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SERIAL NO.

693

+ 1 + +
P
PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change ran Arap Research Center w
<l Emarat 10 s Eppco / Enoc | O a5 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
20‘( Name Number Name Number | Name Number
“sa qoo! | £a5a | geol [No nawe dbgl ||
Gender Height Built Bpectaclesl Beard | Mustache} Ethnic Groups
M TIM[S LT M | F |Yes[ No}Yes[No|Yes[No |indian JPakistani[Filipino [Expat. Arabs] Others:
IZIDIZIEIDIDDDEDIDIIZIDD O C
EMIRATE V;‘:Z‘Iz;" AbuDhabi |  Dubai Sharjah Al Ain g’:v':‘a:: Ajman Kf‘:fm”ah Fujairah
O 4 O O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
3q 1613 | % | 9 [68]ec | o3 [o ]y [t1-s512310
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturdayl Sundayl Monday I Tuesday lWednesday| Thursday I Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
vst TR O 0O O visIT O Od O 0O O O
1. APPROACH AND CLEANLINESS <At g ol 38y 1
Scores Critical Areas Aulul) elaall i
YES [x] e*- .
1. Was there proper sign to the Lube no [ dlaie o AVl Al g da 5l s IS dﬁ A
changing bay? Sy ) s
na [ _9J=a~z
_ ves I =
3 2. \é\:ga:;;z(lﬁ?be changing area clean and no [ TGy Ay i Ailaie clS a2 |3
na [ sbuy
ves [ = . .
4|3 Wasthere any oilleaking and falling on [ g e de gy il i gl s S da 3 4
to the floor of the lube bay ? Sy M s Aidaia (A LY
na O ssuy ’
vyes & o
2| 4. Were the waiting area and table clean?  NO O ¥ g A dall g Uit Ashaie S Ja 412
na [ ssuy
o ) ves [X] o
2 5. \ij:riit\hge?telewsmn in the waiting room NO I—_-I Y ekayid e i Jens op il S Ja 5 |2
nva [ smuy
ves [ = s s
6. Was the board displaying complimentary \ o ] y Ll e el s culS s 6
services neat and clean? eaidat g A5 e Ayilaall cleaad)
na [ sy
2.  GREETINGS AND INITIAL CHECKS A N1 il g qua A L2
Scores Critical Areas Aot ¥l Laad
3|7 Wasthereany delay in approaching ves [] P> s/l il & el gl dia S da 7 3
customers? No [ Yy Tl s cala gl
8. Were you greeted in a friendly manner ~ YES M sl Ldsa il de 8
(pleasant feeling)? NO D N $ (zoe
S da rcals sadt & Caea g1 a8 ola y oY 13
5| If no, please describe behavior: Was it ‘f e Li;S . )j; jiE 7 J.‘ ‘15
arrogant, without any expression, normal G R 08 S s e
etc..... e
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Scores Critical Areas Ayt c¥Laall Llail
9. Did he guide your vehicle for positioning  ygg [¥] ; Ll Sl ol b Gl ol L6
3 at the stopper and asked you to switch K =~ :: ‘L‘J . "’ljé_‘: i . ij‘ ?.u:h 9 3
the engine off? No [] ¥ S ik g P Bl ey
10. When asked by customer, was the . S da edsaall (o Gl sall Jas Loic 1
5 attendant knowledgeable of different YES E e Stﬁ“ & ‘ )‘1" d:i / ‘).‘id .!fj& e 10 5
grades of oil, filters and their relative no [] y I PIE o &
benefits? fleda JS 2l 504
YES (X i .. .
4] 11. Did he offer the waiting area to you? NO E ’: ¢ Uiyl A e & B e e Ja 1 4
4| 12 Did the staff thank you as you were YEs [X p € i S Ly S iyl W6 Ja 12 |4
leaving? No [J N *D w4 S ¢ .
3. APPEARANCE AND BEHAVIOR OF STAFF S sl g Cuiligall jglia 3
Scores Critical Areas Dbl el Lal
. SR =
3 13. \a/\rllzsﬂtdh;?umform of the attendant neat NO D Y ey Gl st Gl G S 13 (3
NA [ saauy
ves [J : By
14. Was the attendant wearing visible = Dy Ay (5 3 g pall il el (S a 14
3 nametag? No [ 3 o . 3
L L R VP badoe — (12)
YEs [ . . —
3| 15. Was he able to communicate with o deal sl e T 08 Gaba gl (S Ja 15
customer? No [ ¥ sl 3
UR
NA [ sduy
YES Py
41 16. Was staff courteous / friendly? No [ bt flakl/lagoy il sl S Ja 16 |4
NA [T sy
4. SERVICE 1daailf 4
Scores T Critical Areas T CRad@ennd T T haw
© : S L R R R I U TIRT .
17. Did attendant check whether you need  YES m px w Uu)d P )Aj, i S 17
3 top up or complete oil change? S0 ol ol Sl Ala plins s ) 3
ge: NO D ¥ ¢ Sl
3 18. Did attendant check with you whether YES m pxi 2R S ) L e ol gl B33 Ja 18 3
only oil is to be changed or oil with filter? No [ ] € il g g 3 of das gl s
19. Did he check using gauge the quantity  YES X and el Sy s e Gl ala sall B s 19
3 required to be topped up and informed g Al ol S I G el sl 3
you? No [ v fllyy el | gl
R o o0 ot o il Gk ol G
3 20. Did the attendant check for oil leakages YES m i uijjuhu: ):dﬂl. R }:]j d‘t 20 3
under your car from filter and drain bolt? no [J y s R
ey 3
3| 21. Did the attendant drain the used oil ves [X] e sl 3l S i il gl AE s 21 3
completely from your car? Nno [ Y el Sl (pe
2| 22. Did he ask whether you want the engine  YES Ayl el e e o dlile da 22 >
to be flushed and did it if you agreed? Nno [ N a5 Jla 3l
3| 23. Did the attendant fill the correct grade as YES [X] pxd Sl A g 8 ALl Cali gl Q8 Ja 23 3
you requested? no O Yy il Al daaall
+ o 2 ’ +
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Scores Critical Areas gl el Jalasd
24. Did he request you to start engine and  ygs X o a8 g5y yaall Qi 5 ol dlie cilla Ja 24 3
3 Iri?r\lltitletsr’;mnmg for one and a half vo O ! Sty daho hadd Jil Al 3
. A8 e /A geba (f (e idasall aSB o 25
3 25. Eid t‘he'attendant ensure that the carter? YES m o iﬂ)‘:“/-*j:w:\l M‘T;JLL)‘:\SA j ua Aidie 3
olt is tightened and there are no leaks NO D N ecu 3l
26. Did attendant carry out the following il Clasaill o) al bl 8 Ja 26
complimentary checks: Al
ves K1
31a. Battery Water top up no [ ¥ il cLidlsl 31a,
na O sy
ves ]
31b. Coolant Water top up no O ] coolant/a sl ¢le dila) 31b.
A [ sy
ves L1 =~ N
31c. Auto Transmission Fiuid top up NO D y SIS el Ji JLG_\ uu 4‘.&\.;\ 31c.
TRy (st
ves b ~
31d. Brake Fluid top up no [ ¥ Jaill ey hla) 31d.
va O shuy
ves 1 &
31e. Gear Oil top up no [ Y ool nllcgydine 3e.
NA [ by
ves [A =
31f.  Air filter cleaning no 1 y el g caks 31,
NA [ by
YES % o
31g. Wiper Water top up NO b gla i el ols ALl 31g.
nA [ asuy
ves 1
31h. Clean engine using air gun NO El Y el et plasiuly o el (il 31h.
na O sy
3| 27. Were any of your questions related to :f)s % ?’; Aalaiall ilind oy sl ‘_5.&:_ %‘—?}1‘ k—w Ja 27 3
lube change answered? wa [ 5y Sl st Alany
5| 28 t?]ig ér: staffplace the mileage sticker in :is E ?: Jiﬁmﬁ‘:@ﬁﬁ;\;ﬁ 28 3
' NA R sy %5 ol
ves I
4 29. Were you offered a receipt voluntarily? ~ NO | Yy S0 il Al Jeag e e d 29 14
nva [ sk y
5. REST ROOMS AND MOSQUE +dauuall (el:aa.“ /@\33) ialflage 5 o
Scores Critical Areas Al el Jatadyy
3 30a. Were they adequately stocked with all ves [ ™ 4y g pall Gl jlinall aren 3 e <ilS Ja . 30a 3
necessary supplies such as soap? NO D ¥ S siuall Jie
nva O sy =
3
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Scores Critical Areas Dy Lol Liad
ves
30b. Were they adequately stocked with all 0 = s mall Gl Jlinall aueny 5 jeaa ciilS o 30b
necessary supplies such as toilet tissue? NO v Sadlgil (5 199 Jia
va O by
30c. Were they adequately stocked with all ves [ aud Lol e Sl gpans 5 gae U s 300
necessary supplies such as paper towels? NO D ¥ L 48 ;g» ‘-hih-d\ Jia
(paper towels are not required where fully Glidae Ji g die 4y glhaa e 4 allial)
operational hand dryers exist) NA D sy (A1 i
- ok g o
31a. Were sinks clean? YES m o 2 gl “ﬁ:&‘;‘;ﬁfg;,‘ma
require comment when marked ‘No’ Nno [ ) sl o MY Ada Yl g 1y
NA [ Gy
31b. Were mirrors clean? ves [ px ol 4:‘;: Ui‘;r“ts&d? l'31b
require comment when marked ‘No’ no [ ¥ sl o MY ey calS 1y
NA [ gbyy
- TR T
31c. Were hand dryers clean? YES Izl e . Tu& 43:'\;"‘—’“‘[:”“-‘5‘5\5&: ]'310
3 require comment when marked ‘No’ no [ Y Tl o MY By il 1y
NA [ Gy
: fAihy ) gbiall Clille cuil§
31d. Were dispensers clean? YES % o 2 el "y:_: L;\(luj _SJT.\'S'M
require comment when marked ‘No’ NO ¥ gl o2 MY Ada Y cals 1y
NA [ gdyy
vEs B
31e. Were toilets and urinals clean? NO D ¥ $agdas Jeall A€ culS a 31e
NA [ sy

32a. Were doors clean?
require comment when marked ‘No’

YES
NO
N/A

ek oY) S s 323
ST PG TV TN

32b. Were walls clean?

fAdks gl cilS s 32p

N/A Gabi Y
YES pxi

32c. Were ceiling clean? Nno [ y il il IS Js 32¢
NAa [ sy
YES % pad

2| 32d. Were vents clean? NO vy ik MUl culS s 32d

Nna [ sy »

32e. Were floors clean? YES [z pd L. Y:\A&E,,Q,'f‘“f”m uts JA. -32e

require comment when marked ‘No’ Nno [ b gl o MY Ala Y S 1y

NA [ gy
ves ]

32f. Were baseboards clean? No [ ¥ bk sae Gl = ) sl 51 cals Ja 32f
NvA [ gy
ves A

32g. Were grout clean? Nno [ N ki L oS Ja 329
NA [ sy

4
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Scores Critical Areas Al ¥ Laall
YES o
33a. Were trash containers clean? no [ ¥ Shayda; Adadll iy sla cilS Ja 333
) NA [0 gy
YES i
33b. Were trash containers not overflowing? NO E] b Phaaild e Aalall Gl gla <SS Ja 33b
NA [ ey
Yes [ o o )
2 34. Was the restroom smelling clean & no [1 % 5! 05) Adinie s Al plaall At S 34 2
fresh (without any offensive odor)? $plenll 3 A S Anl
A [ gy
3 Jaxd alaaldl & <l eadl) _A;\S\SJA_:S
35. Were all the facilities inside the YES p ¢ = @a‘.m K 5
restroom in good working condition? o w5 e
2 require comment when marked ‘No’ no [0 v el g2 MY A S Y 2
nA [ asuy
3 2(5) ik aaceall Al Sl e (IS
36. Was the Mosque premises clean? ves [X] o (°). }E\SI i ,,;‘,’, :\_‘L‘\’;‘_‘f\;\? 36
2 require comment when marked ‘No’ Nno [ ¥ et el g e 2
A [ gy
Comments: calaaall / gaeilt
FOR OFFICE USE ONLY Jadd il e\u.u' Y
Alaasall blai) LA e sl , .
0, O . - ‘
% ACTUAL SCORE MAXIMUM | - aluation: P

Approach and Cleanliness

A, R (1

Greetings and Initial Checks

AN REN 1| PREENgig

Appearance and Behavior of
Staff

Gl sy e |3

Service La2ill 14
Cleanliness - Restroom and Clalaall — Qdlladl) )
Mosque 2aall

§ TOTAL £ saall
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SERIAL NO.

e =APIESS

913

Ry

: Invo

IS

Station Name: % VY 22

. 1dda sl gl Invoice No.

alasf il Date: j l{/ O%M]icgut Plate No

% 91394

Station Tel: &
* il B PRI RN A eed 2 L Mt
Customer Name: - . J...a.!.” fc_u.vl M||eage 029 /[ S.6 ]
 Uadioie P e iy g eskn Ui 5] 2ug B , o
Customer Tel: O 8.0 = F 364602, S ote Time It L SIS . syl
L3 . YT v 2 . PR R R P T . - . « .2
Vehicie Make-& Model: . [31. 4% =3 L4 Lo a5 Eyte' o TimeOut: [ - (8.0 AS,ll orl
.3 - - o olaaalt aSH Bam oll jau & a2
Services Quantity Unit Price Tot
Flushing Oil : . _ . [ e L. ¢
Engine Oil Change \ Yo 0N U X oy s | H O 00~
Oil Fiiter Change j v el e Lo J
Top-Up: Brake & Clutch Fluid - DOT 4 ‘_;..:\J‘S'-/\j.l LNl Bl cABLud) ' [
Automatic Transmission Fluid ™ Dexon IID ol Ji e e
Gear OQil/Differential Oil S S ey ey *FREE -..*t Calao Do fafi
Power Steering Oil Reservoir Selapssell 25kl Ga =)
Radiater Coolant » Sl 5 Jilee * FREE Lilae®
Battery Water/Terminal STy oy 2Ll BERIN :1@3@|§u;, . "FREE‘J!“‘..‘H_;."_E[A'A. [ STt
Windscreen Washer Reservoir glanlt culils s St * FREE Lilas* \
Tyre Pressure Checked 2 erir 1a1¥3 27, Zisw sl i1 2 Qiabtbdlslse yasi s} SFREE - st |of s .
Air Filter Cleaned Alogll ith and * FREE Uilaa®
Drain Plug/Washer-Checked 1 '+ ... - , - g et bpohslamegand )i L s | SFREE: - Lilaat |
Check the condition of all belts Loy Y LIS ok * FREE Lilae*
Check all Rubber Hoses Lblaall padel a0l LS Gond |, * FREE ... Lilaa* .
Car Wash: Full Wash/Body Wash eI S JJalS S Jaidl Lans : ‘
Service Charge [OSPRTIFN ‘
Rs [PESHEF TN Iy :
Remarks: “’J AED §
Grand Total [~)

| have received the vehicle in good condition as

MA_{-I_JJauA.»)lgg.quSA_m).o 8)9—ay dpgdlall wload :lal_x_n.au.xo 4JL.>,$4..S).U caegbiauf aal 7
per the serwce specified in the ;ob card. ?/

Lube Expréséin-charge Signature_-..D-Jl Ao s Jojuso grdys
*Below 500 ml Free
Thank you for visiting Lube Express

Reg. No.

|
Custorr)g( nature Jjros |
Lo o 500 - |

Ayl Gl Juas doas @SSyl

o

Mileage:

Vehicle Make & Model: . JSXYI. 36/ -as,u £l gia

Invoice No. 3 6 9 1 9 4

Plate NO. oo i

A - &FSmall Vehicle Do
B - [J4WD & Mini Bus 1 Oil Filter
C - 23 Ton Pickup ] Manual Wash
D- 13.5t0 5.5 Ton Pickup & Coaster Bus || [] Steam Wash
E - [36to 8 Ton Pickup L] Engine Flushing
F - {3 Cement Mixture Truck 1 Power Synth
G - ] Big Bus LI Other
H - (D Fork Lift
| - I Motor Cycle
J - O Other
AED.....
Remarks: '
Lube Express ;nyé;arge Signature cul deas Jojuo zudes Cu‘s/‘f mer Signature Joo=! &‘
[

I Please see reverse for terms & caonditions.

whogyilly ,mljiljmla]\gj)h.dl u_,.% I

Ref. No: LE

]







