SERIAL NO.

. . Telrisls |

i
PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center &
‘:"_)Lﬂ,{ Emarat [ [ 4/ S Eppco / Enoc 10 45l Adnoc
SHOPPER CODE DATA ENTRY EDITING ) CSA SR. #
Name Number | Name Number | Name Number
ZL t Res., Byoy Beosiw  [2¢04 [ No vaswe baﬂaé L]
Gender Height Built  [Spectacleq Beard Mustache] EthnicGroups
T[M S |T [MTF |Yes][No|Yes] No|Yes[ No [indian [Pakistani|Filipino [Expat. Arabs| Others: hlsAsally
BDD.DDD-D.DEDDDD O
EMIRATE v;:;:‘;:‘ Abu Dhabi |  Dubai Sharjah Al Ain g’:‘:v“a:" Ajman Kﬁ:ism‘“ah Fujairah
O | O %4 O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
LR slul ] 1] ol [ ol 1945 llo:lo
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday| Sunday[ Monday 1 Tue;day [Wednesday I Thursday I Friday
TIMEOF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
VISIT VISIT <]
O g o o o O OX O O 0O O
1. APPROACH AND CLEANLINESS <83 Y 1
Scores Critical Areas LulaY) cl Ltail
YES bd S )
1. Was there proper sign to the Lube no [ N Ahie o AVl daalydad s oS ds 1
changing bay? Sy 3l s
na [ sy
. YEs ]
3 2. x\:gaasntir;é%be changing area clean and NO D Y $iesdidn cy ol paidibie ciS s 2 (3
NnA [ aesy
ves [0 o C
4|3  Wasthere any oil leaking and fallingon = q Slode @yl gl dllia G<Js 3 4
to the floor of the lube bay ? S 3t Addaia & Y
nva [ adiy )
YEs B}
2] 4. Were the waiting area and table clean? NO [] ¥ Shadny Al all 5 ety Ashie il o 4 (2
nva [ sduy
— ves @ w
2 5. vaoe:ii;hge?telewswn in the waiting room NO D v ¢ Uyl e & e il S Ja 5 (2
NA [ akiy
vEs i el e
6. Was the board displaying complimentary no I q Al lgle ekt Al dadl s s 6
services neat and clean? Pagla) 5 A0 e Auilaad) cilaasd)
nAa O sy
2.  GREETINGS AND INITIAL CHECKS Y clspdal g cua Al 2
Scores Critical Areas Asalal) Ll Jatasts
3| 7~ Was there any delay in approaching ves [ pad a8 & il ol lla S a7 3
customers? NO m N ol eas cala gall
8. Were you greeted in a friendly manner ~ YES %] pd bl Wy dicum il s de 8
(pleasant feeling)? Nno [ y ¢ (7 ke
€ O s gall & s s g1 8 2oy <Y 1
51 If no, please describe behavior: Was it Lf . Lj;j i lel j:_‘f N ).‘ |5
arrogant, without any expression, normal G Lol o8 U O A —
etc..... Cj‘
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Scores Critical Areas Ll el B W]
9. Did he guide your vehicle for positioning ygsg A il G I dhls bl i Ja 9
3 at the stopper and asked you to switch ‘.QM‘? R el.oulL 5 Ll ?.&y 13
the engine off? no [ ¥ ikl O e Ol
10. When asked by customer, was the » . OS o caanlt he il gall Jm i 10
5 attendant knowledgeable of different YES E p ﬁiﬂﬂ‘ o ).;\ Cila o [ o ,3?.“ ‘J; 5
grades of oil, filters and their relative Nno [J v S i &(,y. l‘ .
benefits? fleda JS il 4
YES i . .
4 | 11. Did he offer the waiting area to you? NO % P: EnY Ad e 4 Uy dlle ja e o 11 (4
12. Did the staff thank you as you were YES p € rfan miC | _— s
4 leaving? No [ g ?alas i€ Laiy ol Sy Cabagall JE Ja 12 |4
3. APPEARANCE AND BEHAVIOR OF STAFF ZH-SJL“J CndBigall 4B 3
Scores Critical Areas Auadad) Yl Jalait
YES o
3 13. \;\rl)zsti?:?umform of the attendant neat Nno [ Y 000 e Gl jumlall Calisall L S U 13 |3
na O sy
ves [ s .
3| 14. Was the attendant wearing visible NO q ey Ay (5 53 3 5 el Calasall IS Ja 14 3
nametag? = $r s 5 daud Lggle
N/A % T LIPCIN SHEVONY
YES oL : -
15. Was he able to communicate with & Gualsilt e 1508 Galagall S Ja 15
3 customer? No [ b pVEB 3
na [ sdiy
YES [
4| 16. Was staff courteous / friendly? Nno [ Y Sladal/ia gay cabigddl S Ja 16 |4
Nna O sy
4. SERVICE (il 4
Scores Critical Areas At claalt Latash
; bt L - saailly Cals gl Al8
17. Did attendant check whether you need YES E px L‘u u UJ:J . }d f 17
3 . Cu b ol ALY ~liag sl 3
top up or complete oil change? 2D e d D3
’ no [J e JalSIy
3| 18. Did attendant check with you whether  YES a L8 S 1) Lad i Cala gall (383 Ja 18 3
only oil is to be changed or oil with filter? No [ Yy € a5 30 o Jads oy 3l s
19. Did he check using gauge the quantity  YES pri 18l a5 e iy ala pll G5 o 19
3 required to be topped up and informed [] o Al Gl el il sl 3
you? NO 3y elly el 5 Lgialia)
2 ;e 3l o e (aiadlly Calh pall 5
| 3 20. Did the attendant check for oil leakages YES ‘ i u-ﬂ-\a:‘);“—/‘fbu: J:M\. . aﬁii 20 3
‘ under your car from filter and drain bolt? O N SEIEsas AR
few 5l
4| 21. Did the attendant drain the used oil YES B s el 0 OS i Gl gl i Ja 21 3
completely from your car? No [ ) Tili Hlaw (ya
5| 22. Did he ask whether you want the engine  YES =g Al el dae v S o Alle da 22 2
to be flushed and did it if you agreed? no O y Slidd) go Jla A iy
3| 23 Did the attendant fill the correct grade as  YES BN « Gl s yofp 5 Adlaly cala gall JE Ja 23 3
you requested? no O y il 3l dspaiall
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Scores Critical Areas L) Sl Laaih
4| 24 Didherequestyoutosianongneand  vES B gl asndmd) it o) e b b 24

minutes? no O ¥ fualy Aad el Jalill Alla 3
3 25. gid t.he_attendant ensure that the carter? YES pd wfﬁﬁdﬁﬁlﬁj‘ﬁﬁhﬁ 25 3
olt is tightened and there are no leaks? NO D N g -
26. Did attendant carry out the following Lailaadl Gl gaill ol ol bl i da 26
complimentary checks: Sl
YES pad
31a. Battery Water top up NO D ¥ g Ul ele Adlia) 31a.
nva [ sy
ves A a
31b. Coolant Water top up NO I:l b coolant/a_all ele dala) 31b.
na [ ey
YES S -
31c. Auto Transmission Fluid top up NO D b IS A B )LH L'u) Afj‘ 3te.
wa O absy (st )
ves 4w
31d. Brake Fluid top up no O ¥ Jadl i ilal 31d.
nAa O sbyy
ves X~
31e. Gear Oil top up no [ b s A [l 5 Al 31e.
wa O sesy
ves
31f. Alirfilter cleaning no [l b o) sl yilh Caglas 31f.
wa O ey
ves @ &
31g. Wiper Water top up no O N ol claliaad ol dils| 31g.
va O sy
ves A
31h. Clean engine using air gun no O Y elogll eten plaiinls o el e 31h.
nva O ey
5| 27. Were any of your questions related to ;Eos % P‘; dalaid) elilind e sl e :‘?'L?\.J‘ uA—' da 27 3
lube change answered? Sy et Adeny
na [ sy
3 28. I;ig él:: gtaff place the mileage sticker in :lis % ?: Aiﬁmﬁ:&ﬁ:’f;ﬁ 28 3
' N/A D ey ¥ ekl
ves A
4| 29. Were you offered a receipt voluntarily? ~ NO O ¥ sl oS Jeag e e db 29 14
NA O aduy
5. REST ROOMS AND MOSQUE saauall g (plaadl feyll ) dai ) G 5
Scores Critical Areas EORI N PO PAH)]
3 30a. Were they adequately stocked with all ves @ = Ay g peall e 3lndll aaans 3 ¢3S da 303 3
necessary supplies such as soap? NO D ¥ Sy asball Jia
na O] gy =
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Scores Critical Areas Dbl c¥Ll PRI
30b. Were they adequately stocked with all ves & ™ sl cila STl azans 3 jene culS Ja 30b
necessary supplies such as toilet tissue? NO D ¥ collgill (3 199 Jie
NA O sy
30c. Were they adequately stocked with all ves X4 ard 45l il il & e <ilS a 30
necessary supplies such as paper towels? No [ v Tagh ol hdlial) (Jie
(paper towels are not required where fully Cildiaa 55 vie dygllae e 4 ) <ailiall)
operational hand dryers exist) nva O bl Y (Y1 g
31a. Were sinks clean? YES E g ik d:”u‘ s d.s. 31a
require comment when marked ‘No’ no [ ¥ cl sl om i MY A S 13y
NA [T gy
31b. Were mirrors clean? YES pad ) ik lfUJ <is da 31b
require comment when marked ‘No’ NO D b sl o Y A s 1y
Na [ gsyy
31c. Were hand dryers clean? YES m i e% "SA’NI “_,'hw wLS dé. 31c
3 require comment when marked ‘No’ NO D ¥ cal e S LYl cals iy
nva [ gy
31d. Were dispensers clean? YES prd v% Ozl utusu CUIS db. -31d
require comment when marked ‘No’ no [1 ¥ a2 Y ALY a1y
NA [ gsyy
ves K
31e. Were toilets and urinals clean? Nno [ ¥ 24k Jpll S il Ja 31e
NA [ sy y
32a. Were doors clean? YES i . Falks k'",'"? ¥ i JA. -32a
require comment when marked ‘No’ NO D ¥ el (o Y MYl s iy
nva [ sy
ves X =
32b. Were walls clean? Nno [ y ks landl cilS Ja 32h
VA [ sy
ves BI
32c. Were ceiling clean? Nno [ y S i) S Ja 32¢
NA [ gbyy
ves X
2| 32d. Were vents clean? Nno [ ¥ g MUl cilS Ja 324
NA [ sy y
32e. Were floors clean? YES E pud ks QL‘“,AJ ¥ i dﬁ. -32e
require comment when marked ‘No’ NO D ¥ g sl o MY Ayl sy
NA [ gy y
ves K .
32f. Were baseboards clean? No [ N Aghai saelall o1 /Lilall i, 51 culS s 30f
NA [ gy
YES pd
32g. Were grout clean? NO D ¥ Sl B3 IS Ja .32g
NA [ by
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Scores Critical Areas Tl el PALH]
YES pad
33a. Were trash containers clean? NO D b faaudas Adaall iy s < Ja 334
NA [ adiy
2 = - 2
YES prd
33b. Were trash containers not overflowing? NO O ¥ faiaild e dalaill lgla calS Ja 33b
NA [ akiy
YEs pd o o ]
9 34. Was the restroom smelling clean & no [ v 1 ) Lbata g Aiplas plaall dal) ) il Ja 34 2
fresh (without any offensive odor)? flobanll 8 Ay S A3
NA [ aiy
H Jani alaall 8 il jagadll auea cailS Ja |
35. Were all the facilties inside the ves B o R e e 35
restroom in good working condition? . A e
2 require comment when marked ‘No’ no [ ¥ gl o YT ALY Qi 1Y 2
NA [ sy
5 £(5) ok daueall Acld i ie (JS
36. Was the Mosque premises clean? YES D = ( ). );“ ’ ,,;T, aj_,f»ﬂsﬁ -36
2 require comment when marked ‘No’ Nno [ ¥ cant el kAt 2
NA B iy
Comments: slBiadlal) [ galadll
FOR OFFICE USE ONLY Jakd Ligal) alasiuy
lacalt Jal83Y Lalaill Jeyt aall .
0, 3 H . . i)
t ACTUAL SCORE MAXIMuM | Evaluation P
Approach and Cleanliness adlaill g ) B |1
Greetings and Initial Checks | V! <ilSaiall s cus il 12
Appearance and Behavior of ik sl gl s sekae |3
Staff g
Service a4
Cleanliness - Restroom and Slalasll — dsllill |
Mosque daaall g
TOTAL £ saaall
+ 5

Lube change.doc







Lube EXoress  dejdl copdl Jyad doss

SERIAL NO. NANLT

6|7 |69 }7|voce"

Station ﬁ%éﬁﬁ'ﬁgﬂ /{’. r/:/('/ p (4 l 7’ A.h_xU i Invoice N
Station Tel: é{ LQJ 25[04.5_,..11 s Date:, {fé / ﬁ &t Plate No. .

' eants b g el ’}"“‘"’u g
Customer Namp ‘Jrordl ounl Mileage:

iogleS
lat | Li g (5 e Jied o e 3ld Uy 2aces o ogg Vbad g lbgme s - 1o
Cust'omerTéid@‘s.ﬂ q'( 67é OL - ?Jio—i—” iils Time In:. g : AS’ 2 12 Sl Ml g

Vehicle MaKe & &’Moderu AL / @0"‘1‘@3@ 22 gy g i om/ a. /‘9(4/“‘(_5,41@“_&9

» Y ‘*“"‘L addend Gl o Poldsl LaH Saa ) e & yoaall
i Services v Quantity Unit Price Total
FlushingO -y , 4 . _ . T eiesams | o~ :
Engine Oil Change ~—— - D/ (%Y  dedendes | S0 Q7 Cc/
Oil Filter Change «—t1-- \ J! el jila Jouss 37 J [/
Top-Up Brake & Cteh Fluid-DOT4 - A/ Ll Sl LA f
Automatic Transmission Fluid - Dexon IID Ll Jis Sl Sl
Gear Oil/Differential- Oit” il 3 2y [ g A * FREEZTIOUH WL ({18 211191
Power Steering Oil Reservoir Sl gidl oA 2
Radiater Coolant J.whau' a3 Pl | *FREE Uilaa* )
Baﬂery WaterlTenninaI terd Ay ): 4 )i @ity dhl‘.r;? i~ _JLI.JI S gestspiani o, e e 'FREE‘CH'JL;;'.‘L.IL:"& B 1 R E I K
Windscreen Washer Reservoir gl whaliis oloa Kl * FREE Lilae*
Tyre Pressure Chacked2 31 iatlg zigei-cleidu st 1aniardial O Insivn s 21 aLUWY (el [0 oy .~ * FREBIENC G2 Ladaar o Is18m d »
Air Filter Cleaned Asell ilh paad * FREE Litaa*
Drain Plug/Washer Checkeda -3 yolin~ 51 - - o JThae el gl olabogaid] L 0 | *FREE fa - L iGwetlo vaf o
Check the condition of all belts Loyo VI LilS ani * FREE Lilaa*
Check all Rubber Hoses LUl bl WS e {. . | *FREEA . - - Ulae* | 5vi1
Car Wash: Full Wash/Body Wash 2ol Jad fJalS Jast 1 i) Laas
Service Charge : Lansdl o o,
Remarks: “’" Ll el AED ? 7
“Grand Total
e 4
doad) il 8 3)lg 48 LaS dpiny0 B9y dugllol) aload! ghal say Bar Ao b S0 cuodiul 54
%meived the vehicle in good condition as per the service specified in the job card.
Lube Express In-charge Signature .l iess Jssueo gsd53  Reg. No. .. (J ................ Customer Signatlire Joortf zis5
*Below 500 mi Free — ilovs o 500 o 31 ©
Thank you for visiting Lube Express A yoiadl Gl Juass doas @S5, L30 1,500

el Care) Aestoeallls
Mileage: :RM 7 C?" / ogleS Invoice No. .

Vehicle Make & Model: ... f\]. / ﬁ @A 3 (20T gsis g Plate No.
A - [JSmall Vehicle B*Oll Circle damages and scratches
B - [(J4WD & Mini Bus il Filter s
C - [J3 Ton Pickup gﬁfganual Wash &
D - [13.5t0 5.5 Ton Pickup & Coaster Bus || [] Steam Wash
E - [16 to 8 Ton Pickup {J Engine Flushing %
F - [3Cement Mixture Truck ] Power Synth &
G- [JBig Bus [0 Other
H - [JFork Lift e
1 - [ Motor Cycle _ _ , N
J - O Other ' o dalmages or scratches tick the box |
o FF ..
Remarks: T T
% adbano ey
Lube Express In-charge Signature .yl deas Jojane iy







