+

1

PROJECT : ELARA (Lube Change - FINAL 2012)

+

SERIAL NO.

\

|

4

5 2

+

PROJECT: ELARA - Lube Change
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SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
22 (\Doci. 2gou ] Besu |2 on  Bed NG [FIA[2]2
Gender Height Built  Bpectacled Beard | Mustachel Ethnic Groups
M F |TIM|SIT [MITF [Yes[No|Yes] No Yes | No |indian [Pakistani|Filipino [Expat. Arabs| Others:
RORXROOXOOORORROK O O 0O O
EMIRATE V;‘:Ztl‘::‘ AbuDhabi |  Dubai Sharjah Al Ain g’;":‘“aﬁ Ajman K'::fmﬁ'h Fujairah
m | o | o|lololololold
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
L’
SgsRhaleblale 1418 lae il | ol o 3dlloy
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday I Sunday] Monday I Tuesday | Wednesday| Thursday l Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 } DAY OF
visT T O o o|lvr K O 0O O O O O
1. APPROACH AND CLEANLINESS :aﬁu&ﬂb s,a\jé‘{\ A
Scores Critical Areas Tl elaall Jalailt
YES |X P . . . .
1. Was there proper sign to the Lube no [ Y dhia o AVl dsalgdadella S a1
changing bay? R
na [ amiy
' YEs [d wm
3 2. \é\:ga:ntit;zcljlf?be changing area clean and no [ g T ey Abki oyl i dikieciS da 2 |3
na [ sy
ves [1 ) , iy
4|3 Wasthere any oil leaking and falingon o) 13 q e Ae sy ol i gl s K a3 4
to the floor of the lube bay ? Sy 3l yuas Adhaia 3 g,V
na [ iy :
YES b =
2| 4. Were the waiting area and table clean? NO [ ¥ Saaks A gl Uai¥ dshaie ciilS Ja 4|2
na [T iy
5. Was the tel h YES o~
. t ision i iti s R .
2 Woe:imge? elevision in the waiting room NO D N ?JLL.:\J\J\ e b Sany (55280801 AS 5|2
nva [ abiy
~ ves B s S
6. Was the board displaying complimentary O N Al lple el laadlcils da 6
services neat and clean? faaudai g A5 ye dgilaad) Cilanall
na [ sy
2. GREETINGS AND INITIAL CHECKS A Sl g cua B 2
Scores Critical Areas Al oYl AT
3 7. Was there any delay in approaching ves [] prd T [ R S VER L R T TS T 4 3
customers? NO EI Yy ol e cals gall
8. Were you greeted in a friendly manner ~ YES 4 - oy 4,4 dh il s 8
(pleasant feeling)? NO D y $ (o
S Ja sk gall & en g1 28 gla y Y 1A
51 If no, please describe behavior: Was it Lj e Li;j )jl j:ﬁ PR K 5
arrogant, without any expression, normal e R 08 IS L9 e
etc..... ?_,_cn
1 +
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Scores Critical Areas Lol ¥l Jatash
9. Did he guide your vehicle for positioning YES ; Ll Al 1 ol L Cala odlf A6
3 at the stopper and asked you to switch B4 ™~ :.-: |‘f’ oo ‘;‘x&:i . ij‘ ¢ L;JA 9 3
the engine off? No [] ¥ S el ik =l g 5 bl Calayy
10. When asked by customer, was the 5 S s (daeadl (e als gall Jtun Laic
5 attendant knowledgeable of different ves N4 j:;. - ‘ )]l C_‘:‘: / I}.T‘ - e 10 5
grades of oil, filters and their relative no [J q 5 = >3 g ;" ""L‘“": )
benefits? fleda JS il 5d
YES : . .
41 11. Did he offer the waiting area to you? NO EE] ‘.: SOBEY A je 8 el dle e Ja 11 (4
12. Did the staff thank you as you were ves Dd ¢ Min o < R .
4 leaving? No [J g Tl S Ly o Sy abagall B n 12 (4
3. APPEARANCE AND BEHAVIOR OF STAFF radS sl g Coila gall Jglia .3
Scores Critical Areas Dt Y Jatas
13. Was th if f the attendant t YES E o
3| 13 an?jstid)%um orm of the attendant nea no [J ¥ e Gl uslall Galigll il S s 13 | 3
NA [ sauy
YES [ i o
3| 14. Was the attendant wearing visible Nno [J q e A8y (5 5 0 5a gl Cali sl IS Ja 14 3
nametag? $z sva 9 4l Lgple
NA [ sy
ves K] . -
3| 15. Was he able to communicate with no [ y &o deal gill e T a8 Gabi gl IS o 15 3
customery? ) SOl
Nood N Gelli| NnA O ey
YEs [
4 | 16. Was staff courteous / friendly? No [ ¥ Slidal/laga g calasall IS Ja 16 [ 4
NA [ skiy
4, SERVICE el 4
Scores Critical Areas Aacbal) c¥aall Lol
: ClS O ol Giall il gall JE Ja 17
3| 17. Did attendant check whether );ou need  YES P4 - a3 ol i BLDY plins :Jt__u..-.\l 3
top up or complete oil change? NO D y e sl
3| 18. Did attendant check with you whether ~ YES K U S 1 e elia ol sall Bia3 Ja 18 3
only oil is to be changed or oil with filter? N | Yy € alall g ol ol dadh g 51 s
19. Did he check using gauge the quantity ~ YES [ = ax pladiubicy 3l G Fse ey k—“lﬂ}d‘ Rt d-’« .19
3 required to be topped up and informed G AN Gy I Al I Gl il 3
you? Nno [ ¥ fallly il 5 Ll
oo Sl @l (e @il Gl sdl B8 Ja 20
20. Did the attendant check for oil leakages YES E pri O )S g T, ¢ .o
3 f fi d drain bolt? M‘)c/ﬂ‘,.al...aj_}.\m\uno)l.)uﬂk_m.) 3
under your car from filter and drain bolt? NO D Y ecu
3| 21. Did the attendant drain the used oil ves X P el 3l JS A i Cala gl A8 Ja 21 3
completely from your car? No [ y Pl lw (e
2| 22 Did he ask whether you want the engine  YES R s sy el e o e o @il Ja 22 5
to be flushed and did it if you agreed? no [ N feliEd g0 Jla A el
g 23. Didthe attendant fill the correct grade as  YES X ax Gl Ay e dilzaly u-kyd‘ A8 Ja 23 3
you requested? Nno [ y il Gl dspaall
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Scores Critical Areas Al Ll Jalish
24. Did he request you to start engine and YES E P A s aall i A g ) lie il
3 leave it running for one and a half e - MJ?J:JU el u&dé 24 3
minutes? no [ k] fbualy 4582 3ol Jild o '
~ . Gl 48 e /A gala of (e i sall KB 25
3 25. Did the attendant ensure that the carter YES % e :’l ');mim 43’ t‘:& }d‘mm 3
bolt is tightened and there are no leaks? O i = @ i
NO k! eyl
26. Did attendant carry out the following Llaall Clca gadll ol jaby calagall J3 Ja 26
complimentary checks: -4l
ves bd
31a. Battery Water top up Nno [ b 4 el cla ALzl 31a.
na O abuy
ves X1
31b. Coolant Water top up no O k! coolant/s uall sle ddla} 31b.
na O iy
vesDd o~
31c. Auto Transmission Fluid top up NO D b RS JL‘? o QLA‘ 3te.
(0 ssant lt)
na [ abuy
ves [ o
31d. Brake Fluid top up NO D b} Jal il 2y ) Al 31d.
na [ sy
ves &
31e. Gear Qil top up no [ ¥ oA [l 2y Al 31e.
nva [ ki y
ves B
31f.  Air filter cleaning no [ b ehsell il adass 31f.
A [ sy
ves XI
31g. Wiper Water top up no O ¥ o 3H Cialual sle Bils) 31g.
na [ ahuy
ves I &~
31h. Clean engine using air gun NO O Y ehaell et phadtuly @ el cadas 31h.
na [ ghuy
YES E I e ; . .
3| 27 Were any of your questions related to ] ?; Ailaidl il e gl Je Y Qs da 27 3
lube change answered? NO VCITR\ EVPEL - W e
na [ by
_ _ o yves K m s e Geale i Calagall 5 Ja 28
3 28. 5:: ct:g? ;taff place the mileage sticker in NO L—_I N o L 13 :.;ﬂ‘ a8l /) sia gLSY 3
na [ abuy 95
ves . =~
4| 29. Were you offered a receipt voluntarily? NO E ¥ el kial 2Dt Jea g elile (ym je da 29 |4
na [ ey
5.  REST ROOMS AND MOSQUE sdaacall y (plaad) /o) 55) dal ) g 5
Scores Critical Areas Al ¥l PATHI)
3 ves 1 au 3
30a. Were they adequately stocked with all Bl e a8 e S o 30a
necessary supplies such as soap? NO ¥ S sall Jia
Ne fgm%o nva [ gy =
3 +
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Scores Critical Areas ORI LAY PR PATHY
YES i ,
30b. Were they adequately stocked with all g ?:: s pall Sl il aans 3 e <l Ja 30b
necessary supplies such as toilet tissue? Sudigill ‘5'2 59 Jia
NA O gy
30c. Were they adequately stocked with all YES pad s rall e el asens 3 330 <ilS Ja. 300
necessary supplies such as paper towels? no O v o ) o4 4_9 widliall Jia
(paper towels are not required where fully Clitae 8¢5 dic 4ygtla pe 458, i adliall)
operational hand dryers exist) N/A D Gl Y (Y i
? N ?‘ . ]~ . . ‘ - -\S
31a. Were sinks clean? YES p o il ‘,,y,flffyﬁ 'E.dT'l.ma
require comment when marked ‘No’ Nno [ Y Tt o YT Ala) s 1y
NA [ gy
; aaks ULdl cals
31b. Were mirrors clean? YES E e a3 "’y" i_,fyluj 'lsd\;hl‘?"lb
require comment when marked ‘No’ no [ Y el o SRR
NA [T sy
; RPN I FRUNERTS
31c. Were hand dryers clean? YES D e : *;' ‘15%‘?‘];("“‘2_,\;511uj '15%31‘310
3 require comment when marked ‘No’ no [ b ol AR
D o ReLs, na B sy
P N faal ) sbiall cliSle cuils
31d. Were dispensers clean? YES o . }:‘_“ o "Y‘:_;LI{A rlj ,‘SJTA"SM
require comment when marked ‘No’ NO D 3 & >R Ayl s 1)
NA [ gy
ves B
31e. Were toilets and urinals clean? Nno [ ¥ fakas Joal A€l il o 31e
NA [ gy
; faadas o Y cuilg
32a. Were doors clean? ves X P ) '."‘g" ?ﬁ:j‘yﬁ .lSdTh‘.BZa
require comment when marked ‘No’ no [ ¥ &= e AR N
NA [ gy
vEs [
32b. Were walls clean? Nno [ N Sk el il s 32p
na [ sy
ves [ o
32c. Were ceiling clean? Nno [ y filys Gl IS s 32¢
nva [ sy
ves K =
2| 32d. Were vents clean? Nno [ v faauda; Ml culk Ja 324
va [ sauy
; Saiydas il Y1 S
32e. Were floors clean? YES & pr o il i "\1"“ Li\}\ . AISJTM.SQe
* require comment when marked ‘No’ no [ ¥ Tt > 2 Ay Sl
nvA [ sy
YES E aad
32f. Were baseboards clean? NO D N faala)y sacal) o Ral 5 culs Ja 32f
NA [ gy
ves 4
32g. Were grout clean? No O Y feakai L3 (IS da . 32g
NA [ gy
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Scores Critical Areas Touluad c¥laall LAl
ves Y
33a. Were trash containers clean? Nno O ¥ fhah doladll ciysla <iS Ja . 33a
NA [ asuy
2 = - 2
vEs s
33b. Were trash containers not overflowing? NO [ ¥ $aili e Adadll iy sla <l Ja .33b
NA [T @y

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

ves X o ]
no [ g ! 0sn) Laias Ak dlasd) Aadl ) cilS Ja 34 2

NA [ auy

o
$(sleall 8 dge S And

35. Were all the facilities inside the

ves [ Sand alaall b il jaead) gan <l o 35

restroom in good working condition? fin IS
2 require comment when marked ‘No’ no [ v sl g2 MY Y S 2
NA [ iy
; £(5) ki dawadl 2eld o ie \S
36. Was the Mosque premises clean? YES D i ( ), ,;l\ ) N LL?S\S‘\J; 36
2 require comment when marked ‘No’ no 0 0¥ G el st : 2
NA B iy
Comments: rMdBadtall [ gabadli
FOR OFFICE USE ONLY Jadd Ciigall ei.\';:w\!
aall Jalail) Ll e aal) . .
y . | : * asadil)
o ACTUAL SCORE maximum | Fvaluation i
Approach and Cleanliness Aalaill y <l 8 |1

Greetings and Initial Checks | #35¥) CilSadill s cam 1 12

Appearance and Behavior of il el 8 ols .
Staff il salt gl 5 yedan |3

Service deadl) 14
Cleanliness - Restroom and Slalasll — Aathail) 5
Maosque Jaasall

TOTAL £ gaaall
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NRE T BRN | REGEON

CRIPTION OTyY  PRICE
erfronzdl 1,00 80.00
Bronzil 2000 18L&

Cash PAYMENT

Lo v
A

‘\/A’J !v St Lr_( V1 udi

12 lf,;ﬁl' Pioss 200







