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PROJECT : ELARA (Lube Change - FINAL 2012)

PROJECT: ELARA - Lube Change

+

SERIAL NO.

6|51

~

+

A
Pan Arab Research Center w

P& i Emarat / O S5/ 5S4 Eppco / Enoc | O @4 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number | Name Number | Name Number
\> I agoul Bssu [ng sl Rebad [T T[]
Gender Height Built _ [Bpectacles] Beard | Mustache| Ethnic Groups
MJ]F |TIMI[S]|TIMIF | Yes | No | Yes | No | Yes | No ]indian [PakistaniFilipino [Expat. Arabs[ Others:
RORODOONOUOROROR R O O O O
EMIRATE ‘gzz:z‘n" Abu Dhabi |  Dubai Sharjah Al Ain g:‘\;:"aﬁ: Ajman K';:ism’;'h Fujairah
O O O O O O x O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
2 hlol oYl ol F 1 68 ol2 1ol 3 N8
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 D D E D D VISIT D D D D D D
1. APPROACH AND CLEANLINESS BUa g i By 1
Scores Critical Areas Al ¥l Ladih
ves (A o~ - .
1. Was there proper sign to the Lube no [ q dikaie e AYal Al g dadelia gl da
changing bay? T N s
na O ssy
_ YES ol
3 2. \é\:g:r:il;zcli%be changing area clean and NO D T e Rkl Cy i Al clS Ja 213
wa O sy
vyes 0 &= . . ) _
4|3 Was there any ol leaking and falingon o R q e Ao syl i gl s 8 ds 3 4
to the floor of the lube bay ? S Wy Aslaia & )Y
va [ sy ?
vyes B &
21 4. Were the waiting area and table clean?  NO O b Ay Al Mall g Uiy dddaie cilS Ja 4|2
va B sy
W . N YES o
2 5. Woarii;hge?telewsmn in the waiting room NO I:I N ¢ syl 4 e i s il S Ja 5 {2
na B skny
YES o . s
6. Was the board displaying complimentary o q Aalilgle ek Alaadh aisds 6
services neat and clean? fadudal p A9 ye dpilaall Cleadll
na O asuy ||
2.  GREETINGS AND INITIAL CHECKS A Sl s cua Al 2
Scores Critical Areas ERIR N PO Jalalh
3 7. Was there any delay in approaching ves [J p s il A el gl e QS da 7 3
customers? NO E N el sa cals sall
8. Were you greeted in a friendly manner ~ YES X pad Csll) A3k dh a dll a8
(pleasant feeling)? no O N ¢ (ke
TS U -l gall gl o g o8 sl Y 1
5| If no, please describe behavior: Was it © . ﬁ )j; j:ﬁ AR
arrogant, without any expression, normal “ B S eu*:\
etc.....
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Scores Critical Areas Lol YLl Llad)
9. Did he guide your vehicle for positioning YES 4 il Sl el byl B da 9
3 at the stopper and asked you to switch ; T I e 13
the engine off? NO D PR B P R I bl g 3 ladl iy
10. When asked by customer, was the . S A ezl e Cals gall J Laie 10
attendant knowledgeable of different YES & L L:‘D.u ) - }?] }u
5 I . ; ub.sldbu‘,q‘).\lu\é).\/&lyuhw(dc 5
grades of oil, filters and their relative No [J N i oL: R
benefits? Tleia JS 20l é
. N ves B T
4| 11. Did he offer the waiting area to you? No B g LY 4 e & Y elle (a e da 11 |4
4| 12 Did the staff thank you as you were YES [ € a5 i€ Ly o Sty il pall 6 Jn 12 (4
leaving? No [ y e = S ¢ :
3. APPEARANCE AND BEHAVIOR OF STAFF Sl Cpilhgall elia 3
Scores Critical Areas Al c¥laall pAH(]
. YES [
3 13. \af\r/]e:’sﬁt(;'nﬁ)umform of the attendant neat No [ Y ey Gl el Gl sl G S Ja 13 (3
vA [ ey
Yes . w s .
14. Was the attendant wearing visible e Ay (55 1y 35 gl Gl gall (IS 14
3 nametag? No [ b o . 3
g . T a5 Al leale
N/A g sRY  Redveed
YES X i P
15. Was he able to communicate with = &o deal il e 108 Gl gl S 15
3 customer? No [] ¥ ¢ .- 3
7 sl
NA [ seny
YES et
4| 16. Was staff courteous / friendly? Nno [ vy Sadal/lasay Calasddl S Ja 16 [ 4
NA O sauy
4. SERVICE dandl) 4
Scores Critical Areas I T JXT)
: it O Faailly ol gall A8 Ja
17. Did attendant check whether you need YES E e w Uu‘),_'d sa }AJP 17
3 top up or complete oil change? S0 S ol M) Ay pliat s 3
pup P ge- NO D b ¢ alSIl
3| 18. Did attendant check with you whether ~ YES X pr DA S0 Lad lia Calagall (3883 Ja 18 3
only oil is to be changed or oil with fiter? Ng | ¥ ¢l y a3 Bl a3l s
19. Did he check using gauge the quantity ~ vgs B pad eIl Sl (5 slase iy Cala o) W6 Ja 19
3 required to be topped up and informed G Syl s oyl el 3
you? Nno [ k] eellly el 5 (i)
P Oe Cu 5 e il Cada gall a8 Ja
3 20. Did the attendant check for oil leakages YES E e %a‘f}jﬁij ﬂﬂ‘.dﬁ Djij ﬁd:’ 20 3
under your car from filter and drain bolit? NO D y - fea 3
3| 21. Did the attendant drain the used oil YES [X] ¥ Jeriusall 3 S ity Cali gl P8 da 21 3
completely from your car? No [ y el e
2| 22. Did he ask whether you want the engine  YES X Pl padl Qe a5 S o) @il Ja 22 >
to be flushed and did it if you agreed? Nno [ y i@ 5o Jla A el
3| 23. Did the attendant fill the correct grade as  YES axi SOl A /g 5 ALy Caba gl 6 Ja 23 3
you requested? Nno [ y bl Al el
2
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Scores Critical Areas FEW I O PN | Jalail
24. Did he requestyou to startengineand  ygg K i 4S5 @yl Jadii g8 o) e il
3 leave it running for one and a half i ﬁd PN ‘i’;u o UAJA 24 3
minutes? vo O b fbuaiy Aah aal Jidill Alls. 8
)l A8 e i gelia ol (e cida gall SIS Ja 25
3 25. Did the attendant ensure that the carter  YES E‘ :]}a);u);d Jj UL;ISA ;:i i Aidie 3
bolt is tightened and there are no leaks? NO D N fy 5l
26. Did attendant carry out the following Aglaall cliasadll ol als cabagall JB Ja 26
complimentary checks: ) Al
YES s
31a. Battery Water top up no O y il eliile  31a,
na [ gy
ves A
31b. Coolant Water top up No O ¥ coolant/a sl ele dils| 31b.
na [ sy
vesbd
31c. Auto Transmission Fluid top up NO D b Al i ﬂf‘ f'” ‘,u":" 3tc.
(O saanil 5l
va O sy
ves B
31d. Brake Fluid top up no [ ¥ deill cysiia) 31d.
NA [ sy
ves D
31e. Gear Oil top up Nno [ ¥ ool el s 3,
Na [ sy
ves 4
31f.  Air filter cleaning no [ y ol il Cais  31F,
na [ ki
ves id o
31g. Wiper Water top up Nno [ y ol labind ol i) 31g.
na [ sy
ves X =
31h. Clean engine using air gun NO [:] N eh sl Gedee plasily O padll Canlan 31h.
na [ shyy
ves (3 ;L R
3| 27. Were any of your questions related to ] el st o ol Gle Y s ds 27 3
lube change answered? NO b Sl as Aalaas
Na [ akyy
YESE— pad JJ&OL&AL@'A‘}:\@L)A\?G& 28
. Di i i i NS PR R
3 28 thlg (t:f;? gtaff place the mileage sticker in no O N b gt 3l ALl /) _jia 5Ll 3
na [ seyy £l
ves [ =
4] 29. Were you offered a receipt voluntarily?  NO ¥ LAl S0 Ja g dlde ya e da 29 | 4
va O sdsy 000\ Ans (Do d
= \ J 7 \/"-' = \
5. REST ROOMS AND MOSQUE saauall g (alaadl foudi 53) Aal M i 5
Scores Critical Areas Lulul) oYl PATH]
3 ves B 3
30a. Were they adequately stocked with all | & g pall Dle el aans 3 jeae i€ Ja . 30a
necessary supplies such as soap? NO ¥ o gball Jia
nvA [ sy =
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Scores Critical Areas Lpadled) ¥ PATHI]
o ves i . L
30b. Were they adequately stocked with all o O v sl il el ey 5 e cilS Ja . 30b
necessary supplies such as toilet tissue? Sallsil) g 133 Jie
NA [ sy
30c. Were they adequately stocked with all YES pd sl el e 3 e il Ja.30C
necessary supplies such as paper towels? no [ N 148 ) ol hailiall Jia
(paper towels are not required where fully Clidas 585 vie dy5llaa ye 44 ) M ailiall)
operational hand dryers exist) Nna [ gssy (Y1 2
; 2ihs Jubodl calS
31a. Were sinks clean? ves M - o 0 "'Y"');_.L;‘yrj ,ISJT.I'313
require comment when marked ‘No’ Nno [ 3 T o> Al s )
Nna [ gsiy
4 s AN LR RERTTY
31b. Were mirrors clean? YES px o i g ijjyr‘: '\Sﬁb!lmb
require comment when marked ‘No’ no [ ¥ Gl SRS e
NA [ ssyy
: R oY) i il
31c. Were hand dryers clean? ves bd pr o - édfz(,,u ;_,L;y\u: .Lsdrb‘.31c
3 require comment when marked ‘No’ no [ ¥ G > AR
na [ gy
. faaudas oy glall S il
31d. Were dispensers clean? ves Bd e . ;f:-“ o ,,y,:_’{éyrj '\SJTAIBM
require comment when marked ‘No’ NO D ¥ Tt > X QS )
Nna [ asuy
YES oxi
31e. Were toilets and urinals clean? no [ ¥ $adas Jil) LSl cilS Ja 316
NA [ iy
3 fagylas ol oW culs
32a. Were doors clean? ves & = ) “,,y,:':jfyrf '&LJT.J‘.328
require comment when marked ‘No’ no [ Y Tt e At
A [T gy
YES o
32b. Were walls clean? no O y il GUaall S Ja 32p
va [ gbuy
ves A
32c. Were ceiling clean? Nno O y fea Gl S Ja 326
Na O gy
ves i
2| 32d. Were vents clean? no O v eyl Sl oS Ja 324
Na O sy
; faaday Gl Y il
32e. Were floors clean? ves bd px il g Liy‘uj ~\5JT;\'326
require comment when marked ‘No’ no [ ¥ G el
NA [ giuy
YES o
32f. Were baseboards clean? no [ ¥ A4l sac il £ Mliladl i) calS s 32f
vA [ sy
ves 4.
32g. Were grout clean? no [ b feadas L3I (IS Ja 329
NA [ gasy
4
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Scores

Critical Areas

Agubal) ¥ laalt

Liail

33a. Were trash containers clean?

YEs A
no O ¥
NA [ ahuy

P Lulaall <l S 33

YES 3
33b. Were trash containers not overflowing? NO O ¥ flaitd pe daladll Cily s S o 33b
NA [ iy
YES [d L ,
2 34. Was the restroom smelling clean & no [ N sh ) Aaie s disdas aleadl dadl; il Ja 34 5
fresh (without any offensive odor)? olandl A A S At
NA [ asiy
; Jand plaall & & jpeaill mes S Ja 35
35. Were all the facilfies inside the Yes D4 e e L
restroom in good working condition? L. wn = e
2 require comment when marked ‘No' ~ NO o g sl o2 MY ALY S ) 2
NA [ abuy
3 2(3) ki sl deld ) e o
36. Was the Mosque premises clean? YES D e ( ), }:A\ ) ,,;ﬁ LL“:;A“Q\S‘\?: 36
2 require comment when marked ‘No’ no [0 ¥ ot e el 2
NA B gy
Comments: ClBadlall [ galasll
FOR OFFICE USE ONLY Jaid Cikall aladiul
Ugsal Jalail) Lt ey aal . -
9 . Evaluation: : )
& ACTUAL SCORE | MAXIMum | - 2uation i

Approach and Cleanliness

alailly ol JEY) |1

Greetings and Initial Checks

Y1 il s s i (2

Appearance and Behavior of

Gl sall gl y ki 3

Staff

Service sl |4
Cleanliness - Restroom and Glabeall — 2kl |
Mosque Aaaall
TOTAL £ saxall
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upe FYnress Al el

oo dass "3?6

Ullol

fqr

SERIAL NO.
1

6|5

Invoice

Station Name: .. A2 e a1l ol Invoice No 296592 Emaral
Station Tel: e ol ils Date: "2 Sea Q... g o Plate No. .. R)EE2 XB- D) iy <
CUSIOMEr NAME: Nt :Jeo2dl ol Mileage: RO R3E3 gl
Customer Tel: .........6 cxe '5@%1"771& ............................... el casts TiMe IN: (Sl pMaf ol
Vehicle Maka & Maocel: ... "TMA\/"“‘ ................................ wan S, £999 gina Time OUt: i, -0 | [P IO
aloadd ag S | asgdl 2w &9_@;..“
Services Quantity | Unit Price Total
gine Ol — p P (3 Changed dadllas | A \N é Y~
<t Filter ~ 7 ] Changed SV et
Engine Flushing (] Done o el dulass
Top-Up: Brake & Clutch Fiuid — DOT 4 (] Done SIS/ Jalal Bl dils)
Automatic Transmission Fluid — Dexon {ID [ Done Soall g5 Slens Sl - \
Gear/Diferential Oil ] Done bttt oyl e/ g ]
Power Steering Oil Reservoir L] bone sl apBall Sl ) /
Radiator Coolant (] bone ERE /
Water/Terminal [_] Checked  Battery [ Replat?d Ll jani /
Windscreen Water [_] Checked Wiper DH@placed Al g a3l a3 e Jite /
Tyre Pressure 1] Checked Syl s Lank /
Air Filter ] Cleaned [] Replaced elyedl als /
Qil Drain Plug ] Checked )Ngsher (7] Checked [] Replaced 2yl spae Sulie Gand /
Condition of all belts & Hoses*” ] Checked (RIS FRRJUCT WY 7
Car Wash: [ Full Wash [] Body Wash [_] Steam Wash S5l o [ aa o [ o€ i [] Soillinsa
Service Charge Losall g gun
‘Others sl
| (A
Dlscount AED
il ol ol LS Bt Ll ohal s Siman B b Sl calid J"é"""(” AED€X< A
I have received the vehicle in good condition as per the service specified in the job card. rand Total ==

.

=

Lube Express In-charge Signature =i iess Jspwe adss  Reg. No. . /33 .2 ..
* Below 500 ml Free

Thank you for visiting Lube Express

Customer Signature J.oxif gc553
Uil Jo 500 g J31 *

Ayl S fuasd i @.505,055 ‘,._’i.u

592

Mile@GE: ......ooooooeoieeriiece oo e g Invoice No. 2 Q&
Vehicle Make & Model: ... BT R { £y Lo Plate No: .. gt o,
| A—;;';ﬁ'\)e;];,é—_'” O oo T | Circle dema fésé'na?c?améhés“ o o
' B - 13 4WD & Mini Bus ’j Oil Filter | I
. C- __3Ton Pickup ; {7 Manual Wash S
| D- {35t 55 Ton Pickup & Coaster Bus|| .} Steam Wesh i
; E- 6 to 8 Ton Pickup il 17 Engine Flushing ‘ %
I'F - 3 Cement Mixture Truck 7 Power Synth | &
+ G- "1 Big Bus ' Other i
;‘ H - Fork Liit | |k
i I -] Motor Cycle -
- ] Other ' i no damages or scratches tick hox (]
AED ... .. L8 i (o)
Remarks: ol

Lube Express In-charge Signature cuf ieas Jssuo 2edyd

Customer Signature j,eeli g

RO | PR

! Please see reverse for terms & conditions. ... i [RETERRYET!

]

Aoten







