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PROJECT: ELARA - Lube Change
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18

8

~+

ey
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O < u Emarat 100 asm s Eppco / Enoc | B3 459 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
05F posL [ 2[435 ]
Gender Height Built _ PBpectacled  Beard | Mustache] Ethnic Groups
M1 F [TIM]S|T [MIJF [Yes][NojJYes|No Yes | No |Indian [Pakistani[Filipino [Expat. Arabs| Others:
HOoORBOOMOORKORORBO O & O O
EMIRATE V;‘:Ztlz’: AbuDhabi |  Dubai Sharjah | Al A o | Aiman cas Al | Fuiairan
O &i [ O O O O | .
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
Y10 Ol9 | 1]l | HO Olo | o 21641 |I}#00
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 VISIT X
S R oo o O O O
1. APPROACH AND CLEANLINESS :3.5\.2&1\3 s...ﬂj.'é“l\ A
Scores Critical Areas Al c¥ Ll Jalail
ves I & . — .
1. Was there proper sign to the Lube no [ q Al e AVl dsalydadelia S da A
changing bay? LTI | TP
na [ sy
. ves X
3 2. \é\ig:;gzclj%be changing area clean and no [ g ey Aiki Cy i s Atk caS da 2|3
wa [ sduy
ves [ &= . o
4l Was there any oil leaking and fallingon q o a Syl ot gl i (S da 3 4
to the floor of the lube bay ? e 3l e Aihie 8 G )Y
NnA [ sy ’
vEs (]
2| 4. Were the waiting area and table clean? NO O b faadai Al g UiVt dshile caillS a4 (2
va O asuy
o B ves i o
2 5. L/VVOariitnhge?televnsmn in the waiting room NO D N ¢ Y e (3 e oAl S s 52
na [T sy
ves [ L o
6. Was the board displaying complimentary ] g il e el MAall el 6
services neat and clean? faaalal g A e Aaiaall Cleral)
na O sy
2. GREETINGS AND INITIAL CHECKS A Y1 el g qua 2
Scores Critical Areas Al cilaadl Jalail
3| 7. Was there any delay in approaching ves [] i aaif il &l gl dlia S ds 7 3
customers? NO Ny SN gad Cala sl
8. Were you greeted in a friendly manner ~ YES K e Ga) G da ke s il Sda 8
(pleasant feeling)? Nno [ 3 ¢ (o4
TS U il pall gl i g o8 2l <Y 1)
5 If no, please describe behavior: Was it Li Je \:‘;S ):; . j:Jl?j G.').‘ ‘15
arrogant, without any expression, normal L e P
etc..... e
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Scores Critical Areas Ll cytaall BAH(]
9. Did he guide your vehicle for positioning ygs I A alidl Gl ) els Gl sl 5 Js

3 at the stopper and asked you to switch Q.el)ull ol o ol uun 5 ) ¢ ey 13
the engine off? No [] ¥ (s TR 0 )

10. When asked by customer, was the . SS A cdrandl e Calh gall g Ladic 10
attendant knowledgeable of different YES e L,fbu AN }A e )

5 g - ) u‘ﬂd\;u}g_ﬂlu\;)!/yyiuhwek 5
grades of oil, filters and their relative NO D v o - 4
benefits? fleba JS 2il5d

YES [X] i .. .

4| 11. Did he offer the waiting area to you? NO E P; FOLIYI A8 e 6 jlnyl elle vax da 1114

4|12 |Did t_he’;staff thank you as you were %/ YES O pd ol i Loy oS Cila gl 5 Ja 42 |4
NN 10 AOT_sorY Fmror 460 NO ¥

3. APPEARANCE AND BEHAVIOR OF STAFF tpdS el g il gall A 3

Scores Critical Areas RN X Jatash

. YES [
3 13. Z\ézsﬁ?ﬁ)umform of the attendant neat NO D Y ey Gl el Gala el Guld IS Ja 13 3
NA [ gy
YES o~ . .
3| 14. Was the attendant wearing visible NO . ey Adlay (61 33 3 5a gl Cala gl AS Ja 14 3
nametag? $z a5 dand Lo
NA O sy
YES pxd .
15. Was he able to communicate with E & ealsill e 150 Gl sl S Ja 15
3 customer? Nno [ ¥ . . 3
. WS
NA O sdiy
YEs [d w
4| 16. Was staff courteous / friendly? No [ Yy Skl g0y Calagall S s 16 (4
L NA [ sauy
4. SERVICE il 4
Scores  critical Aress o ' Boldiciead L@y
; T\ LU 3l ok goll 6
3 17. Did attendant check whether you need YES E P uj )ig_:)::jﬂ uhay CL}: ;)Lj; 17 3
; D) il al S PG 2
top up or complete oil change? NO D y sl

g | 18. Did attendant check with you whether ~ YES %] e L8 S 1 e i Cals gl 3is3 Js 18 3

only oil is to be changed or ail with filter? No [ ¥ €l 3l ol dadd 3l s
19. Did he check using gauge the quantity  YES pxd eldul Cu Ol (g e s il ol LB Ja {9

3 required to be topped up and informed e Al AS I Gl il 3

you? No [] ¥ Sl alalif 5 Lgiili)
PO Sl e e el iyl G

3 20. Did the attendant check for oil leakages YES i u;] 7?3: il a}\ij . 20 3

under your car from filter and drain bolt? Nno [ N S OF el
ey 3l

3| 21. Did the attendant drain the used oil YES P dantall U S it Cals all A8 s 21 3
completely from your car? NO D ¥ I 5 EWIN

2| 22. Did he ask whether you want the engine  YES [X] A iy el Jue gy S o il da 22 5
to be flushed and did it if you agreed? NO D y Tuliddl oo Jla iy

3| 23. Did the attendant fill the correct grade as  YES [ pxd Sl s /e 5 Al (el gall A5 Ja 23 3
you requested? Nno [J ¥ el A A sl
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Scores Critical Areas Al @¥laal) L

5|2 Didhereauestyoulostariongneand  ves B e s, dondl i o ol e ol s 241
minutes? no O ¥ fiduaiy 48 baal Jodill Alls 4
3 25. Did t_he‘attendant ensure that the carter YES i L.g:“;i‘);ﬁ}:rjl L:JL:L ﬁfﬁ 25 3
bolt is tightened and there are no leaks? NO D N j B ('uU.U
26. Did attendant carry out the following Tlaall Glia gaill o) jalo calagall S8 Ja 26
complimentary checks: saiall
ves @ =
31a. Battery Water top up no [ ¥ ikl cldilsl 31a
na O sy
YES oo
31b. Coolant Water top up no [ Y coolant/ayuall ele dilia) 31b.
nva O sy
yves @ ~ 0 -
31c. Auto Transmission Fluid top up NO [:] N YRS el i JLP _uJ .uL..,\ 31¢.
(O5ipanssl 1)
wva [ sy
vesid ~
31d. Brake Fluid top up no [ ¥ delill cydila) 31d.
A [ iy
ves [d  w
31e. Gear Oil top up no [ Y oAl mlcys el 3.
nva [ sy
YES % ol
31f. Airfilter cleaning NO 3 ol sel) ila Cadai 31f.
na O sbiy
YES o
31g. Wiper Water top up nvo O N a3l Saliud ele i) 31g.
na [ sy
ves [
31h. Clean engine using air gun NO D N elsell Getnee aladinly o jaall il 31h.
va [ ey
‘ YES PN T )
3| 27- Were any of your questions related to NO g N Alaial) bl e (5 uif— 47'\—?‘?“ iw J 27 3
lube change answered? Sy s Aglasy
nA [ sy
3 28. 5:2 (t:r;? staff place the mileage sticker in :Zs % (“; J&@mﬁi&ﬁﬁ:\ﬁ 28 3
' nA [ by €5 o
ves 1~
4| 29. Were you offered a receipt voluntariy?  no [ Y SR WMl Jhay e e db 29 |4
nva O by
5. REST ROOMS AND MOSQUE anaall g (alasdl foull g5) Aall i g L5
Scores Critical Areas Al a¥laal pATH]
3 30a. Were they adequately stocked with all :is % (’: a5 pall e Hlusall aremny 3 g ilS d{.SOa 3
necessary supplies such as soap? o sl Jia
na O by =

Lube change.doc




4 +
Scores Critical Areas Al c¥taal L&l
YES i .
30b. Were they adequately stocked with all g ?’;‘ gl e jliall waany 5 jeae il Ja 30b
necessary supplies such as toilet tissue? NO Sl o300 Bu9s Jia
Nnva [ suy
30c. Were they adequately stocked with all ves [ pxi A sl e il & b eaa S o 30c
necessary supplies such as paper towels? NO D v e48 ol cidlial) Jie
(paper towels are not required where fully - Slidae A die 4tk e 44l aaliall)
operational hand dryers exist) N/A Gl ¥ (Y )
31a. Were sinks clean? YES m i 2l f '_"'5‘1:1:;\.;\:41 f‘f‘iﬁ?{ma
require comment when marked ‘No’ no O ¥ gl Y Y s 1y
Nna [ gy
; TR ”ex
31b. Were mirrors clean? ves B o al —_n E‘L): ;A"‘SSJT |‘31b
require comment when marked ‘No’ no O ¥ gl o MY Aday) cals 1y
NA [ sy
. Y“ . l‘ . A ‘ -t - o
31c. Were hand dryers clean? YES m pr 2l ’ ‘54:\;";.@; |UL<{SJT "310
3 require comment when marked ‘No’ no [ ¥ gl (oo Y Y cals 1) 3
na [ gy
31d. Were dispensers clean? ves [d px Ma.‘ka Uﬁbfj\},:_liu ﬁE\SdT |'31d
require comment when marked ‘No’ no [ N sl (o Y ALY cils 1y
nva [ giuy
YES pai
31e. Were toilets and urinals clean? Nno [ ¥ faghi Joull Sl S Ja 31e
na O gy
32a. Were doors clean? YES P o ?&%j,,%lff‘ ;—ULSLSJT l'328
require comment when marked ‘No' NO E] ¥ gl o MY Al e >
Nna [ guy
ves @
32b. Were walls clean? no [ b i Usall 2ilS Ja 32b
NA [ gy
ves d
32c. Were ceiling clean? no [ b Sl sl 8 ds  32¢
NA [ syy
vEs [A .
2| 32d. Were vents clean? Nno [ Y faghs Ml culS da 329 |2
Na O gy
32e. Were floors clean? YES pud ol ?%..Q}f\%f;ﬁg.&d’:l'32e
require comment when marked ‘No’ no [ Y e e
na [ goyy
ves d
32f. Were baseboards clean? No [ N ALk saclill - ) [lailall ), 51 il Ja _32f
NA [ sy
vEs [A
32g. Were grout clean? NO D b Sk LU S da .32¢g
Na [ gy
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Scores Critical Areas Agulad) ¥ laalt Ltaih
ves [@ o
33a. Were trash containers clean? NO D b faak Aabadll il gla cailS Ja .33a
5 NA [ by )
ves K =
33b. Were trash containers not overflowing? NO D b fhaild e dalall clygla <l o 33b
NA [ iy
YEs [l ~ | o ]
9 34, Was the restroom smelling clean & no [ N @) Os) Aaia s Aihai pleall Aadl ) il da 34 )
fresh (without any offensive odor)? Faleadl 3 Agy S Aadl
NA [ oy
; s aleall 8 il sagadl gpan clS i
35. Were all the facilities inside the YES = ¢ @ &Ai.:dsd; 35
restroom in good working condition? . o I
2 require comment when marked ‘No’ no O v sl oro Y Y il Y 2
NA [ aisy
3 (5) bl dawdl dcld g i oK
36. Was the Mosque premises clean? ves [0 ( )_ }:Al ' ,,:; Z_L“;*A'L'J\sﬁ .36
2 require comment when marked ‘No’ NO D ¥ & e Ayl e 2
N/A by ¥
Comments: scitlaaall f gabadl)
FOR OFFICE USE ONLY Jagd igal) aladdiay
Aaall LAl LAl el al
o > P o
t ACTUAL SCORE | maximum | Evaluetion: et
Approach and Cleanliness Aallaill 5 al BY) |1
Greetings and Initial Checks | ¥ Sl s com i |2
Appearance and Behavior of il ol . a
Staff G sall sy et 13
Service i) |4
Cleanliness - Restroom and Gilalaall — A8aill 5
Mosque 2aoall
TOTAL £ gaaall
+ 5
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- DESCRIPTION®. ~ GTY
¢ VoyagerGold 4t

voyagerGold 1L
Corolla/Canry

CASH PAYMENT

You were <erved by Operato
NATE 117u4/2012

SHOPP ING .







