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PROJECT: ELARA - Lube Change

SERIAL NO.

pron
Pan Arab Research Center &

O i jw Emarat /4d & 4il/ 5S4 Eppco / Enoc / g Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
IO 66 Name Number Name Number | Name l ‘Nurrlmerl
Gender Height Built _ PBpectacle] Beard | Mustache] Ethnic Groups
M| F |TIMJS|T [MF |Yes|NoJfYes[No]|Yes]| No Jindian [Pakistani[Filipino [Expat. Arabs[ Others:
NOOXROOROONOROR ® O O 0O O
EMIRATE ";:Z‘Ii'n“ AbuDhabi |  Dubai Sharjah Al Ain gTvTa:\I Ajman Kﬁ:ism"a'h Fujairah
O D O O O n O ] O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
agl2] &l ol2]2]g [ s]a [ olo]| ol2 15.051s 45
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
visT T o ol v O O 0O X O O O
1. APPROACH AND CLEANLINESS 48U <y 1
Scores Critical Areas Al Yl L
ves A o e
1. Was there proper sign to the Lube no [ g dibie e AVall daal jda Jellia S da 1
changing bay? ey M i
na [ ahiy
‘ ves [ d =
3 2. \c/)\r/;:r:il';zé%be changing area clean and NO D Y Sy Akl cy et dikieciS Ja 2 (3
na [ sesy
YES [1 i )
4 3. Was there any oil leaking and falling on Nno [ N sle 4o fs il s ) dlia (S da 3 4
to the floor of the lube bay ? Syl s ddhaia Y
A [ ki i
ves B wm
2| 4. Were the waiting area and table clean? NO [] ¥ Shadndl gl eyl dshle cidlS Ja 4 (2
' na [ ks y
) vyes i
2 5 woiii;hge?te evision in the waiting room NO D y ¢ syl 4 2 o Jeny sl S Ja 5 |2
: na O ssuy
vyes Bd o . .
6. Was the board displaying complimentary ] q il e jedai MAs i il a6
services neat and clean? SAadai 5 48 ye Anlaall Cileaaldl
NA O] sy
2:— GREETINGS AND INITIAL CHECKS g clGadall g qus il 2
Scores Critical Areas UV I (CAN PN sl
3|7 Was there any delay in approaching ves [ px R P SN . O N S 3
customers? Nno ™ 9 ol sad Cals gall
8. Were you greeted in a friendly manner ~ YES prd ekl Lada b i i da 8
(pleasant feeling)? No [ y ¢ (g
S cadh gall & i Lo g a8 Bl Y 1)
5| If no, please describe behavior: Was it L: e \:j . Jj; j:_‘fj N J,‘ 15
arrogant, without any expression, normal Lanit il al it B
etc..... el
+ 1
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Scores Critical Areas Al Ll L
9. Did he guide your vehicle for positioning  ygs m A il S Sl Gl 5 e 9
3 at the stopper and asked you to switch o4 <o et 2 . e i3
the engine off? Nno [ ¥ el aall ila ) el alla g 5 Lol ey
10. When asked by customer, was the ; S Ja (aandl (e Cilh gall (s Lanic
5 attendant knowledgeable of different YES E e :-:id‘.:lt & ‘ _'jl d:‘ y 'ind .‘f& 10 5
grades of oil, filters and their relative no [ g S = Rl o : o
benefits? Plgia JS 21 68
YES i . .
4| 11. Did he offer the waiting area to you? NO g ": SOUGYI A8 e & Y dlle (age da 11 |4
12. Did the staff thank you as you were ves [0 w ¢ ad € Lot @ e il odll G
4 leaving? No 9 y TR i Sy J“" o d 1214
3.  APPEARANCE AND BEHAVIOR OF STAFF sagS by cpiligall jelia .3
Scores Critical Areas Al ) PAYH]
. YES 4 v
3 13. Z\:‘z(ajsti?ye?umform of the attendant neat NO E] Y 0 ey Gl alall Gl gl Ll S Ja 13 (3
NA [ sy
YES ax .. .
14. Was the attendant wearing visible by A8y (635 53 3 ga gall Cala gl (S Ja 14
3 no O ¥ 3
nametag? o a9 danl Lile
(outd NoT LERD NAME NA [ zduy
YES pr . A
3| 15. Was he able to communicate with No [ g o deal il e TaE Gala gl IS Ja 15 3
customer? o5l
NA O sy
vEs X =
4| 16. Was staff courteous / friendly? Nno [ y Skl cala gl IS o 16 |4
NA [ sduy
4. SERVICE L URES I |
Scores Critical Areas Al YLl Jalail
: SIS OF G el el baE a1
17. Did attendant check whether you need ~ YES B he u’\d iy }A‘ ¢ /
3 top up or complete oil change? S il al o 3l ALY lians Ll 3
Nno [ b ¢Sl
| 18. Did attendant check with you whether ~ YES X px U A S 13 Lad olia Gl gall 33a3 s 18 3
only oil is to be changed or oil with filter? o N ) € alall g a3l ol a3y
19. Did he check using gauge the quantity ~ YES B = s oladiul a3l (s sie (s Cala sl o3 o 19
3 required to be topped up and informed SRR | NGIVE\ i WX U RVCT BRI 3
you? Nno [ Y Sallly wlaly 5 Ll
ST TR I 5 e 3aadll Cabh gall Bl8 .
4| 20. Did the attendant check for of leakages YES [ o o “'”jj i A s }fij _i 20 5
under your car from fiiter and drain bolt? m N e e eJE
S 3l
3| 21. Did the attendant drain the used oil YEs [X] M eisall 3l S g b sl B8 Ja 21 3
completely from your car? Y ME WA
NO Dl e
o | 22. Did he ask whether you want the engine  YES % pe Al el due oy S o el Ja 22 5
to be flushed and did it if you agreed? NO D Yy Clisa) o Jla & Sy
3| 23 Did the attendant fill the correct grade as  YES M Gy A jofp 5 Alal cals gl A6 Ja 23 3
you requested? No [ y flgidla Al dsgaiall
2
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Scores Critical Areas I L POX Lal

24. Did he request you to startengineand  ygsg P aS sy el Sy o 5 o e alls Ja 24
3 Iegve it running for one and a half D ¢ at o 40 30d sl Alla 3
minutes? NO L > g @
3 25. Did t.he attendant ensure that th_e carter YES E ¢ ui;:);di:ajl i;kjfﬁ 25 3
bolt is tightened and there are no leaks? NO D y ’ ’ *’Q,UU
26. Did attendant carry out the following Llaall o gaill ol ol il gall J3 Ja 26
complimentary checks: i Rk
ves
31a. Battery Water top up no O b A el ele Adl) 31a.
nva O sy
YES ol
31b. Coolant Water top up Nno [ y coolant/s sl els dilaf 31b.
A [ sy
YES IX] pes: . )
31c. Auto Transmission Fluid topup  NO D ¥ Al JLP w" QL‘“ 31c.
(0t )
vAa [ abuy
ves X
31d. Brake Fluid top up NO D b} Jal il 2y y AL 31d.
nva [ sbsy
YES X pes
31e. Gear Oil top up no [ Yy o Al [l i) 31e.
Nna O sy
ves D
31f.  Air filter cleaning no [ y ol ais 31F,
nva O sy
: ves &I m
31g. Wiper Water top up no O N ol it ela i) 31g.
na O aduy
ves M
31h. Clean engine using air gun no O Y sl et pladiuly o el ciulad 31h.
NnA [ iy
\ .
5| 27. Were any of your questions related to :I(E)S ?: dalaiall il e gl g;l:’ :‘?ﬁé\‘!‘ u»u 27 3
lube change answered? Oy W s Alany
na [ iy
N . - . Y. -
3 28. aig (t:r;? gtaff place the mileage sticker in :lgs ?: Jmémﬁ:&ﬁﬁ;ﬁ 28 3
' A O sy €5 andl
ves I
4| 29. Were you offered a receipt voluntariy? N0 [ 3 Sl sl Wul Jeay e a e o 29 |4
nva O gy
5.  REST ROOMS AND MOSQUE sauall g (slasd) [l ) Aal N Gig L5
Scores Critical Areas FIWRI AN PO Jalail
3 30a. Were they adequately stocked with all ves B o Ay g pall Gl el prens 3 jeae S 2 304 3
necessary supplies such as soap? NO O ¥ S gbuall Jia
na [ sy e
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Scores Critical Areas L) claall Lmsﬂ
_ YES o e N
30b. Were they adequately stocked with all O y sl e Sliall aans 5 jeae culS 30D
necessary supplies such as toilet tissue? NO il (3,99 Jia
NA [ gy
30c. Were they adequately stocked with all YES ax Ay palt e il G e <ulS da 30c
necessary supplies such as paper towels? no [ ~ 948 )5l Cadliall Jia
aper towels are not required where fully Cilidae 845 e 4, & 338 g Cadliall
(p 2o A5 o A ) )
operational hand dryers exist) vA [ gy (AY
< : aaa Sl cls
31a. Were sinks clean? YES e o “'\J‘flzuyrf _é?.)"ma
require comment when marked ‘No' no [ ¥ s Al s
na [ gy
Ve : 2.5 Gl s
31b. Were mirrors clean? YEs [X e a gl ':Y" u)ljyr‘j 'lsdThl-Mb
require comment when marked ‘No’ Nno [ ¥ i AR R
NA [ gssy
; PN FAAERTTS
31c. Were hand dryers clean? ves X - a4 i L‘S'\f‘.y.:)gyrf .ISJ‘Z‘.SE
3 require comment when marked ‘No’ Nno [ ¥ T e AR A
NA [ sy
s fadas ) sliall ikl culg
31d. Were dispensers clean? ves X s el g ;Ly\;i ,LS‘ST.J[SM
require comment when marked ‘No’ no [ Y e PR A S
NA [ amyy
ves [
31e. Were toilets and urinals clean? NO D N fAgdas Joah Al i€ Ja 31e
na O gy
32a. Were doors clean? YES M P o gl ‘-’ﬂﬁ':.—;\jiﬁ;‘ixﬁsdl‘.BZa
require comment when marked ‘No’ no [ ¥ Gt e PR s
na [ Gaby
YES pai
32b. Were walls clean? no [ Y gk GUaall il o 32D
NnAa [ gy
ves A
32c. Were ceiling clean? No [ Y feabs Caalll oIS Ja 32¢
Nna [ sy
ves A =
2| 32d. Were vents clean? Nno [ Yy $aida; Bldl culS s 32d
NA [ sy
; faaday s Y1 Cuils
32e. Were floors clean? ves A o g ’ ,,;',,” :uiy‘ @SJTM' 32e
require comment when marked ‘No’ no [ ¥ G gt .
nva [ gy
YES X s
32f. Were baseboards clean? No O N fadbai saelall - o /il 15 calS Ja  32f
Na [ gy
ves B
32g. Were grout clean? no O ¥ Sl Lo S Ja .32g
na [ gy
4 +
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fresh (without any offensive odor)?

) 34. Was the restroom smelling clean & no O v &) Os) Ldimia s Al plaall A0 ) <ilS o 34 9
§(pleall i gy S And

+ 5 +
Scores Critical Areas Al el Jatai
YES pad
33a. Were trash containers clean? NO D ¥ faaudas Laladllt clysla culS Ja 33a
5 NA [0 gy )
vEs B
33b. Were trash containers not overflowing? NO O ¥ Al e Al cilgla <l o 33b
NA [ iy
YES prd
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NA [ gy
, 3 Jand slaall & Gl jagadl asea << Ja 35
35. Were all the facilities inside the YES m e ¢ ¢ eﬁ.: JS
restroom in good working condition? L. % e vy
2 require comment when marked ‘No’ no [ ¥ ga sl o2 YT ALY s ) 2
NA [ @by
; £(5) wiulai daunal dcld ) e 0K
36. Was the Mosque premises clean? YES I:I i ( ), );“ ’ ,,:; LL‘;T;:?\S “': 36
2 require comment when marked ‘No’ Nno O ¥ ot el gt . 2
N/A Gy Y
Comments: scilBadlall f galadl)
CSA WAS WEARING OVER COAT SO COoWULD NOT
REATD NAME
FOR OFFICE USE ONLY Jadd sl e\.ﬁiﬁu‘i
Alacall S8 LAl ey aal) , "
[ g E : : J
%o ACTUAL SCORE MAXIMUM valuation il
Approach and Cleanliness aallaill 5 b 31 |1
Greetings and Initial Checks | &ds¥! GlSuldlly s 1 |2
Appearance and Behavior of il sl sy sedia |3
Staff .
Service iLaall |4
Cleanliness - Restroom and cilabealt — dalladll |
Mosque aall
TOTAL £ saaall
+ 5







e
f}— /Pq:\ \? )\

Retail Sales Depértment

“ ; L.
IpdBay e (o A /H._\

S F
Cash Memo
F/STN. Code No. .....coccovvvrvenrrncan. SERIAL NO.
LSt St
Qty. Description 1 2 8
ULG 98 AN e J g
Gas Ol JIpe
Kerosene w3 pS

Lubricants S]L»Je@- g /;'3 p— §
e OW pulreft | 20 [—

Special Prod. ) Lol Ol gl
Car Wash Byl o
Car Wash with Hot Wax o5l aed as e
Car Wash Manual Ty J,-J-

TOTAL @9 o

Receiver's Signature g el ad g

Circulation: Original - Customer, Pink - Filling Station
riéi:,...!a,i TUPOA 1, SlE WITTLL/ WITETT S5 WWAT. L sisla 'f‘t"'\r":!i'“""‘h.'-u‘ sl .d,ui '
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