-] Checked [ ] Rapiaced. ' ! ‘
[Gondition of all betts & Hides [ iCheoked , T o
[Car Wash: (] Ful-Wash || Body Wash || Steam Wash b : . Ir

h ri B | }
‘0"‘9'0 L e P - - e -L_.._ B

Dlleount IAED -
Al e sl g L R sl o s e v “M?‘ ?i«“ IAEDé &; f"?/

/Mﬂ/vdmh in good concition an per the servics amﬂbd in Mfﬂﬁﬂrﬁ.

|§u U sl ! i | it g Reg. No. .../

* pe

'
visiting Lube Express _ cribggsr w3 a3 I il ot (St nd | et

e
&r/

Job Card dess wuldy
Invaice No. 4 5 5 2 5 5

Plate NO: .. gl 08

Miieage: ..., L needghed

Vahicle Make & Modsl: .. ...

|
A - L+small Vehicle o o ,
B - (J 4WD & Mini Bus T ot Finer -
C - (I 3 Ton Pickup [ Manual wash
D - 03510 5.5 Ton Pickup & Coaster Bus|| I Steam Wash
E - [J 6 to 8 Ton Pickup &) Engine Flushing
F - [ Cement Mixturs Truck Ll Power Synth ‘ M-
@ - O Big Bus [ Other ST N
H - O Fork Litt E ( =
I - Motor Cyele ‘ ﬁ @\ @W'—
J - O Other

ey AED ‘L,ng

et n sdea il £999 Frimasr

1§ w damages or scraiches tick box [

i

rge Signature =il doiss g gis” Customer Signsture/cs){ podos

o o s s 08 e hucenen o

) s ; :
~ T Iﬁmue #ee reverss for terms & cond

Ret No. LEN1MY

8 3ovd CUVYHS OIANLS YHAYHWW ZZEBPISITLERD PEILT  ZTBZ/E@/EZ







