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PROJECT: ELARA - Lube Change

SERIAL NO.

64 |7

\

P
Pan Arab Research Center &

Bt wemarat [ [0 g4 Eppeo/Enoc [ [ @isy Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number | Name Number [ Name Number
20 Cagbre | =0 Qe 260 Mecolsed [ | | | |
Gender Height Built _ Bpectacles] Beard | Mustachel Ethnic Groups e
M| F JTIM]S | T [MJ]F |Yes|No|Yes[No]VYes][ No Jindian [Pakistani[Filipino |[Expat. Arabs[ Others: NeDcL\B
ROOROORROORREOBROO O O O Kl
EMIRATE v;:ztiir . Abu Dhabi Pubai Sharjah Al Ain g':;vna:: Ajman Kz:?mAlah Fujairah
O u O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time in Time out
Vs Vsloly [ ol2 iy | slglold 53 IS
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 VISIT D
O 0O 0O O O O B 0O O O O
1. APPROACH AND CLEANLINESS +A8UaL o By 1
Scores Critical Areas FEWRI LA P L\t
YES y ot e
1. Was there proper sign to the Lube ] dzhia e Al¥alldaalgda g dllia S da 1
changing bay? NO ¥ Sy M yuad
nva O asy
vEs A
2.  Was the lube changing area clean and P TN .
na [ ssny
. _ ves [1 . ‘
4|3 Was there any oil leaking and falling on No [ g e e oyl oy gl i K a3
to the floor of the lube bay ? TR PTELE F RPN DRI 4
na O sy - :
ves K]
21 4. Were the waiting area and table clean? NO D ¥ fagdas Al gkl y Uiyl dshie cilS Ja 4|2
na [ sy
YES X :
2 5. Was the television in the waiting room = e tlet da e g :
working? Nno [J YWY e b Jea il NS J 5 (2
na [ sy
_ vEs (4. .
6. Was the board displaying complimentary ] il lgle jebs Shda Ml culS da 6
services neat and clean? NO ¥ JCENER A_uJA dglaall cileaall
va [ akiy
2.  GREETINGS AND INITIAL CHECKS AW s il g cua alt L2
Scores Critical Areas ol c¥laall Jalail
3|7 Wats there’;any delay in approaching ves [ pxd 8/l B 4 i gl llia K a7 3
customers? Nno X N SOl pad (il gall
8.  Were you greeted in a fri YES : iy da A
(pleasgnt fgeeliig)?"1 & nendly manner m ~ bl B Bk oy om0 2 dh 8
; no [0 v ¢ (g ke
51 If no, please describe behavior: Was it ol da :‘JL’;A‘ e LS 5
arrogant, without any expression, normal gt uladll G JA g oall cualy
etc..... ?_”@\
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Scores Critical Areas LWV, | FUNPOURE Jakdshy
9. Did he guide your vehicle for positioning  ygg [X] ; Lol S 1 Slils b ol ol 20
3 at the stopper and asked you to switch ' ™ :.': ﬁ 0. Lfdlu ‘jb ] Lﬁ\ ".L;h 9 3
the engine off? NO D PR BEC S Al 53 ludl alayy
10. When asked by customer, was the . S Ua cdseal! re ilh gall o) Lonie
attendant knowledgeable of different YES ZI - "hu . ‘ . < jﬁl dj“ 10
5 A . . ulylﬂ‘;uj:aj\ul;‘)dliiy\uhw.(lo 5
grades of oll, filters and their relative Nno [ N o .- s
benefits? , Tleia JS 23l 84
YES ; - .
4| 11. Did he offer the waiting area to you? NO g ’ﬂ; SOLEYI Ad e 8 Uyl elle e Ja 11 |4
12. Did the staff thank you as you were YES axd 0 in el . .
4 leaving? no [J y F ol S Laigy o) K3y Calagall A3 Ja 12 14
3. APPEARANCE AND BEHAVIOR OF STAFF ‘ tpgS by Cuiligall jglie 3
Scores Critical Areas Al SNl Lai
. YEs i
3 13. Z\:):(ajsﬁt:;)um orm of the attendant neat NO D Y Sl Gl sl Gl el G S s 13 (3
nA [ sy
vEs i . _
3| 14. Was the attendant wearing visible No [ g oA 5 a sl il sl S s 14 3
nametag? $7 sadn g1 4l Lo
T
NA O sy Moedser
YEs B o
3| 15. Was he able to communicate with NO g q e deal sl e Tl Gala gl IS b 15 3
customer? Tosll
Nna [ sy
YES B4
4| 16. Was staff courteous / friendly? No [ y Skl gy cala gl S Ja 16 14
Nna [ sy
4. SERVICE Al 4
Scores Critical Areas R ST RN T
A ves I S of ad Ghaally bl 8 s 17
3 17. Did attendant check yvhether you need NS SSRFCIR NENETE FIRRY lias 5_jlund 3
top up or complete oil change? NO D y ey
18. Did attendant check with you whether ~ YES B STPRLINY ‘:A,‘ ‘-A-ﬁ ‘5-\6 ukyﬁ‘ Lasm d»% 18 3
3 only oil is to be changed or oil with fiter? no  [] ¥ € el g g 3l o) dald g U s
19. Did he check using gauge the quantity  YES [X] s plaaiuly ué)“dw ol ujayd‘ em 19
3 required to be topped up and informed G Al 3l A ;U,_)ﬂ ol 3
you? no [ Y ey, il 5 il
) . ves X aad 00 S5l el e Giailly cala gall BB Ja 20
3 20. Did the attendant check for oil legkages 150 A paliay il (a5 jlpead) Can 3
under your car from filter and drain bolt? NO D y eyl
4| 21 Did the attendant drain the used oil YES D s esied eyl S i u-keid‘ s 21
completely from your car? Nno [ N Tl Sl (e
o | 22. Did he ask whether you want the engine  YES Bd pd Pl el dae :UJU-*S ol ém—u-ﬁdﬁ 22 2
to be flushed and did it if you agreed? NO D Y Cebiddl pa Jla JPERLINY
4| 23. Did the atiendant fll the correct grade as  YES B o cudiae s «ihab byl ol JA\ 231,
you requested? Nno [ y flgialls Al dasaal
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Scores Critical Areas Al c¥Lawll L
24. Did he request you to start engneand yEs B aSjmy el Juni s of dlie b Ja 24 3
3 Iri?r:/li(latsr?unmng for one and a half NO D q S hual g 488 saal Jadall Al
_ vES B s Befilsla of o il pall S5 da 25
3 25. Did t_he_attendant ensure that the carter e llia 4] L@J&&‘%@:‘ 3
bolt is tightened and there are no leaks? NO O N e 3l
26. Did attendant carry out the following Llaal) Cila gaill o jal calagdl BB Ja .26
complimentary checks: -a
ves B m
31a. Battery Water top up no O y ildldilal 31a.
na [ sy
ves b
31b. Coolant Water top up no [ N coolant/spll s ibal  31b.
nva O iy
. . YES 2 ™ S AS alt JBU e ) Ail) 31c.
31c. Auto Transmission Fluid top up NO D b § (05smns sl
wa [ sy
ves I
31d. Brake Fluid top up no O ¥ Jeill cnyils) 31
va [ sy
ves A
31e. Gear Oil top up no O b s A /Al 31e.
na [ iy
YES ol
31f.  Air filter cleaning no O y cped gombs  31f.
wa O sy
ves KI
31g. Wiper Water top up no O Y a3l claliaal ole Aila) 31g.
na O sy
ves b
31h. Clean engine using air gun NO O Y elsell e phaaiuly o el cadas 31h.
na [ adaiy
4| 27 Were any of your questions related to :ES 0 ?: dalasall elilind e gl uh‘- i?b.y! ~—w 27 3
lube change answered? Sy M s Adany
na [ asuy
. . T ves A o e oe Gebepmmaabsai i 28
3 28. 5:2 (t;f:? ,s;taff place the mileage sticker in NO D N @Le-\’iﬂ S Al /) sia SN 3
' nva O sy €5l
ves [ &
4] 29. Were you offered a receipt voluntarily?  NO 7 8 N o baal a3 Jeay e (a2 da .29 |4
N/A D ShbY 74,..:\ Ado \e by &
NT S SIS T MO
5. REST ROOMS AND MOSQUE s dauall g (?L"u_“ /CA;IUJ) 3.\1)51 J} 5
Scores Critical Areas = Al ¥l B |
30a. Were t i YES s e ]
neceessr:’;/ :Ssgﬁ:;es'z;tf:: ?L\al\g;‘ al NO Z b g pall e il & Uea: @39@308 3,.
. nva O iy ¥ \,U‘\ﬂl% _ . |y e ;
3 /’
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Scores Critical Areas LI PN PR pATH]
YES 3 .
30b. Were they adequately stocked with all % :‘ 4y pall Gla il & B e S da 30D
necessary supplies such as toilet tissue? NO Call g3l 59 Jia
NA [ gy
30c. Were they adequately stocked with all YES & g Al Gl 3lal gian 3 eae i€ Ja 300
necessary supplies such as paper towels? NO D v £4.8 o) hila) Jie
(paper towels are not required where fully Cliiae 55 die 4gllas e 48, N —adliall)
operational hand dryers exist) NA [J gy G i
31a. Were sinks clean? YES & i 2 gl Mﬁ:lftn luj‘stsdT |.31a
require comment when marked ‘No’ no [ y R e (ST
NA [T gasy
31b. Were mirrors clean? YES - . al 4':;: l,"‘!‘:” r‘jfsd?.‘.ﬁb
require comment when marked ‘No’ Nno [ ¥ sl o MY Yl S 1y
NA [ sy
- TR TR
31c. Were hand dryers clean? ves X pad . ,'" gfg,,‘f‘f:‘rf‘ijﬁmc
3 require comment when marked ‘No’ no [ Y crasl o YT ALY s 1y
NA [ sy
- TR TV,
31d. Were dispensers clean? YES m a . m‘h Uﬁh‘,,a;,ihil;rf S‘Sdf "31d
require comment when marked ‘No’ no [ b sl o MY Aa Yl s 1y
NAa [ sy
YES o
31e. Were toilets and urinals clean? Nno [ ¥ A Sl 44l oS s 316
NA [ gy
32a. Were doors clean? YES [zl o ol m':ﬁ;,f‘f;ﬁlsgd‘r \‘323
require comment when marked ‘No’ no [ ¥ el oa YT AaY) culS 1y
NA [ ssuy
YES psd
32b. Were walls clean? No [ Y faadas (el cuilS Ja 32
NA [ gy
YEs B
32c. Were ceiling clean? NO D b fadas Caandl (S s 32¢
nA [ iy
ves I
2| 32d. Were vents clean? no [ ¥ ik ML) il s 32(d
NA [ gy
32e. Were floors clean? o e = gill ?M#"C;kztf;ﬁlsﬁfhl-sQe
require comment when marked ‘No’ NO D ¥ e ARl
NA [ oy
ves X
32f. Were baseboards clean? no [ N gl e @l & /lilal i 5 culs Ja 32f
NAa [ gy
ves B
32g. Were grout clean? Nno [ ¥ Tl L3 S s . 32g
nvA [ gy
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Scores Critical Areas At c¥laall Lai
YES o
33a. Were trash containers clean? Nno [0y faads dalail) iy gl culS b .33a
) NA [ by 9 ‘
YES pad
33b. Were trash containers not overflowing? NO [] b fizmili e Al Glysls <ailS Ja 33b ‘
7N
YES pd e i G el
o5 |34 Was the restroom smelling clean & no [0 ¥ &) ) Rldniay Al pleall A S Ja 34 2
fresh (without any offensive odor)? Tplasdl B A S A
NA [ iy
. Gaad alaall & & jagadl) aea cilS o 35
35. Were all the facilities inside the ves [ e . eﬁ: J&
restroom in good working condition? . wwn = e il
2 require comment when marked 'No’ no [0 v e sl 2 MY ALY S 1) 2
NA [ gy
4 (5) ikt aawedll Ao e oS
36. Was the Mosque premises clean? YES D p ( )_ 553\ ) .,:';. {;‘j‘ulsﬁ 36
2 require comment when marked ‘No’ no [0 v Tt oo 3 A s 2
NA T Gy
Comments: lBiadlal) [ gabaill
7 1NN 2 . ’ { 3 ¥ Eoan @\ &Y -
—ERPR e Qe
FOR OFFICE USE ONLY Jadh (gl REEGRY
% Alavalt a1l Bl e s f ”
ACTUAL SCORE | MAXIMUM valuation: Fpan)
Approach and Cleanliness Aalkaill 5 ol BV 1
Greetings and Initial Checks | &Y} Sy cum il |2
Appearance and Behavior of L P .
Staff U“SL)"“ ‘J)L"'} _)G‘L“ 3
Service sl |4
Cleanliness - Restroom and olebealt — ddtla) 5
Mosque Al
TOTAL £ sanall
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Lube Express Lol el fad dess .

SERIAL NO.
SRS. | 6|47 |5 ; ulilol
Station ~vame: ... SRR S :ddaslf ol INVoice No. l 7 2 9 8 9 Emarat
Station Tel: L aragek.. | rddasdf Lasle Date.?.?. D({ IL .......... :u,l)f Plate No. :(353’5"?'3 gLl o3,
06-5386522 . 200, (0
Customer N e mererrene A et oo ibroall ol Mileage: .25 VY Fosl S
0] Qo
Customer Tel: ............ (Y. b ug el cails Time In: L S LY 1S, pMiuul eudg
A | I ais
Vehicle Make & Model: ;6/ ..................................................................... S, £4i9 giso Time Out: / ............................. 1Syl eubanl o dg
Vv lond) : [ duaSIl [ Basgdl E9ondi
Services ; Quantity | Unit Price Total
Engine Qil C],Chafged —nl yaall 2 ~ o
Oil Filter [ ] Changed Al 1A ol Al 1) .
Engine Flushing [J bone “H ) v oyl to
Top-Up: Brake & Clutch Fiuid—DOT4___[7] Done vy SR/ L, S dalaf N4
Automatic Transmission Fluid — Dexon (D [T Done ) Loall Ui Slean Jil D . — i
Gear/Differential Gil @:Dane V] / | e TEE-U IRy et é[ ’I l(')lJ j
Power Steering Oil Reservoir Peone V‘ Saouel ssiall s ey l !
| Radiator Coolant Done Sibalyll s, B |
Water/Terminal (] Checked Battery ["] Replaced iyl pand | [ }
Windscreen Water (7 Checked  Wiper (] Replaced laaldl/ Lo il i s i, | |
Tyre Pressure A Checked bW s pand | |
Air Filter [7] Clegned (] Replaced el | |
__Ltllegne LI Rep s 3ls
Oil Drain Plug [ }Checked Washer [] €hecked{ ] Replaced 2 (5 yan olaw yank ] | ;
Condition of all beits & Hoses {#Checked Ll Uaall ol 20172052 31 | | ‘
Car Wash: [ ] Full WashF] Body Wash [] Steam Wash A2 it [ ] s ot [ LIS i [ ] il o 1 .
Service Charge .~ Losall oy, [ :
Others sl L2 - _4
Dim‘l“fgfv |
Aosalloll a1y e LS Ly gl slawsll ool ey S a2 LSl salil o1 9"(';"??" 41'."“": |AED =~
I have received the vehicle in good condition as per the service specified in the job card. rand Total. | W
)
Lube Expréss In-charge Signature Sl s Joduano 21503 Reg. No. ../ JO ................. Custom;%:ig)iature el gaiyl
*Below 500 ml Free Uilows o 300 om0 151 %
Thank you for visiting Lube Express Al oW ol denss 85000 |05
Mileage: ... O?Oow ......................................................... aslS Invoice No. 1723 89
Vehicle Make & Model: Z@uf ..................... Syl £959 ginn Plate No: 43{55’08
‘7_ zgna” Vehicle ‘ a{” ) 7 Circle damages and scratches
= - o = N\H . ‘/\. o=
; B - T2 4WD & Mini Bus Oil Filter f 5 ; @ “"'"-')-——-'-\(\t/}‘/ g 5
" C- 03 Ton Pickup [J Manuat Wash ! o S B p— e o
D - 0 3.5t0 5.5 Ton Pickup & Coaster Bus , > :—-—:&_‘:’_—::_f_%f == s :
. D-O 0 P us|I L] Steam Wast- (= — AV —
E - {7 6 to 8 Ton Pickup UJ Engine Flushing H 35 H, ( { (I ! AT E:
F - J Cement Mixture Truck i ' e ahn S O - Ay
. | 71 Power Synth 1 L@-‘ — _l\/“ ] L/A_]\lé' |
G - I Big Bus 7 Other
H - (O Fork Lift
I' - £J Motor Cycle
J - [ Other
AED / (Q / o
Remarks:
@1
Lube Express In-charge Signature Sl Loas Js5iale gudes Customer Signature Joosii 35 fros)l goigs /
lﬁase see reverse for terms & conditions. .bg,ile selaatl, ikt s ton 1 -







