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PROJECT: ELARA - Lube Change

SERIAL NO.

51

+

P
Pan Arab Research Center &

El'u'-'bba) Emarat | [ @ Eppco / Enoc | B 459 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
40 6 Name Number | Name Number | Name Number
1 ZveN CrelndAb | [
Gender Height Built _ [Spectacies Beard | Mustache] Ethnic Groups j
TIM S 1T [ MIF |Yes]| No|Yes| No|Yes[ No |indian [Pakistani[Filipino [Expat. Arabs| Others:
EEIEIEIIEIEIIEIIEEI[ZEI[&DDI O O
EMIRATE ‘g::‘lz:‘ AbuDhabi |  Dubai Sharjah Al Ain g’:;‘aﬁ" Ajman Ki:ism“a'h Fujairah
O O O O X O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
33| o[4] 16 | 29 olo [ o] R/05NIR
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday[ Sundayl Monday l Tuesday |Wednesday| Thursday l Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
VISIT ] ] O w = VISIT O O X O O O O
1. APPROACH AND CLEANLINESS ;&ému u..abﬁ“ﬂ |
Scores Critical Areas Aaubal) el Lad
Yes [X e'—
1. Was there proper sign to the Lube no [ dibio e AVl Asalydad s S a1
changing bay? Syl s
nva [ _,Aunz
_ YES pod
3 2. z\rlgjntir;(eacl;;be changing area clean and NO D ¥ S e Al cy ) et dilie cuiS Ja 2 (3
va O akuy
YEs [1 . , .
4|3 Was there any ol leaking and falling on K y o de doycu il i gl s K da 3 4
to the floor of the lube bay ? ey M s Aslaia 3 L)Yl
na [ iy )
ves =
21 4. Were the waiting area and table clean? NO ]:I ¥ fades Al Ually eyl dshie S Ja 4|2
na O siy
5. Wasth levision i iti VES m e
219 Woariitnge?te evision in the waiting room NO D Yy Y A b ea sl S da 5 (2
va [ sy
ves [1 - s
6. Was the board displaying complimentary o ] q L lgde el Maall s da 6
services neat and clean? L4ads) 9 4 ye dgilaall laaall
nva I b Y
2. GREETINGS AND INITIAL CHECKS Y clspdll g qua 2
Scores Critical Areas Al c¥Lwl Jatash
3| 7. Was there any delay in approaching ves [1 s/l il 4 als o llia S a7 3
customers? no K N bl gad cals gall
8. Were you greeted in a friendly manner ~ YES O by Ads sk b s il S ds 8
(pleasant feeling)? NO m 3 ¢ (o2
S Ja rcab gall gl Can g a8 2la (YY)
5| If no, please describe behavior: Was it © e :‘;‘X Jj; j:_‘i ;.'). ‘15
arrogant, without any expression, normal (GRS Rl O O 9 2 Q‘“‘“’“@-‘
etc..... \
e \
nonmal vl b ngt eoigl,
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Scores Critical Areas Lol el Jataihy
9. Did he guide your vehicle for positioning ves [XI R EN I LU R E R cabsadl 3 Ja 9
3 at the stopper and asked you to switch 93 br ol o] ol uua 5 L o g
the engine off? Nno [] ¥ el ik il s 3 ) aliyY
10. When asked by customer, was the ; S b cJaaall (e il gl g Lodic
5 attendant knowledgeable of different ves I p :j;rn & ‘)gl ‘;'L:MJ/ ﬁ.}d ]J“ e 10 5
grades of oi, filters and their relative no [] g =% 2 &34~ ! e
benefits? Pleia JS 20584
YES i o
4| 11. Did he offer the waiting area to you? NO % ‘”; FUEEYIAd e 4 jhuYl dlde m e Ja 11 |4
4] oaing K yous youwere - YES % Ty T L S G 5 s 12 |4
3. APPEARANCE AND BEHAVIOR OF STAFF pdS sl g (il gall s 3
Scores Critical Areas Al ¥l Jaldil
. o Yes W
3 13. Z\r/uajsﬁtcr;;?umform of the attendant neat Nno [ Y ey Gl el Gl all Gl S 13 (3
va [ swuy
vEs i m e .
3| 14. Was the attendant wearing visible no [J q Jea Ay (555 59 3 g sall il (IS 14 3
nametag? O Tz o g3 dansd Lgle
N/A Sabis ¥
ves X o
3| 5. Was he able to communicate with no [ y e dual il e 108 Gl sl IS Ja 15 3
customer? o3l
NvA [ sday
YES pek
4| 16. Was staff courteous / friendly? No [ ¥ Slahal/laga5 cala gall S Ja 16 [ 4
vA [ sbyy
4. SERVICE :daadll 4
Scores Critical Areas Al ¥ Laalt Lt
X ; 2SO el Giaiilly Cals gall G o 17
17. Did attendant check whether you need YES IX px v,u.d U‘_U:d P .}:A{f
3 top up or complete oil change? S0 opiS ol Gl ey s 5 ) 3
pup p ge? no [ y ¢ s,
4| 18. Did attendant check with you whether ves [ pd 5 S B Lag el alasall 3ia3 Ja 18 3
only oil is to be changed or oil with filter? ¢ el gy 3l Al Jads oy 3 s
NO b 3 8 o
19. Did he check using gauge the quantity ~ YES [ s el ol 6 sl by s gl 6 Ja 19
3 required to be topped up and informed g Gy 3l A I el i) 3
you? Nno [ k! el elali 5 Lgializ)
4 Dooe Sl 5 e (Bl cals gl Q8 o
3 20. Did the attendant check for oil leakages YES o qﬁg}’fi )ﬂﬂ" . Q}:iju 20 3
under your car from filter and drain bolt? 0O q Iy e e g
3| 21. Did the attendant drain the used oil YES P danesall 5l S G d Cali sall Bl Ja 21 3
completely from your car? No [ Y Pl (e
5| 22. Did he ask whether you want the engine  YES A el dae S o) @il a2 2
to be flushed and did it if you agreed? Nno [ N ueliddl 5o Jla A Gl
3| 23. Did the attendant fill the correct grade as  YES X ax Sl s /g 5 ALl il gall HlE Ja 23 3
you requested? No [ y feiabla Al dagaal)

Lube change.doc




3 +

Scores Critical Areas Apabul) et Jalai

24. Did he request you to startengine and  ygg B s i ol ity o of e calla Ja 24
3 Iegve it running for one and a half D i« 428 5oa) il Al 3
minutes? NO ¥ 3o g «*
3 25. Did t'he_altendant ensure that the carter YES g wf)ﬁ{;ﬁ}:‘:ﬂiiﬁ gﬁfﬁ 25 3
bolt is tightened and there are no leaks? NO D N ey sl
26. Did attendant carry out the following Lilaall i gaill ol jaly calagall i Ja .26
complimentary checks: sl
ves K
31a. Battery Water top up NO O Y A Uadl cla ddlia) 31a.
NA [ sy
YES o
31b. Coolant Water top up no [ ¥ coolant/swl sledilal  31b.
na O sy
ves I =~ -
31c. Auto Transmission Fluid topup  NQ O k! Yl B JLP uU ASLA\ 3te.
(O sipant 3l
NA [ abyy
ves il
31d. Brake Fluid top up no I Y dejillcus sl 31d,
va [ adsy
ves Kl =
31e. Gear Oil top up no [ k| sl [l oy Al 31e.
nva O abiy
YES o
31f.  Air filter cleaning no [ Y ol i 31f,
va [ assy
YES oo
31g. Wiper Water top up NO D ¥ ool labieal ela Al 31g.
nAa [ suy
YES o
31h. Clean engine using air gun no [J Y el sedt et plasiuly o el Ciulas 31h.
nva [ sy
3| 27. Were any of your questions related to :EOS % ?: slaial) elilind g gl L;b :*?"é}“ &:—w 27 3
lube change answered? Su sl s Agdas
va O sy
3 28. chig (t:t;(: gtaff place the mileage sticker in :(E)S % P: Afﬁmﬁ&ﬁﬁ;ﬁ 28 3
' na [ sy y 5 ol
ves [
4| 29. Were you offered a receipt voluntarily? No [A ¥ S0 bl il Jeay e aye Ja 29 14
va [ seuy
5.  REST ROOMS AND MOSQUE saauall g (aleall fudi 53) Aai g 5
Scores Critical Areas Aol c¥laall PATHY]
3 30a. Were they adequately stocked with all YES % I VYRR JEI O W e 3 e S o 30a 3
necessary supplies such as soap? NO ¥ fhslall Jie
na [ gsiy =

3
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Scores Critical Areas EEWII LN PO L
ves O
30b. Were they adequately stocked with all 5 \";‘ s pall il el asans 3 390 <iilS Ja 30b
necessary supplies such as toilet tissue? NO cull o3 g 199 Jia
No Hssue wa [ sy
30c. Were they adequately stocked with all ves [ ad g pall e il &y Jene S da 30c
necessary supplies such as paper towels? no [J y 48 o) ddiliall Jie
(paper towels are not required where fully - Gldiaa 85 dic Ay gthae e 34l iliall)
operational hand dryers exist) N/A Gl ¥ (A
3 fdadas Qe culg
31a. Were sinks clean? ves B pr ol “,,y,,d:"hy;—'j ,\S"\T."ma
require comment when marked ‘No’ no [ ¥ sl om s MY ALY g 1
NnA [ gy
K 3 faadas Ul culg
31b. Were mirrors clean? YES px = g Mfyr” 'LSdT" “31b
require comment when marked ‘No’ no [ ¥ aeesil o2 ity
NA [ sy
* $daslyy | Cilsdaa CuilS
31c. Were hand dryers clean? ves X pr ) - "ﬁf?;,,u U;er -1_3;{310
require comment when marked ‘No’ no [ ¥ Tt e el
A [ gy
R Ak ) gleall Sl il
31d. Were dispensers clean? ves B , )3‘“ o ,,y,,‘l‘gyr‘f .LSJT.{SM
require comment when marked ‘No’ Nno [ Y Can ARTL S el
Na [ gny
ves A
31e. Were toilets and urinals clean? Nno [ ¥ fAalas Jpal LS cilS Ja 31e
NA O sy
7/ ?w~ . s ‘ A I - LS
32a. Were doors clean? YES px = 5l u’,ﬁ:i’f\‘(rﬁ .LSJTMBZa
require comment when marked ‘No’ no [ ¥ =t e AR
nA [ gy
ves B
32b. Were walls clean? Nno [ Y fagla el il Ja 32b
NA [ sany
YES BJ
32c. Were ceiling clean? Nno O b flai il € Ja 32¢
Na [ gy
ves A
32d. Were vents clean? no [ Y faadas MLl i€ o 32d
nA O sy
; Sl Sl )V culk
32e. Were floors clean? ves X4 pxd i 5 "\j':LJlj\jluj .\Sdf‘z‘.32e
require comment when marked ‘No’ NO D ¥ & A ARt
nva [ gauy
YES X
32f. Were baseboards clean? No O ¥ Pl sae Gl & o1 fhailadl 1 50 cailS Ja 32
Na [T gy
ves K]
32g. Were grout clean? no [ ¥ Sk LA oS Ja .32g
NAa [ smsy
4
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Scores Critical Areas FIRIR U PR PATH]
ves P
33a. Were trash containers clean? NO E] N faauh Aoladlt il gla S Ja 333
5 NA [ Gy ”
ves P
33b. Were trash containers not overflowing? NO E] b fiald e ddadll cilygla il Ja 33b
NA [ by
YES pa S ]
2 34. Was the restroom smelling clean & no [ N s} sd) Adinia g Ailai Jlealt Aail ; S Ja 34 2
fresh (without any offensive odor)? pleall gy S Aai
NA [ iy
; Jasdi alaadl 8 il sgaill asaa ciilS Ja .35
35. Were all the facilties inside the YEs B e A
restroom in good working condition? L. = e
2 require comment when marked ‘No’ no OO v sl (o2 MY ALY alS ) 2
NA [ asuy
P} ; £(5) ki anall Acld ) e (S
36. Was the Mosque premises clean? YES - ( ), };” ’ N L{;\?A'gls‘é: .36
2 require comment when marked ‘No’ no [ ¥ G o> gl e e 2
NA [ gy
Comments: sBadiall [ galadll
FOR OFFICE USE ONLY 188 Cigall PAKELI |
Do) B | Bl e d) sl -
[} g TP -
o ACTUAL SCORE maxium | Evaluation: sl
Approach and Cleanliness Aatasll 5 o) yEyl 1
Greetings and Initial Checks | #is¥! Sy cus il |2
g{)a[;fearance and Behavior of il sl by ks [3
Service Laall (4
Cleantiness - Restroom and Slaleal) — dallal |
Mosque aaaall
TOTAL & ganall
5
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AI)N()(‘ DisbLribution
MASAKIN REST AIEA S/S - T14
ALAIN - DUBAI ROAD
AL AN, _TEL :03 - 7832071

UESCRIPTION Qry  PRICE TQTAL
Now Nissan Max 1,00  26.00 26.00

VoyaorSilve 1L 4,50 4.0 63.00

g At R Wt s

oAl 89.00

CACH PAYMENT 89. 00

You were served by Oper 1
DATE 16/04/2012 21: 32 T2 S301 729

fHANK YOU FOR SHOPPING.....







