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PROJECT: ELARA - Lube Change
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SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
\é‘ <a{a acol [Sata  [daA lmuant Yead +d\9w|
Gender Height Built_ [pectacle] Beard | Mustache] Ethnic Groups
M F |TIM]JS|T [MIF [Yes{No ['Yes[ No | Yes [ No_|indian [Pakistani[Filipino [Expat. Arabs| Others:
FOFOODOROORMOKO X O 0O O O
EMIRATE ";:Z'Ii’: AbuDhabi | Dubai Sharjah Al Ain o | Aman as M| Fujairan
O O O < O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
o3& ol | o2z | 213 old | oly m: 3 |M:58
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday | Monday [ Tuesday lWednesday| Thursday l Friday
TIME OF | 10:00 17:00 | 20:00 | 24:00 | DAY OF
vISIT ‘ vISIT 4
O O O 0O O o O O O O
1. APPROACH AND CLEANLINESS TEEHA g\ﬁ\‘]\ 1
Scores Critical Areas Al ¥l Jatasl)
YES P A .
1. Was there proper sign to the Lube dihie e VAl dacslsdadelia S da 1
: no [ y o
changing bay? PGRTRA VY i
na [ amiy
_ ves [J
3 2. \é\:g:;;zé%be changing area clean and NO m g T ey Rkl i) ekt didie S Ja 2 3
wva O ssif ool 2N s Q22 oS
O L S LAl A= 92
ves [0 . .
4|3 Was there any oil leaking and falingon ot q o as gy il o gl s gS s 3 4
to the floor of the lube bay ? Scuy M yund ddlaie 8 )Y
NA [ sy ?
ves [1 =
2| 4. Were the waiting area and table clean? N0 [ ¥ il 4 Ul Uiyl Adhie clS Ja 4|2
NA 1K sy
5. Was the tel ves O e
. ision i iti TR oy
2 Woiii;ge?te evision in the waiting room NO D N ¢ syl A2 b Jans Opl S ds 5|2
N/A el ¥
ves X = o o
6. Was the board displaying complimentary 5[] q Aald lgde ek cllda Ml cilS da 6
services neat and clean? Caasi 5 A5 ye doilaall Caleadlt
nA [ absy
2. GREETINGS AND INITIAL CHECKS ) sl g cua 3 2
Scores Critical Areas Al clawall Ltai
3 7.  Was there any delay in approaching ves [ px P/ i 3 el gl S da 7 3
customers? NO Yy Sonb il gad Caly gall
8. Were you greeted in a friendly manner ~ YES O skl A8, A8k dh s il S da 8
(pleasant feeling)? NO y ¢ (e
S ek gall &gl Caia g a8 2l Y 1)
51 If no, please describe behavior: Was it Lj e . \j;x . iﬁ:_ j:_‘i a.' J,‘ ‘15
arrogant, without any expression, normal G R os I e
etc..... , ] ¢
V0 o\ ONS
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2 +
Scores Critical Areas Lot Lol Jaaily
9. Did he guide your vehicle for positioning YES [X ; Ll Sl 1 il o Cals ol A

3 at the stopper and asked you to switch X = :J“ ‘Lf . "fd: uﬁ, j Lijl ?.L;l; -9 3

the engine off? NO 0 v febimall il of e ey 5 ) il
10. When asked by customer, was the . SIS da dieall e il gall s Lodie 10
attendant knowledgeable of different YES e Gku . ‘ . < }d y )

5 s - : u_al).\kl\}u_:y)n‘_\l;)altbﬂuhmeh 5
grades of oil, filters and their relative no [ v g . AR
benefits? flede JS 00 4d

, N ves 1w o
4| 11. Did he offer the waiting area to you? SOULEY 48,8 8 Uauy) elle vae da 1114
NO ¥ :

4| 12- Did the staff thank you as you were ves K € 0055 S Ly oS il 5 a 12 | 4
leaving? No [J y 7 =S ¢ :

3. APPEARANCE AND BEHAVIOR OF STAFF (p¢S by Cpiligall sekia 3

Scores Critical Areas Al YL RN

_ YEs B[
3 13. Z\rllzsﬁ?;)umform of the attendant neat NO D Y 9L el sl Cala gl Gl AS b 13 3
NA O gmsy
ves X iy
14. Was the attendant wearing visible ey Ay (o1 5 3 g sall Cala sl S 14
3 . Nno [ ¥ . 3
nametag? Sz 5o 99 danl ‘(ﬁ-‘:
VA [ 35360k foad Yue v 3\
YES aa-’ ] L —
15. Was he able to communicate with gr dealsill e 1506 Cala sall S o 15
3 customer? NO D b €53 3
! Fosa
NA [ sy
YEs [
4| 16. Was staff courteous / friendly? Nno [J Yy Sladal/fa oy Cals sl S Ja 16 [ 4
NAa [ sy
4. SERVICE il 4
[Scores Critical Areas Gl aya T na]
; “ilS ) el Cabs gl W8
17. Did attendant check whether you need ~ YES - w < u)d o . }d N S A7
3 top up or complete oil change? S ol ol Gy 3l ALY sliad s Ll 3
' Nno [ Y ¢S,

4| 18. Did attendant check with you whether ~ YES [X] px 8 S 1Y e elie Cals gall (3ia3 Ja 18 3

only oil is to be changed or oil with fiter? yo | ¥ € el 5 a3 o dadd 30 s
19. Did he check using gauge the quantity ~ YES prd a3l (6 g iy e pdll LB s 19 j

3 required to be topped up and informed g A 3l S I G jaill bl 3
you? Nno [J ¥ el el 5 i)

t e Cull 3 e Al Cals gl W13 .

3| 20. Did the attendant check for oil leakages ~ YES g uﬁjft: ) }:ij ::; 20 3
under your car from filter and drain bolt? S Lo 03

Nno [ ¥ Sy 3l
21. Did the attendant drain the used oil YES P Janal) oy 3OS iy Calh sall W6 Ja 21

3 3
completely from your car? NO D ¥ feli i (pe

2 | 22. Did he ask whether you want the engine ~ YES Al el dae 3 e o dila Ja 22 2
to be flushed and did it if you agreed? NO D y Culidd) ga Jla PLRCIAY

3| 23. Did the attendant fill the correct grade as YES o Cllis )y g Al el sl A6 s 23 3
you requested? Nno [ y flgidh Al daaiall
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Scores Critical Areas Dpala) Ll Lalaill
24. Did he request you to start engine and YeS X A D0 el Jsdh a5 o olie cille
3 leave it running for one and a half PSS R T . ?i:u Lol dhdh 24 3
minutes? no O b} finaly 44ds aal Jiddl T
. el 48 e /A sala o (pe s gall 3SB b 25
3 25. Did the attendant ensure that the carter YES e iy);uim :j} LI faa dide 3
bolt is tightened and there are no leaks? NO D N -
26. Did attendant carry out the following iladl lia gadll ol b il gall J8 da 26
complimentary checks: -agtul
YES IX pes
31a. Battery Water top up no [ y il cldiial 3a.
nva O asuy
YES ol
31b. Coolant Water top up no O N coolant/syall sledilal  31b.
A [ sy
ves X o Y138 all U jlea Cuy Al 31
31c. Auto Transmission Fluid top up NO D b R ﬂ,; N ¢
(O shanil )
va [ asy
ves X
31d. Brake Fluid top up no O y el ey dilal 31d.
va [ ssuy
ves 1 wm
31e. Gear Oil top up NO b oo Al ol cy ) Al 31e.
va [ amiy
ves I  ~
31f. Air filter cleaning no O v dogll ks 31,
na [ sy
YES -
31g. Wiper Water top up NO D b zla ol claliud ele Al 31g.
va O sy
ves d
31h. Clean engine using air gun Nno [ Y elsell Gt pladinly o el Clis 31h.
NA O shkuy
YES S e { P -
3 27. Were any of your questions related to % ?’; Alaiall dlilind e o) e Yt @i s 27 3
lube change answered? NO Syl it Aleny
NA [ by
, ‘ o yves X - 2 (p Geale g g il gall 5 Js 28
3 28. 3:;1 ér:: ’?taff place the mileage sticker in NO O N o sk il ALl [ fia L 3
na [ ahuy 95l
YES ol
4| 29. Were you offered a receipt voluntarily? NO El Nl S0 b a2l Jea e ae 29 |4
na [ abiy
5.  REST ROOMS AND MOSQUE saaeuall g (plaadt /el ) dall i e .5
Scores Critical Areas L) C¥L Lalaiy
3 YES i 3
30a. Were they adequately stocked with all 0 e: Ay )y il Gl Jliuall azens s Jeze ailS da 304
necessary supplies such as soap? NO Sogall (Jia
A [ iy =
3
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Scores Critical Areas At e AN
. ves O s o
30b. Were they adequately stocked with all O q Al Sl il gy s jeae <iilS da 30b
necessary supplies such as toilet tissue? NO Sl gill 99 Jia
NvA B sy
30c. Were they adequately stocked with all ves [] prd Lol Gl Jlisall arany 3 3¢ <ilS b 30c
necessary supplies such as paper towels? no [J ¥ A8 ) o) Lidilial) Jie
(Paper towels are not required where fully Clddase 85 die dy5llhaa e 433 )l adliall)
operational hand dryers exist) N/A Gy G
31a. Were sinks clean? YES E g ol ! .’,,“,flf"l:“ ‘u"& &.‘318
require comment when marked ‘No’ no [ Yy sl (o2 MY Y S 1y
NA [ guy
31b. Were mirrors clean? YES pri - ’ ,-,’ .,; lf"f“ ‘ujls "h. -31b
require comment when marked ‘No’ no O ¥ gl o2 MY A s 1y
NA [ absy
31c. Were hand dryers clean? YES e . T“LJ ““f?‘,,‘—,m'“ ujLS & 31c
require comment when marked ‘No’ Nno [ ¥ Tl om0 YT Al s 1y
nva [ ssyy
. 9"' R D - -
31d. Were dispensers clean? YES X g «mi;: "’yh‘,,ﬂ‘ ,ﬁbiu ‘uLS & .31d
require comment when marked ‘No’ No [J ¥ sl oo M e s 1y
NA [ gy
YES ai
31e. Were toilets and urinals clean? Nno [ ¥ $aauks Joall 4l il o 31e
NA [ sy
32a. Were doors clean? YES pu ol ?"“‘*,f“,,‘f'ﬁ"” uls JA. 323
require comment when marked ‘No’ Nno [ b gl o MY e s 1y
NA [ sy
ves Kl s
32b. Were walls clean? No [ Y fagkes lasdl il Ja .32b
NA [T sy
YES pad
32c. Were ceiling clean? no [ Y fadai Caiull (S s 32¢
Na [ Gany
ves X
32d. Were vents clean? NO D ¥ fagdai MLl i< da 32
VA [ sy
v 1 . ITh l - T X
32e. Were floors clean? YES e Ll T ,,u},"ff“ ls‘s"l’: "329
require comment when marked ‘No' no [ ¥ T sill o2 n MY ALY s 1y
va [ gyy
ves X
32f. Were baseboards clean? Nno O N fAdla sae @l » o /Lailal) ), 5 ol Ja 32f
NA [ iy
YES pad
32g. Were grout clean? No [ ¥ el WU OIS da 32¢
nA [ gayy
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Scores Critical Areas bV (EAN PN PATH]
. YES [A
33a. Were trash containers clean? NO D ¥ faaudas dabadll sl il Ja 333
NA [ Gy
2 - 2
YES .
33b. Were trash containers not overflowing? NO D by fAaid e Adladll iy s cilS Ja 33b
NA [ abiy
YES [J o=

2 34. Was the restroom smelling clean &
fresh (without any offensive odor)?

NA [ asy o) 8 505Y 30 5 ¢ S0

NO N @b Qs Ldaia s Anadas pleall dad) ) il o 34 2

§(plandl 8 4y S Aadl ,—j

35. Were all the facilities inside the

YES prd ok a5 g2l e iiS o 36

restroom in good working condition? L. s et
2 require comment when marked ‘No’ no [0 v g sl (o2 MY A S 1Y 2
NA [ iy
3 £(3) ki aa el Aeld g e S
36. Was the Mosque premises clean? ves [1 ( )_ ,Ed\ i ,,:; a_.tj‘c:\sﬁ 36
2 require comment when marked No©  NO [] ¥ [ s ; 2
NA X Gy
Comments: rUBadiall [ gaadll
FOR OFFICE USE ONLY Lodd (igall aladiuy
Alyusall Jalial) LA oY aall . ”
o, . . . \
% ACTUAL SCORE maximum | Evaluation P
Approach and Cleanliness Adlaill 5 b BYY |1

Greetings and Initial Checks | Y1 ciSuddll s cam 1 |2

Appearance and Behavior of cil ol 3
Staff u:““'}’)“‘S )““"‘3 )ﬁ'l““

Service daaill |4
Cleanliness - Restroom and clabaall — 28k |
Mosque el

TOTAL (X
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ADNOC DISTRIBUTION
EMIRATES RD- §/5-761
INDUSTRIAL AREA

. SHQRJAH
DESCRIPTION QTY  PRICE TOTAL
VoyagrSilveriL 4,50 14.00 63.00
Corolla/Canry 1,00 25.00 25.00
TOTAL 88.00
CASH PAYMENT 88.00

You were served by Operator 1
DATE 02/06/2012 14:53 T1 S3 01 4625

Thanks for Shopping ......

SERIAL NO.







