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+

50| 2

PROJECT: ELARA - Lube Change

@%
Pan Arab Research Center &

Ds‘-:bh! Emarat [ [J & 43/ St Eppeo / Enoc / IZ & gl Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
lLx R 20y | Bece Beny Ao voe\os) HENER
Gender Height Buillt _ [Spectacles] Beard | Mustache] Ethnic Groups
M ] F ITIMI]S |T [MJF JYes| No|Yes] No| Yes| No [Indian Pakistani|Filipino [Expat. Arabs| Others:
HORODOOBOORBOROK K O O O O
EMIRATE V;Z‘:i‘:: Abu Dhabi Dubai Sharjah Al Ain gTJvna::‘l Ajman Ki:ismAalh Fujairah
O X ] O . O O O O
SITE ID | Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
} i =1 ) , ~ p
ol & Lol21 2o 1 gig | o\ | oll (SRSB4
07:00- 1-5:01- 13:01- | 17:01- | 20:01- Saturday] Sunday | Monday [Tuesday IWednesday| Thursday ] Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
visIT HF O O & O vsr | O O 0O | O O Y%
1. APPROACH AND CLEANLINESS dduaill g S8y 1
Scores Critical Areas Lot claal) PRI
YES o ot
1. Was there proper sign to the Lube no [ ?’; Ahia e AVl daalsdad dllia (S da 1
changing bay? ey 3l yus
na O ssy
_ YES pd
3 2. g\!gasntir;?atl;’;be changing area clean and NO D Y S Ak Cy 3l i dikie culS Ja 2 (3
va O sany
ves [ . , .
4 3.  Was there any oil leaking and falling on NO E N e de oyl ot gl dlia S da 3 4
to the floor of the lube bay ? Sy 3l s Addaia A )Y
va [ sssy ?
yes ] w
2| 4. Were the waiting area and table clean? NO [ Y Sdadss A gdall y HllanWl ddhie culS Ja 4|2
Nva [ gsiy
5. Was the television in th iti YESE =
2|5 woariinge? elevision in the waiting room Nno [ YOIV A b e ol (S a5 (2
na O sdny
ves B - )
6. Was the board displaying complimentary ] q Ll e jedas Alia i calS da 6
services neat and clean? Cagdai g A0 pe Ailaall Cileasld
nva [ sany
2. GREETINGS AND INITIAL CHECKS A oY cldall g cus 3l 2
Scores Critical Areas Aanludt aaall Lalaih
3|7 Was there any delay in approaching ves [] o™ pdifcl 8 & pabiglala s 7 3
customers? NOo [X Y oAbl gt cals gall
8. Were you greeted in a friendly manner ~ YES K - abaly) A8 48 ke can il a8
(pleasant feeling)? NO D y (o
SIS Ja rcab galt & gl Cim g 28 2la ) (Y 1)
51| If no, please describe behavior: Was it u‘ _ﬁ \:j . )l\: j:_c ;.' ),‘ ‘15
arrogant, without any expression, normal e oplaill g a5 A :"““@;
etc.....
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Scores Critical Areas Al claall Jaldil
9. Did he guide your vehicle for positioning  ygg ; Gall S elals ik i G
3 at the stopper and asked you to switch E = :“ o “J ‘_,LMJL’ uja}d eud“ 9 3
the engine off? No [ ¥ paall ik o elia Calla g 5 ) Calasy
10. When asked by customer, was the ; S Liandl (g ks gadl (o Loic
attendant knowledgeable of different YES m o ‘fbu & ‘ . o }d df“ 10
5 Gl kil g < g 3 s fe I alisag ale 5
grades of oil, filters and their relative no [] q S = >Rl Am
benefits? fleta JS il 4
YES i .. .
4| 11. Did he offer the waiting area to you? & o Sy dd e A U elle mse Jo 11 |4
Nno [ Y y
4| 12. Did the staff thank you as you were Yes i ¢ ol i Wi o S il pall A5 Ja
leaving? NO D v ST & Sy  gal I 12 14
3. APPEARANCE AND BEHAVIOR OF STAFF 1pdS sl Coadla gl sha 3
Scores Critical Areas ApuledYt S¥taall PAR]
. YES ]
3 13. Z\I{zsti?:?umform of the attendant neat NO D Y L5 pes Gl sl Cili S oS s 13 (3
NnA O syy
ves 0 & . .
3| 14. Was the attendant wearing visible - y by Ay (o3 3 g pall il gl (IS o 14 3
nametag? -~ Sz 5 danl Lo
NIA % Y go\ms e )
YES i T
3| 15 Was he able to communicate with No [ q & dealgill e 108 Gl gl S s 15 3
customer? 05l
na O sy
vEs i o
4| 16. Was staff courteous / friendly? Nno [ Yy Sldal/fa oo calagall S Ja 16 [ 4
NnA [ sy
4. SERVICE Al 4
Scores Critical Areas a1 Yl Latai]
; S O el Gaaall Cal all A Ja 17
17. Did attendant check whether youneed ~ YES B - = uu)’-d P ?A,f
3 t r lete oil change? L—‘.—.U):‘-P—'e‘“:‘)”‘“\-“'}(c\-‘ﬂ°}:@‘ 3
op up or complete oil change? Nno [ v ¢l
3| 18 Did attendant check with you whetner  YES Bl a5 13 Lud s iyl i a 18 3
only oil is to be changed or oil with filter? No O ¥ € alal g oy W ol dasd 3l s
19. Did he check using gauge the quantity ~ YES [X pni plaREl Cu (g e ey alasall B Ja 19
3 required to be topped up and informed g Al Gy Al ) Ca il it 3
you? No [ ¥ felldy il 5 gl
1O Sl Gl e Beatll ks el B Ja 20
3 20. Did the attendant check for oil leakages YES E Ot uﬁ;@i} il e Dj:]j an 3
under your car from filter and drain bolt? Nno [ y B e 3l
5| 21. Did the attendant drain the used oil ves KX P Jenall o3l S g i Cala gall B8 o 21 3
completely from your car? NO D Yy el Jlas (ye
5| 22. Did he ask whether you want the engine  YES B sl iy ol sl Ju 35 i€ o) il da 22 9
to be flushed and did it if you agreed? Nno O N fliddl o Jla A iy
3| 23. Did the attendant fill the correct grade as  YES ax Sl As /e o Al cabi sl Bl o 23 3
you requested? no O ¥ il Al daauall
2
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Scores Critical Areas Tl Ll PRI}
24. Did he request you to startengineand  ygg A iyl Qi o gk o lia alls Ja 24
3 leave it running for one and a half e el oty % R 3
minutes? no [ ¥ fhaaiy 4380 b0l Jdill s 2
3 25. bDid t'he.attendant ensure that the carter ~ YES E o ufﬁgﬁﬁjli& jﬁiﬁ 25 3
olt is tightened and there are no leaks? NO D N e sl
26. Did attendant carry out the following bl Glasadll ol jal calasall A8 Ja 26
complimentary checks: sagiall
"vyes M M
31a. Battery Water top up NO O b A tall ol Al 31a.
va [ sy
ves Kl =
31b. Coolant Water top up NO D ¥ coolant/a_all cle L} 31b.
N/A % iy ¥
YES and o I
31c. Auto Transmission Fludtopup  NO [ A )L(Q':;::xj; 31e.
na [ sbiy
ves Bd
31d. Brake Fluid top up no [ ¥ el cyyila) 31d.
va O by
ves K
31e. Gear Oil top up no [ Y oAl palicys il 31,
NA [ sy
ves [ m
31f. Airfilter cleaning no [ v dogll ks BAF.
nva [ sy
ves D4
31g. Wiper Water top up NO D ¥ Fla il Ol cle ddlia) 31g.
nva [ asy
ves X =
31h. Clean engine using air gun no O Y ehsell (et pladiuly o il cadais 31h.
nA [ sy
3| 27. Were any of your questions related to ::)S % ?’; Aalaiall il e gl e :‘T}\-ﬂ” h—w ds 27 3
lube change answered? Sy 3l i Agleny
na [ ssiy
3 28. aig (t:f:: gtaff place the mileage sticker in :ES % ?’; Jm@mﬁ&ﬁﬁ;\jﬁ 28 3
' na [ sy 5 o
ves @
4| 29. Were you offered a receipt voluntarily?  NO o Yy LA Ml Jrag e paje da 29 14
nva [ sy
5. REST ROOMS AND MOSQUE sdaall g (alaadt fouli ) dai M i e 5
Scores Critical Areas IR JEAN PO Jalail
3 30a. Were they adequately stocked with all YES DY o )y pall Ol jlall aans 3 jgae <ilS Ja . 30a 3
necessary supplies such as soap? NO D ¥ e gball Jia
va O iy =
3
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Scores

Critical Areas

Ao claall Jalai

30b. Were they adequately stocked with all

YEs B4
no O v

s vall il il aaans 3 jeae <ilS o 30b

necessary supplies such as toilet tissue? Sllsill (3559 Jia
vA [ sy
30c. Were they adequately stocked with all ves B4 pxd sl e il grans 5 jgae il da 300

32g.

Were grout clean?

Sl LU (S Ja 32g

necessary supplies such as paper towels? no I ¥ 948 )5l Cidiliall Jie
(paper towels are not required where fully Cldiae 8¢ ie 4 lhaa e 38l adliall)
operational hand dryers exist) N/A D Sukady ¥ (Y1
faakas Julaad) culg
31a. Were sinks clean? YES px ol ’"Y"'J::_‘l;yr‘j ,é?.{sm
require comment when marked ‘No' no [ Y ool o T sl
Nna [ sy
H faadny U yall
31b. Were mirrors clean? ves Bd ol 1 ijrulsgd? |'31b
require comment when marked ‘No’ no [J ¥ gl o YT AW culs 1y
NA [ sy
- TR TR
31c. Were hand dryers clean? ves Bd e o qu!:"\'t;‘“” .\Sd’:, |'31C
3 require comment when marked ‘No’ Nno [ b o2l o> Gyl s )
Na [ Gy
s 33055 ) aleall CliSle cuilS
31d. Were dispensers clean? ves &J o L al bl "Y"ua_.(;yr‘j _\SdT."Md
require comment when marked ‘No’ no [ ¥ gl o AR
NvA [ gkuy
YES K4
31e. Were toilets and urinals clean? Nno O N 5 Jpaill Aa) S da 31e
NA [ sy
32a. Were doors clean? YES m o o al mﬁ,f‘f\‘!f §SJT."328
require comment when marked ‘No’ Nno [ ¥ Zxa sl o Gl il )
nva [ aeuy
YEs ]
32b. Were walls clean? No [ y faidas el <l Ja 32p
NA [ abuy
ves K
32c. Were ceiling clean? No [ ¥ il Gl S s 326
NA [ sy
YES % pad
2| 32d. Were vents clean? NO ¥ faaday Ml S Ja . 32d
nA [ sy
; faala Sl )V s
32e. Were floors clean? YES E pH -l m'b,,;‘,,’ - i‘yru .SJT“'32e
require comment when marked ‘No’ no O b gl sl o MY ALY s 1y
NnA [ sbyy
YES g pri
32f. Were baseboards clean? NO N a1 Sacldll ) flatlalt i 50 cilS Ja 32f
|
Bd
O
O
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Scores Critical Areas gl alaall PAYHI]
YEs B
33a. Were trash containers clean? NO D b faakas Aolaill Gy dla ilS Ja 332
NA [ aksy
2 -
ves X w
33b. Were trash containers not overflowing? NO D ¥ Piaild e Aabadll iy da il Ja 33b
NA [ sy
ves D ]
o |34 Wasthe restroom smelling clean & no [0 ¥ sl @rs%) i g Aiglai plasll Aad ) S s 34 2
fresh (without any offensive odor)? foleadl B 3g S A,
NA [ gy
: X i Jaa plaall 8 ol el pea clS Ja 35
35. Were all the facilities inside the YES g I A Ay
restroom in good working condition? L g 1N et 1A
2 require comment when marked ‘No’ no [ ¥ sl (o YT ALY s 1) 2
NA [ ahiy
3 (5) Cadai daasal deld o e 1S
36. Was the Mosque premises clean? ves [ g ( ). };d\ ’ ,,;‘,’, LL?TAH\S%T 36
2 require comment when marked ‘No' ~ NO O v gt > il A 2
N/A Gy ¥
Comments: siBadiall [ galadll

FOR OFFICE USE ONLY

kb GiSall pladin

Agsalt Tl Ll ey aal) .

’ ( Evaluation: o

A ACTUAL SCORE | _maxmum | et ¢l
Approach and Cleanliness aallaall o) g8Y) {1
Greetings and Initial Checks | ! 3 il g s il (2
/S-\{)apf?arance and Behavior of s s sekie 13
Service sl |2
Cleanliness - Restroom and Slalaall — dsUail .
Mosque i,
TOTAL )

5
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Retail Sales Department

i3, 45l S TSRy f
Cash Memo &DNOC

F/STN. Code No. .. §€/] Date .30~ 3~12_ 'I
LS  —=] o3 (J.ls !
Qty. Description Dhs. |Fils

Super 90 4 sken g

Special 97 Y o pas Jy 5

Unleaded oo e Jis

Gas Qil Jje

Kerosene a9 S

Lubricants " S 7—6 —t
LPG. je

Special Prod. Lol S iy

Car Wash S i

Car Wash with Hot Wax At pa fk

TOTAL et | e [—

Receiver's Signature ... i b

Circulation: Original - Customer, Pink - Filling Station

LI ICORT TN G VYT Y vy G, ,rt_i<v_la,?~ DA - il dyasi
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