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PROJECT : ELARA (Lube Change - FINAL 2012)

PROJECT: ELARA - Lube Change

¥
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SERIAL NO.

6|16

PN
Pan Arab Research Center &

-+

[ <t Emarat [ px EFETEY Eppco / Enoc [ O a5 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
,ZO “"l Name Number Name Number | Name Number
e Ao\ 2o laeni touwz [THIGIZA
Gender Height Buil Spectacle: Beard | Mustache] Ethnic Groups
M ] F |T[M]S]T [MTF [Yes]NolYes[No]|Yes][ No [indian [Pakistani]Filipino [Expat. Arabs| Others:
IEDDIDDBDDIZDDDD O |
EMIRATE V;‘:Zfi’: AbuDhabi |  Dubai Sharjah Al Ain g’:&“aﬁ Ajman K'::fmA'ah Fujairah
O [ X O O | O O O
SITE ID Month Date Amoupt (th) # of vehiclgs # of staff Time In Time out
olijolo] o8 1112 [ @16 | o]l |ox [I16Ye/7:98
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday| Sundayl Monday [ Tuesday IWednesdayI Thursday [ Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
vISIT vISIT X
O O K O O O O O O o 0O
1. APPROACH AND CLEANLINESS A3l 4 g\jé*_ﬂ 1
Scores Critical Areas Al ¥l Jalai
YES o
1. Was there proper sign to the Lube NO D y Ghie e AYall Zasal g da ) @llia ol dﬁ A
changing bay? S il Huas
wa [ abiy
_ YES pxi
3 2. \é\:sasntir;zclit;be changing area clean and NO [j g T e didas ) s dilie cilS Ja 2 |3
va [ sy
vEs ] = . .
4|3 Wasthere any oi leaking and fallingon 0 = g i B3 Cu il gl s S da 3 4
to the floor of the lube bay ? @ fu i et didaia 3 NI
NA L] s 20 ‘\)So// DQAJB
g~
2| 4. Were the waiting area and table clean? NO [] ¥ Saadar A gUall y Uiyl Asdaie clS Ja 4 12
NA X sy
P ves [
2 5. woa;ii;hge?televnsmn in the waiting room NO D N BN E 5 e sl S o 5|2
NA B sy
YES X o o s
6. Was the board displaying complimentary - D N Adlilgde el Aldaflcils ds 6
services neat and clean? ; Cdadai g Au ya Agilaadl Cleaddt
na O asuy
2. GREETINGS AND INITIAL CHECKS AV Sl g qua il 2
Scores Critical Areas Al cNLawll ha
317 Was there any delay in approaching ves [] pd R - g SN P E: 7 S LR Y 4 3
customers? Nno [ Yy SOl st Cal sall
8. Were you greeted in a friendly manner ~ YES prd sl Layda b il S da 8
(pleasant feeling)? Nno [ y ¢ (g%
IS O als gl & gl Cim g3 28 Bl Y 1)
51 If no, please describe behavior: Was it Lj de \i;j . J:; . j:‘i N J E)
arrogant, without any expression, normal EE A On I L T e
efc..... L.a
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Scores Critical Areas ; EIWIRN LN PR PATH|]
9. Did he guide your vehicle for positioning  ygs [X ; Lall Sl 1 el o ks o) A
3 at the stopper and asked you to switch o :.:» o ‘A & s uL)A ?uda -9 3
the engine off? NO [, 9 Seimadl i of elia cllay 5 ol Cilisy
10. When asked by customer, was the | . S 0a (Jaondl (e Cals gall g Ladic
5 attendant knowledgeable of different YES m [ p Ztﬂi-“ & )il c_:l:\:/ lﬁl .]f".w ole 10 5
grades of oil, filters and their relative no [J., v = ey i
benefits? ’ fleie JS il B
YES : i .. .
4| 11. Did he offer the waiting area to you? NO % [ e: FOLTY A8 e 4 Yl elle e Ja 11 4
12. Did the staff thank you as you were YES A e ¢ it i | — ]
4 leaving? NG D’ y .)Jhauﬁuﬂuﬂﬁ“guk}d\e\.&th 12 14
3. APPEARANCE AND BEHAVIOR OF STAFF " tagS slug Cuiligpall jekia 3
Scores Critical Areas f Al YLl pAH]
_ YES X]' o
3 13. \;\r/1adsﬁtctj1ye?unlform of the attendant neat Nno [] " Y 9L e s gl uealal Gl gl il S s 13 (3
Nna [ sy
YES pxi .
3| 14 Was the attendant wearing visible NO D“' q o A8y (55 50 3 5 gall il sl (IS b 14 3
nametag? ’ S 3 dansd Ll
Nna [y Lmyi>
YES [ .
3| 15. Was he able to communicate with NO D, y &o deal il e 1508 Gala gl S s 15 3
customer? , fus
NA L1 sy
ves B -
4| 16. Was staff courteous / friendly? no [ y Slahal/la ga5 cala pall S Ja 16 | 4
va [ 5wy
4. SERVICE dasdll 4
Scores ' Critical Areas » T Lol ol Lataily]
: it O gaadilly Cals gall L8
3 17. Did attendant check whether you need YES & P j )_:_,gff)n ‘uL.‘,\J CL;’: ;hﬁl o 3
top up or complete oil change? NO L_.] y ¢ S,
3| 18- Did attendant check with you whether YEs [X] pax 3R S Lad i Cala gall 38a3 s 18 3
only oil is to be changed or oil with filter? N El ) € a5 a3l e g s
19. Did he check using gauge the quantity  YES m] prd PR (5 slse by Cala gall A8 Ja 19
3 required to be topped up and informed ‘ Gag G 3l S D G anl] ulaal) 3
you? no [0 ; fully il 5 Ll
PO Cull 5 e Baadll Cabs gl A8
3 20. Did the attendant check for oil leakages YES ﬂl pe Ot u{;jff: )ﬂid\. - }ij ud: 20 3
under your car from filter and drain bolit? No [J SIS e e
e 3l
3| 21. Did the attendant drain the used oil YES [X A Jamsall oy 3l S g i Calagall W5 Ja 21 3
completely from your car? NO m ¥ Pl Hhus (ya
| 22. Did he ask whether you want the engine ~ YES Al el Jawe a5 S o el da 22 2
to be flushed and did it if you agreed? NO N ki) go Jla A lly,y
3| 23. Did the attendant fill the correct grade as  YES lil ax Sl s o/ 58 Al caba gl Bl Ja 23 3
you requested? no [ y fleidl Al dagaiall
!
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Scores Critical Areas Al c¥laall Lia
[ oo ves B im0 i o el 24
minutes? no O k] fual s 4283 saal Judill A (8
3 25. Did t_he_attendant ensure that the carter YES pad ufﬁgﬁﬁj;ﬁzh jﬁ%\iﬁ 25 3
bolt is tightened and there are no leaks? NO O y ? e 30
26. Did attendant carry out the following Llaall Cilia gaill ol jals Calasall o8 Ja 26
complimentary checks: RV
ves @ -
31a. Battery Water top up no [ b At cle dils) 31a.
na O sy
YES ol
31b. Coolant Water top up Nno O N coolant/a sl cle dilua) 31b.
na O sy
YES o }
31c. Auto Transmission Fluid top up NO D Y S 20 BU )\P’ u” ML“’\ 31c.
(st 1)
nva [ sssy
YES pad
31d. Brake Fluid top up no [ y dajlcyyils) 31d.
na [ sy
ves I
31e. Gear Oil top up no [ b oo ol oy Adl) 31e.
na O sssy
ves A
31f.  Air filter cleaning no [ Y gl b 3F,
NAa D] sesy
ves X
31g. Wiper Water top up no ] N a3 clalieal ol i) 31g.
NA D ahsy
ves (4
31h. Clean engine using air gun Nno L1 Y elsedl etaa ahaniuly ol cadas 31h.
na [ sy
Xl ; , .
3| 27. Were any of your questions related to :;is ;j a: dahaiall el e (g uJﬁ :\‘-.’\é\!\ um Ja 27 3
lube change answered? S 3l i Alany
NA ] ki
: e % ks §
5|28 aig g;e: staff place the mileage sticker i :(E)s g ?: = @mﬁfdﬁf ;‘;“; 28 3
' nva [ by %
ves
41 29. Were you offered a receipt voluntarily? ~ NO O ) S bis) oMl Jua g dile = e do 29 |4
na ] abuy
5.  REST ROOMS AND MOSQUE saauall (alasdl feull ) dal ) i L5
Scores Critical Areas Toulad) SYlaall Jaih
3 , ves X . o 3
30a. Were they adequately stocked with all O N Ay gl e Jlinsal) grang ® e S Ja 302
necessary supplies such as soap? NO oghall Jia
nva [ ghuy =
3
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Scores Critical Areas ' ) claal) PATH]]
A ves [ -
30b. Were they adequately stocked with all o O ¥ s all Sl Sl waens 3 jeae <ilS Ja 30b
necessary supplies such as toilet tissue? : Sull i 599 Jia
wa [ gy y ==
30c. Were they adequately stocked with all YES o sl e Slial) & e S . 30c
necessary supplies such as paper towels? no Oy 48, ol Cidiliall Jie
(paper towels are not required where fully , Gl 850 aie 4yglha ye 44 ) —hiliall)
operational hand dryers exist) N/A (i ¥ (A1 Al
v : 944,55 Julid) s
31a. Were sinks clean? YES M i Al ""\j:l:uLl:lyrj 'lsdT‘ ‘.318
require comment when marked ‘No’ No OOy sl o MY Aa Yl il 1)
NA [ gayy
—— TR >
31b. Were mirrors clean? YES P ol ) g Uf‘;ru L‘Sgl?‘,31b
require comment when marked ‘No’ o OO0 el o2 Gl s )
NA [ sy y
T - i el e g
31c. Were hand dryers clean? YES ET e . Tuh LfAf,i{,, ,LT:”;?\,SLSJ: "31C
3 require comment when marked ‘No’ no I, ¥ gl o MY ) s 1y 3
NA [ sy
i . ?'" e . -y -l
31d. Were dispensers clean? YES ' P . % Uﬁhﬁjﬁhi:r‘f‘%g%. |'31d
require comment when marked ‘No’ Nno [ ¥ el oa i Y e cals 1
NA [ shyy
YES X'
31e. Were toilets and urinals clean? NO D ' N fAadas Joyall Al il Ja 31e
NA [ gy y
f ; Ay VI e
32a. Were doors clean? YES mr e ol '."\J"L.jblf;l ﬁ§lsd7.‘.32a
require comment when marked ‘No’ no 0 ¥ S A s
NA gy
ves X'
32b. Were walls clean? NO D’ ¥ faghs glandl S Ja 32p
NA [ sbuy
ves X
32c. Were ceiling clean? No [ ¥ Sk i S s 32¢
NA [ gy
ves (X
2| 32d. Were vents clean? no [] b il liall il Ua 32 |2
NA [ sy
: faany luca ,Y1 Cuils
32e. Were floors clean? YES P L al Mem,,y,;‘ N fyr” 'lSJT' “326
require comment when marked ‘No’ no [ b s o MY Y s 1y
N/A D bl ¥
YES o
32f. Were baseboards clean? no [ N Ak a3l # g flailall 150 il Ja 30f
NA [ iy
YES pad
32g. Were grout clean? NO g ¥ Sl L3 )\ Ja .32g
NA [ sy
|
!
i
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Scores Critical Areas Ll el Jatlaihy
YES o
33a. Were trash containers clean? no [ b fhdk dolaill iyl ilS Ja 333
NA [ Gy
2 - 2
YES o
33b. Were trash containers not overflowing? NO D ¥ fAaild pe ddadll clyda culS s 33b
NA [ by
ves [ o ]
o |34 Was the restroom smelling clean & no [0 % sh 05%) Blinia g Aigdai Jlaall A0 ) S Ja 34 2
fresh (without any offensive odor)? $(olaall A Ay S A
NA [ ey
P e pland b O eadl s ilS b 35
35. Were all the facilties inside the ves B e e e o s, 3
restroom in good working condition? L % R
2 require comment when marked ‘No’ no [ v gaasill o Y ey s 1) 2
NA [ Gy
; £(5) ki dandl e ) i (IS
36. Was the Mosque premises clean? ves [1 o ( )_ };d\ ' ,,:; LL‘;\MEIST: 36
2 require comment when marked ‘No’ No [ ¥ s > A gl s 2
NA K] ey
Comments: rlBBadlall /[ gadesl)
FOR OFFICE USE ONLY Jagd gall pladddl N
awal) Jal8il) JRCHIRIL AN , .
Y . E : il
/o ACTUAL SCORE MAXIMUM valuation P
Approach and Cleanliness Adtaill y ol BYY 11
Greetings and Initial Checks | Ads¥) iSulilly cum 3V |2
éfapf(faarance and Behavior of il sl sy jebie (3
Service PURTRIY ]
Cleanliness - Restroom and babaall — Ailkilt
Mosque Ancsall
TOTAL § saxall
5 +
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eppca — B RYWIES SERIAL NO.

No. 360502 | ; : I 5 ’ 61116

S Name [ e b7 q S ............. WA ake / Model : .o JEFEENEEN L AT
; 124559.... 'T?fe;.éﬁ“'- ........... e s

Tel. No. : :
Km Present : Next Oil Change Km: . l 8 2(5\?},7 . ........................
Descripton | PLU# | UnitPrice |  Qty. ore 02 P18 i
B 1-OILCHANGE
"~ __Petrol/ Dlesel Engine Oll
Additional oll 500 ml
Service charges
1%01%
W 2-PACKOIL e
Service charges 62N -
Heavy Vehicle service charges o~ S co
SN 5]

[]
'—"p\-flL"FiL'TER !
TX 659
4L OTHER SERVICES ]
Alr Filter / Battery & /
Engine Flush / Others % /
2 /
3 /
1
i
SERVICE CHARGES ‘ i AAALS L]
TOTALAMOUNT : g6 y

All aboNg g6 have been checked ([‘_‘jV—’,DNo ¥ e odel 3ygS 3l Aaki Y+ juyad ‘:3

N\ Thank you for your visit —S f p S

Gustomer Care 800 4500 £ aall dans |
%o 4 \ Z_S).@“ M.u.n“ﬁ.' |

Recelved ke vechicle in good runnmg condition.

Customer’s Signature J—seall ps2s5 QOC Operator’s Si+nature el 3 Qo calaga paBes







