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PROJECT: ELARA - Lube Change

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
@ Name Number Name Number tjame,(a Number
|4 HEEN
Gender Height Built _ [pectacles Beard | Mustache] ¥ Ethnic Groups
| [ F [TIM][SJT [MI[F [Yes [ No [Yes [ No ] Yes [ No findian [Pakistani]Filipino [Expat. Arabs] Others:
ROOROODROOROBROR R O O O O
EMIRATE V;z:*if;‘" AbuDhabi |  Dubai Sharjah Al Ain g’:v’:aﬁ" Aman | 258 | Fujairah
O O O O O n O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
92 0191 111 1 [ o) Loll 11815 |18:SY
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 j DAY OF
VISIT VISIT P
O o o R O O O O 04 O o
1. APPROACH AND CLEANLINESS 38Ul g ol BY) 1
Scores Critical Areas FEWIR I (PN PR
YES P o 1
1. Was there proper sign to the Lube no [ P: dihie Jle YAl sl dadalla S da
changing bay? S Sl juid
nA [ by

YES E pr
no [ y
nva O sy
ves [
no X M
NA O sy
ves B

3 2. Was the lube changing area clean and

organized? 44 ya g Al il s Ashie cilS . 2(3

Sle 4o gy cuill et gl s S a3

4 3. Was there any oil leaking and falling on
“L_U‘)” )J.A?.J dalaia “sﬁ UAJY\

to the floor of the lube bay ?

2| 4. Were the waiting area and table clean?  NO O b hadai Al Uall g HUatY) ddhaie i€ S 412
na O sy
o R ves I
2 5. \\jvvoarii:;e?televmlon in the waiting room NO D N ¢y A e A Jems il S Js 5 (2
na O sy
YES axd i T
6. Was the board displaying complimentary [ g Aald e pelai Al Aa gl el s 6
services neat and clean? $aada) s A ye dpilaall Cileaall
na [ sy
2. GREETINGS AND INITIAL CHECKS A0 5N il g a2
Scores Critical Areas Tl el PAY(]
3|7 Was there any delay in approaching ves [ prd o/l il 8 ali o e S da 7 3
customers? NO ¥ Sl sas Cala gall
8. Were you greeted in a friendly manner ~ YES x| pd Gl D3, Ak M ds 8
(pleasant feeling)? Nno [ N S (z e
IS Ja rcalh gall Sl (i g o8 Bl Y 1)
5| If no, piease describe behavior: Was it Li e Li;j . }:S; j}j o ).‘ ‘15
arrogant, without any expression, normal @ ol o DI R Cj
etc.....
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[S¥cores Critical Areas Falall) <YLaall pATHY]
" aliiopet s smtcsson o i’ YES B ol G0 s i B
the engine off? NO D ¥ (‘ab_ull Z;d‘:‘ O Glia ;.JLJ 3_)\:\.-.»1\ &._n\.i:_:‘;(
10. When asked by customer, was the . S b caandl (o il gl e Lavie 1
5 attendant knowledgeable of different YES m - Z:;;:” o ).l" k,_‘:‘: / ﬁ.}d .!f‘ e 10 5
grades of oil, filters and their relative Nno [J v ST i te}, . A
benefits? flede JS X0l 4
YES i . .
4| 11. Did he offer the waiting area to you? NO % ‘a: T oUaiY 4d e OBV elle (a e da 11 (4
12. Did the staff thank you as you were YEs ] ¢ it enct s _— ;
‘j leaving? NO D y .J)buﬁuﬁgﬂﬁq;&ﬂ|elﬁ¢h 12 14
3. APPEARANCE AND BEHAVIOR OF STAFF iaeSslus Cull pall glia |3
Scores Critical Areas At Lol Ll
_ YES X
3 13. xzsti?;unnform of the attendant neat No [ Y e, Gl sl Gl gl Gl S Ja 13 |3
NnA [ iy
YES ol B .
14. Was the attendant wearing visible i Dby Ay (55 5 3 5a all Call sl S Ja 14
3 nametag? Nno [] ¥ o . 3
NA [ gy
YES axd .
15. Was he able to communicate with = & deal il e 18 Gala sl IS Ja 15
3 customer? No [ ? T3 3
vA [ sdiy
YEs i
4| 16. Was staff courteous / friendly? Nno [] ] fahalfla g5 cabasall IS b 16 (4
vA OO sy
4. SERVICE il g
Scores T Critical Areas ST T T *"*@m;m“—‘*—*‘* E&.ﬁ"
ZilS ) Al Caks gal) 8
17. Did attendant check whether you need YES [z i w o u)uj P }d £ 17
3 top up or complete oil change? 0 el S LR a5 3
pup P ge’ no [ N ¢ sl
| 18- Did attendant check with you whether ~ YES [X v LAY Lagd lia calagall (333 Ja 18 3
only oil is to be changed or oil with filter? Nno [ y § kil g <y 3l ol a3 o
19. Did he check using gauge the quantity ~ YES El prd Rl Syl (6 e Ly il gl W8 Ja 19
3 required to be topped up and informed g Al 3l A I G il oeltall 3
you? No [J fallly il sl
AENE] 5 O il il ol B
3| 20. Did the attendant check for oil leakages YES B~ s <= uj; “7;3“ o o u"’fj e 20 3
under your car from filter and drain bolt? Nno [ S et e 0=
S 3l
3| 21. Did the attendant drain the used ol YES K] s el i S o i il s 21,
completely from your car? No [ Y $eli 5w (pe
2| 22. Did he ask whether you want the engine  YES g M Al adl e a5 i€ o @il Ja 22 5
to be flushed and did it if you agreed? No [ ¥ Sl g Jla A Sy,
3| 23. Did the attendant fill the correct grade as YES %4 pxi Sl A /e g5 ALl Cals ) i da 23 3
you requested? no [ y ik Al dapaall
2
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Scores Critical Areas Talulll el RN
24. Did he request you to start engine and  ygs m a8 iy & yaal ot a5 o e il Ja 24
3 leave it running for one and a half . 238 o Jaaall Alls 3
minutes? NO O y S huai g 4882 524l Jpauddl &
ol 38 e /A seba o (e il sall <l Ja 25
25. Did the attendant ensure that the carter YES IZ P . )j FER : PN
3 o it lia pad 4l g gl (8 T Aifle 3
bolt is tightened and there are no leaks? 0O ? o
NO k| Sy
26. Did attendant carry out the following Lilaall s sadll o)yl calagall A da26
complimentary checks: sa )
ves K]
31a. Battery Water top up no O Y Ay el ele Al 31a.
va [ sy
YES % pad
31b. Coolant Water top up NO b coolant/a_pall ele diLz) 31b.
nva [ ey
YES m o U1 AS Al JBU Slea a3 il 1
31c. Auto Transmission Fluidtopup  NO [ y ¢ ol U Sl ) Al 31c.
(O5daans! )
nva [ sy
ves I~
31d. Brake Fluid top up no O ¥ il cyyailal 31,
na O sy
YES % pad
31e. Gear Oil top up NO b oAl /el g Al 31e.
na [ sy
ves X
31f. Air filter cleaning no O Y ol il cabi 31,
wa [ ssuy
YES % o
31g. Wiper Water top up NO N gla i Claliuad ele dilia) 31g.
na O sy
ves X =
31h. Clean engine using air gun no Y elsgl) et pladily ol el Cigait 31h.
v O sy
YES oL UoLs -
3| 27. Were any of your questions related to % e‘; dalaiall il e gl e AaYl s ds 27 3
lube change answered? NO S sl Aglens
va O sy
_ _  ves Kl w0 s e Galepancibidiids 28
3 28. 5:2 (t:r;er: gtaff place the mileage sticker in NO D N o L Adleddl il sie 5L 3
na [ sy £l
ves X o
4| 29. Were you offered a receipt voluntarily? ~ NO O Yy 00 laa) aMiud Jeay dile (e b 29 14
va [ sy
5.  REST ROOMS AND MOSQUE canall g (pLaall fgll $5) A0 e .5
Scores Critical Areas Al @Ylaal) Jataal
3 YES : . 3
30a. Were they adequately stocked with all % ‘:‘ Ay gl e 3lall aaan 5 e iilS Ja 302
necessary supplies such as goap? NO ¢y gbuall Jia
va [ by =
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Scores Critical Areas A ¥l Jata it
YES 3 .
30b. Were they adequately stocked with all % e’: sl e jliall pens 3 jeae il Ja 30b
necessary supplies such as toilet tissue? NO Sl gl (5 199 Jia
NA O] by
30c. Were they adequately stocked with all ves [] pxi Al e il &2 3¢ S Ja.30c
necessary supplies such as paper towels? NO D v A8 ) ol Cadliall Jie
(paper towels are not required where fully Glidaa jigidie 4glha e Ayl aulliall)
operational hand dryers exist) nva D gy (Y i
31a. Were sinks clean? YES m pd o f .‘,,;,,dzu:;ﬁ\isd?"ma
require comment when marked ‘No’ no [ ¥ el o2 el
NA O Gy
; AW RWTIERTS
31b. Were mirrors clean? ves B4 ol 1 fyrlj .Ed?l.31b
require comment when marked ‘No’ no O v e e
NA [ gy
3 Pl V) Cldiae culS
31c. Were hand dryers clean? YES E pr ol gﬁi{,:_‘gw;f ,‘Sdf. "310
3 require comment when marked ‘No’ no O b gl oo ARl a
NA [ gy
: fAdkn ) sliall Clisle il
31d. Were dispensers clean? YES E e o gl o g L{.;Yluj ~l_<.d73\'31d
require comment when marked ‘No' Nno [ b T o> P R
NA [ awsy
YES pas
31e. Were toilets and urinals clean? Nno N Al Jeall 4Kl il Js 31e
NA [ swyy
32a. Were doors clean? YES \ o L ’ -;,;,,‘i’\f;ffid“‘fza
require comment when marked ‘No’ NO D ¥ gl oa It
NA [T gy
ves B
32b. Were walls clean? no [ Y fhghai sl il Ja 32p
Na [ gy
YEs D4
32c. Were ceiling clean? no [ Y fulai caall S Ja 32¢
NvA [ gy
ves 4
2| 32d. Were vents clean? no [ Y fagha MLl cals s 324
NA [ sauy
; faslat Sl Y1 il
32e. Were floors clean? YES m\ = 2 gl %,.y,.’:‘dfw . .\SJTM_IBZe
require comment when marked ‘No’ no [ b Gt A
NA [ Gyy
vEs B4
32f. Were baseboards clean? NO EI ¥ $aa,ka3 3o dl) g A Ml 15 ik Ja 32f
Nna [ gy
ves A a
32g. Were grout clean? Nno [ ¥ ks B3 IS Ua 329
nva [ gy
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Scores Critical Areas Ll Ll PATH]
ves ] o
33a. Were trash containers clean? no [ 3 iyl daladll il gla <iS Ja 334
NA [ gy
2 - 2
ves B
33b. Were trash containers not overflowing? NOo [ ¥ fhuaili e deladll iy sla S Ja .33b
NA [ by
ves B o _
2 34. Was the restroom smelling clean & no O ¥ s} Q5) Rty Applai Hlaall Al S o .34 5
fresh (without any offensive odor)? alandl 3 A S A
NA [ @iy
: Jand alasdl "\'__'\'."\Sdn_5
35. Were all the facilies inside the Yes D ol Sl s <2, 3
restroom in good working condition? L. s e iy
2 require comment when marked ‘No’ no OO ¥ ol o2 MY ALY S 1Y 2
NA [ ey
; £(5) Cakai dawdl del e oS
36. Was the Mosque premises clean? YES D o ( ), ):A\ ) ,,;r,', LL‘,;';M,‘:’\ST? 36
2 require comment when marked ‘No’ Nno O ¥ Tt e 2
: NA B iy
Comments: siBiaall [ galasll
FOR OFFICE USE ONLY Joth (iSal) )23y
Alpal) Jolail) JRETSNIN . .
9 . | : e
to ACTUAL SCORE | MAXiMum | - 2uaton o
Approach and Cleanliness Aadadll 5 ool B 1
Greetings and Initial Checks AW Sl g cus il 12
g{)apffearance and Behavior of b sall sy sebaa |3
Service aaasldl |4
Cleanliness - Restroom and e
Mosque daall g
TOTAL £ gaall
+ 5
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Retail Sales Department

p—i-:\s-:.{_‘

Gy ki 3 5 g—T\B
Cash Memo

Z)"’

M~

=5

73 - SEP 2012
=21% 928 .o/

o

9.:3.33\
>»NO T

SERIAL NO.

E/STHN. Code MNo. ... 9‘,_.@;.,,4‘—;‘-}.’0&'9.-.. 7 \

A SN
QY-

a=lt

Deascription

r.)}
Dhs,

Y
Cils

uLG o8 AA AaF Ja e
ULS 95 \VL_,-p}-n;-'-d'_,_.;.g. )

CGas Oil SV
Karosane L Cre =S .
Lubricants ¥ S a3 —:t-"‘gg., I
L.P.G. 3\

Special Prod.

RPN B g __,:.'_.L!

Car wash

D e ot

Car waish with hotr wax

ol oS o e?

car wash manual

‘é_o_\.)')e_.p

e

TOTAL

p—

T g _amstl

g : T
Lot
_,,__j .

=1

Receiver’'s Sigrnatur

Circeulation: Origﬁncl - Customer,

Plok - Filling Stetior

o el s TYT AN ST VP TR S SRV YEYT ST IVVAE | o ste .(.'.&..i' b
- ‘A'-—

Platributton RO, flow 4108, Abu Ohvami, A B Tekl: A7 17100, fox: AT
. ot

il i G vl

r..!:....vfx- Y ‘:’:ié—-a:

e bV AA et 3 0b FepeY

/ AT2ANAA, Tilnw, TR CTNAT O

roo,

B, L . N N e
1 TP R PSR TRC VERE R Ll

e mtf e A

PRI TR IR LIS LU N







