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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center gt
<) Emarat / O &)/ <} Eppeo / Enoc / D gl Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
l7/01 Name Number Name Number | Name Number
1.
<S0cA qeol | <oaca |Qoo! iCanwt e J {L”Hl
Gender Height Built _ [pectacles Beard | Mustache] “jwe iciwe- Ethnic Groups
TIM S | T [MIF |Yes|No IYesl No | Yes [ No {indian IPaklstanllFlllpmo [Expat. Arabs] Others:
Western " " . R Umm Al Ras Al .
EMIRATE Region Abu Dhabi Dubai Sharjah Al Ain Quwain Ajman Khaimah Fujairah
SITE ID Month Date Amount {Dhs) # of vehicles # of staff Time In Time out ]
L
Ly |50 ol | 2|6 68 |00 011G o | o |16:65 @*,Qil‘
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

ST O O K O visit | [ O O O O O

1. APPROACH AND CLEANLINESS -A8Uail 4 s..abﬁ\‘ﬂ 1
Scores Critical Areas At ¥l PRV
YES pv . . .
1. Was there proper sign to the Lube dihie e AV dscal gda g ollia gl da 1
: no [ ¥ o s
changing bay? Sy ) s
na [ by
o YEs [
3 2. \é\:g:ff;ié%be changing area clean and NO D Y i e Akl cu ) et Ailie cilS Js 2 3
nva O asiy
ves [1
4|3 Wasthereany oilleaking and falingon o ] v e s byl o gl s GISda 3 4
to the floor of the lube bay 7 S 3l s Addaie A Gl )Y
na O sdoy
YES ol
2| 4. Were the waiting area and table clean?  NO O b a4l Uall g syl dshie cilS Jo 412
nva O asoy
o N ves [
2 5. &V;iiahge?telewswn in the waiting room NO m N ‘,)uﬂ%gs G sl S Js 5 (2
va [ sy (Bo) i Josu)
ves [ =
6. Was the board displaying complimentary o 7] g Al lgde edai Alaa Ml S s 6
services neat and clean? 3081 5 A ye Aol Cleadl)
na [ gy
2.  GREETINGS AND INITIAL CHECKS A gl cua Al L2
Scores Critical Areas Apulad) cilaal) Jalaily
3W 7. Was there any delay in approaching ves [] pad s B 3l gldis g8 de 7 3
customers? no [ ¥ SN gas Cala gall
8. Were you greeted in a friendly manner ~ YES M pr sul) Gy aa Wl G ds 8
(pleasant feeling)? No [ Y ¢ (ot
TS O il o) A sle Cac g 8 sl <Y 1)
5| If no, please describe behavior: Was it u‘ e ﬁ }j\: . j;i . )“ 15
arrogant, without any expression, normal GRS BB O O DO .
etc..... CJ‘
+ 1 +

Lube change.doc




2 +
Scores Critical Areas ‘ At SYLaalf PR
9. Did he guide your vehicle for positioning YES [ = i OISl s Gl el 5 8
3 at the stopper and asked you to switch (,;ﬂ Ll - el L_llLl 5 Ll ¢ ey (3
the engine off? NOo [ v febadijiig TR 0l )
10. When asked by customer, was the [ , IS da el (e il gl Jus Ladic 10
attendant knowledgeable of different Yes [X M ‘f—hu AR }A e
5 o . . I u‘).\ml_gu;;l)nu\gjd/&‘}\‘uh;@?l; 5
grades of oil, filters and their relative No [ N o R
benefits? ! fleia JS 2l g g
YES X : .. .
4| 11. Did he offer the waiting area to you? No [ ?: foBEY ddje 4 Uany) el vase da 1114
4| 12 Did the staff thank you as you were YES P € 5alis S Laias o Sy Calipall S Ja 12 |4
leaving? No O 0y ¢ =SS ¢ :
3. APPEARANCE AND BEHAVIOR OF STAFF S sl g Codlh palf jelia .3
I
@ores Critical Areas [ Al Yl Llai
‘ YES [ m
3 13. Z\r/]zsﬁt;;?umform of the attendant neat No [ Y L0 Gl enlali Gala sl Gd AS b 13 3
vA [ sy
YES [ s .
14. Was the attendant wearing visible , Jeday A8l (65 5 3 ga gl Cala gl IS Ja 14
3 5 Nno [ ¥ o . 3
nametag? Uz a5 dand Lgy
N/A [% 39Y  cqut rogl Hie bicienp-{
YES BT E -
15. Was he able to communicate with , & deal gl e 1508 Gl ol IS Ja 15
3 customer? NO D k ol 3
NA [y
YEs [{'
41 16. Was staff courteous / friendly? No [ Yy Sadal/la g5 Cala sl S a 16 14
NA [ty
r‘
4. SERVICE ' Al 4
[scores T ChtealAwas T Chelgaved O nE]
" : S O e Banily il gl BB s 17
17. Did attendant check whether you need YES m e u uu)d Sal - }A ?
3 top up or complete oil change? ’ ) ot el Syl ALy e s ) 3
pup p ge’ NO D[ v sl
3| 18. Did attendant check with you whether ~ YES M! a A S 1 Led flie Cilagall 5383 Ja 18 3
only oil is to be changed or oil with filter? No [ N AP PRIV RV A I L
19. Did he check using gauge the quantity ~ YES [31, el Sl (5 e iy Cala gl JE b 19
3 required to be topped up and informed | g Sy Bl A o il il 3
you? no [ v Sl il Ll
A N
PO Cul Gl e Gaail (il gall G5 s
3 20. Did the attendant check for oil leakages YES mr el S ui):j;i) Sl o Bj:jj s 20 3
under your car from filter and drain bolt? NO Dr y B feu 3l
3| 21, Did the attendant drain the used ol YES D el (i o3OS o i il i 21|,
completely from your car? No [ Yy Tl jlaw (e
2| 22. Did he ask whether you want the engine YES [X] e el paall dawe 3y 5 S ) el Ja 22 9
to be flushed and did it if you agreed? Nno [ ¥ fuliddl o Jls 8 llyy
3| 23. Did the attendant fill the correct grade as  YES [X] axd Sl A e 5 Ailaly cab gl 6 Ja 23 3
you requested? no [ N el Al dsaall
i
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Scores Critical Areas Al ¥l L
24, Did hg requgst you to start engine and YES E a8 oy @ jaall Jumidihy 65 of e calla Ja .24
3 leave it running for one and a half O T aay s 483 el Lkl Alla 3 3
minutes? NO b 9 A 2 <
3 25. Eid t.he‘attendant ensure that the carter YES > wfﬁﬁdﬁj‘}tﬁ jﬁ:ﬁ 25 3
olt is tightened and there are no leaks? no O y e
26. Did attendant carry out the following iglaal) Clia gaill ¢l by il gall B Ja 26
complimentary checks: -aglull
ves 1 a
31a. Battery Water top up no [ Yy Ay el ola AdLi) 3a.
na O sy
ves X]
31b. Coolant Water top up no O y coolant/s sl ele 4l 31b.
wa O sy
YES o -
31¢. Auto Transmission Fluid top up NO D ¥ R Jl*" u"’ ML"‘ 31c.
(Uspanit )
nva O sy
YES pa
31d. Brake Fluid top up no [ ¥ Sl il Al 31d.
va [ sdoy
ves 4 -
31e. Gear Oil top up no O ¥ ool allcy; sl 3te.
nva O abuy
YES pa
31f.  Air filter cleaning no [ v ded Bowks o 31F,
nvA [ ahiy
YES pai
31g. Wiper Water top up no [J Y ol Sl ol L) 31g.
na [ ki
ves X
31h. Clean engine using air gun NO O Y elaell Geane phadinly o paall e 31h.
na [ gauy
3 27. Were any of your questions related to :ZS % : dahaiall il e sl e :‘f‘-.a?‘ w J 27 3
jube change answered? Syl s Addans
na O shuy
3 28. ai: g;(: gtaff place the mileage sticker in :lf)s % : Jm@mﬁ&ﬁﬁ;ﬁ 28 3
' nA [ sy €5 _jlaudl
ves 1 -
4 29. Were you offered a receipt voluntarily? ~ NO | Yy 0 kial 22l Juas Shle e da 2914
NA [ akiy
5.  REST ROOMS AND MOSQUE dpall g (plaad) [l 55) Aal ) G g 5
Scores Critical Areas At Ll iy
3 30a. Were they adequately stocked with all ves LI o 4y 5 piall il lisall gans 3 jee <ilS o302 3
necessary supplies such as soap? NO m ¥ Sgball Jin
va O gy m =
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Scores Critical Areas F O IR PR Liai
ves [ =
30b. Were they adequately stocked with all no @ a: 4sall el aaeny 3 jeas il Ja  30b
necessary supplies such as toilet tissue? Sl gill )99 Jle
=P Ry
30c. Were they adequately stocked with all ves [ pxd A5l Gl il &en B eSS AT30c
necessary supplies such as paper towels? NO D Ly 48 ) ol Adlial) Jia
(paper towels are not required where fully Sléiae Jig die dygllan ye 4 ) adliall)
operationat hand dryers exist) N/A by Y (391 A
- RPN
31a. Were sinks clean? YES e LAl “Aef;:l:»‘-jyr\:\lzd?‘.31a
require comment when marked ‘No’ no [ ¥ gl s Gl il
NA [T gy
; 2k U a) culs
31b. Were mirrors clean? YES ax - al ':y" :):yr‘j ~LsdT'{31b
require comment when marked ‘No' no [J ¥ ool o2 MY AaY) s 1y
Nna OO gy
— TR PR
31c. Were hand dryers clean? YES o . TJ'L" ‘sz],,um&‘wls\sdr “31C
3 require comment when marked ‘No’ no [ ¥ sl s MY Al cals 1y
na [ sy
; Ra () il Sl o
31d. Were dispensers clean? ves [X] px o u}"hf;,ﬁhi r‘jLSlsdT \'31d
require comment when marked ‘No’ no [ ¥ ool o Al s iy
NA [ gy
ves [
31e. Were toilets and urinals clean? NO D ¥ faplas ol Sl culS Ja 31e
Nna [ sy
" Ak il 59 o
32a. Were doors clean? YES m Ao ol m,?;:—f ’C:Jw ls\sd‘; |.32a
require comment when marked ‘No’ no O v ool oa Al il )
Nva [ gy
ves ]
32b. Were walls clean? Nno [ 'y fagl GUasll il o 32b
NA [ by
ves
32c. Were ceiling clean? no [ b fadss Gl oIS s 32¢
NnA O gy
YES pi
2| 32d. Were vents clean? no [ b fighy MUl culS s 32d
va O ey
i fasda) Cilea Y1 Cilg
32e. Were floors clean? ves X pxd L “4-*“4"\2("..$ \f\!‘ - .lSJT‘l.32e
require comment when marked ‘No’ Nno [ Y cre sl Sl el )
NA [ gsuy
ves A w
32f. Were baseboards clean? Nno [ ¥ Al 3ae il & ) Liall i) culS Ja 30f
Nna [ sy
ves d
329. Were grout clean? No O Y fahi U IS s 32g
NA [ iy
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Scores Critical Areas bl ¥ laalt PRI
ves ]
33a. Were trash containers clean? NO [:I b Phiula; dalaill iy dla S Ja 332
NA [ absy
2 - 2
YES ps
33p. Were trash containers not overflowing? NO O k Phaki ye deladll Clygla il s .33b
NA [ gy
YEs A &~ 0 ]
2 34. Was the restroom smelling clean & NO D N @) GeN) Adniay Aagh) aleall Aat) ) cuils da 34 5
fresh (without any offensive odor)? HAVENIEREES Aall
NA [ gy
H asd aleall i i yaeatl) ases K da 35
35. Were all the facilities inside the ves @ e et @At.:dsw
restroom in good working condition? . o e
2 require comment when marked ‘No’ no OO ¥ gam sl o MY ALY S ) 2
NA [ ey
3 (3) Cinka doall Acld gl e oS
36. Was the Mosque premises clean? ves [ o ( ), };\S\ ' ,,:;, ﬁbﬁ’uﬁ’\sﬁ .36
2 require comment when marked ‘No' ~ NO O v ot el aut M 2
NA [X] Gy
Comments: cUaadlall f gabasll
FOR OFFICE USE ONLY Jadd (ikal) e\d&iu‘!
Al el Liall e aal) . .
o, > . k)
to ACTUAL SCORE | maximum | vauaton S
Approach and Cleanliness aalaill g ol yBY1 )1
Greetings and Initial Checks A0V Sl 5 s il 12
g{.)a%earance and Behavior of il sl & gy sebe (3
Service ieasll |4
Cleanliness - Restroom and Sabasll — Al |
Mosque daall g
TOTAL £ sanall \
5
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Lube Express ST
ube Exp
(] 2 3T 20\ (o FAP——— e iy IJ lo
Station Name: &........ MY USGHO ..o .dda sl el Invoice No. 24 79 1 2 g%aré
Station Tel: 06..{63‘183"’ .dlaxll waste Date: & 0L . .l Plate No. DchlSO ...... gLl
o e UPrarel 1o | 2 A——— Jrosll @l Mileage: A2 U0 €O0. gl
o 4 ~ ™
Customer Tel: . 0.€.0./..... £9.6.9.2.0Q e idoall ils TIME N [ Y Y A S M
A
Vehicle Make & Model: l\qazdag ..................... 445,11 939 giao Time Out: LS00 . FRA PRI
Sload! ZaSh [easgll aaw | ggendl
Services Quantity | Unit Price Total
Engine Oit ¢ AChanged dada [Ja O L e o =&,
QOil Filter ] Changed ol il
Engine Flushing ] Done A aal Chplais o
Top-Up: Brake & Clutch Fiuid - DOT 4 ] Done Gt/ Jal il Jile il N
Automatic Transmission Fluid — Dexon IiD Done A yall Jis e il S\
Gear/Differential Oil ] Done bl gl e/ mg
Power Steering Oil Reservoir ] Done Sl ol asiall Glyh o)
Radiator Coolant (7] Done S 53alll a8 it oA A
Water/Terminal [_] Checked  Battery ] Replaced LUl jand ]/
Windscreen Water [] Checked  Wiper ] Replaced ol g la ol ki Gloa Sl o /
Tyre Pressure [] Checked Syl olga and /
Air Filter [] Cleaned (] Replaced gt il N
Oil Drain Plug [ ] Checked Washer [] Checked [ ] Replaced 2l (g ome Baliw pand \
Condition of all belts & Hoses [] Checked Lol pibel RN '
CarWash: L Full Wash [] Body Wash [] Steam Wash Al ok [ s i [ JolS J [ ot s
Service Chargey " Louill pyu) 7 < .
Others = oA
Discount AED |
sl il s 5513 58 LS gl Lol el ans s Tl b Sl onlid Al é'a“f?‘é : ; AED
| have received the vehicle in good condition as per the service specified in the job card. and fota
L =/
A
Lube Express In-charge Signature <! Aoas Joduno aaded Reg. No. ““»o(qu ......... Customer Signature fesad,

ilowe Jo 500 50

* Below 500 m! Free
At gl Syt s @S5,050 i

Thank you for visiting Lube Express







