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PROJECT : ELARA (Lube Change - FINAL 2012)

PROJECT: ELARA - Lube Change

+

SERIAL NO.

6|70

+

50,
Pan Arab Research Center w

Eabu! Emarat [ [:] <53/ 58 Eppco / Enoc / D <5 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
26 0. S Ay 2uodl Baa. 12gog¢ No% R
Gender Height Built  [Spectacles] Beard | Mustache] Ethnic Groups
TIMJIS|T [MTIF |Yes[No|[Yes] No [Yes [ No findian [Pakistani|Filipino [Expat. Arabs| Others:
EDDIDDEDDIEDI&DDID O O
EMIRATE ngzg‘" Abu Dhabi |  Dubai Sharjah Al Ain ommAl L Aman | RaSA L Fujaira
| O O O O O O Kl O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
LRVl olul 5] kol ol (| ola (8231800
07:00- 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday | Monday [Tuesday [Wednesday] Thursday I Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
VISIT B ] 0 ] O VvISIT | O 0 O O O
1. APPROACH AND CLEANLINESS :HLESS\J c,g\ﬁ\gl 1
Scores Critical Areas EENEI AN PO | Liai
ves D o s .
1. Was there proper sign to the Lube no [ q dbie Jo AVl daunlgdagd dllia S da 1
changing bay? Teu s
nva [ skuy
. YES o
3 2. \é\::asr:;zclj%be changing area clean and NO D ¥ A e Akl gl ki dihie S Ja 2 |3
nva O sy
vyes [ ] )
4|3 Was there anyoil leaking and falingon N e ds s Gyl ot gl dllia K 3 4
to the floor of the lube bay ? - Sy M st ddhie b LY
nvA [ sduy )
ves I =
2| 4. Were the waiting area and table clean? NO [] ) fagda; Ad Ually sUnyl dahie cilS S8 42
nva [ sy
e telovicion B ves [
2 5. \\,/vvoariitng%te evision in the waiting room NO v UGV e 3 e i S da 5 |2
nva [ amsy Voo Th
vEs [ - g
6. Was the board displaying complimentary 0 g Al lgle jela sl il ds 6
services neat and clean? fAaka 5 A je dilaadl Caleaall
NA [ skiy
2.  GREETINGS AND INITIAL CHECKS Al Y1 el s a2
Scores Critical Areas Alad) a¥lsal) Llas
3 7. Was there any delay in approaching ves [] p a8l 8 el gl dla S Qs 7 3
customers? NO N ol ol sas Cals gall
8. Were you greeted in a friendly manner ~ YES b o sbuly) 405k e cam M S da 8
(pleasant feeling)? No [ N ¢ (e
TS Ua il gall & gl i g1 B pla oY I
5| If no, please describe behavior: Was it "i Je L:;j ﬁ:‘ j:ﬁ . J.“ 15
arrogant, without any expression, normal & 2 oot DI . C—“
etc.....
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Scores Critical Areas IO TN PON | AN
9. Did he guide your vehicle for positioning ygg : Ll S 3 s b el o)l A6
3 at the stopper and asked you to switch - (:!” |‘f’ . "‘Jﬂu &_‘1 . Lf!! e.\;l; -9 3
the engine off? no [ Yy S ad ki 8 okl ey
10. When asked by customer, was the \ S Ja draadl e il sl J Ladie 10
attendant knowledgeable of different YES E i Gb,u .. < yd y
5 . . . ubﬂﬂbuﬁ)nu\éJJ/t|yh.ﬂMch 5
grades of oil, filters and their relative NO D v o e
benefits? Tleia JS 20l g8 g
. -, YES [X px cogl 58 s n flews
4| 11. Did he offer the waiting area to you? no [ g SV Ad e A iVl elle e b 11 (4
12. Did the staff thank you as you were YES pa ¢ 1l i€ Lt o} S il ol L3
4 leaving? no [J v £ 3 s Sy el gall B s 12 14
3. APPEARANCE AND BEHAVIOR OF STAFF radS slug Cuilhgall sglia 3
Scores Critical Areas DYt el PRV}
_ ves R
3 13. \a/‘\:zsﬁtcri\;?umform of the attendant neat NO I:l Y 905y Gyl ualall Gl gl L S Ja 13 |3
Na [ iy
ves [] : . .
3| 14. Was the attendant wearing visible No X ~ ey Ay (55 5 3 g sl alagall S S 14 3
nametag? Sz a5 daul Lgle
na O sy A i,
YES ; ) N
15. Was he able to communicate with o deal gl e 1508 Gala sl S s 15
3 customer? Nno [ o 3
? T0 sl
va O sy
YES pad
4 | 16. Was staff courteous / friendly? No [ ¥ Sldalffagn s ik pdl S Ja 16 14
nva O sy
4. SERVICE il 4
Scores Critical Areas Al YL AV
2 L S ) e el b el A5 Ja
17. Did attendant check whether you need YES X i L-u uuﬂ sa }A, ¢ o A7
3 top up or complete oil change? S il ol il Adlal pliad s L 3
p up P ge? Nno [ ¥ Sl
5| 18. Did attendant check with you whether  YES A S L e i) G 0 18
only oil is to be changed or oil with fiter? nNo  [] N ¢ il 5 3l dadd a0 s
19. Did he check using gauge the quantity  YES aar Il Cu 3l (5 giesa iy ol sall AE b 19
3 required to be topped up and informed EEN | NV B S R - | DR 3
you? Nno [ b fellyy i Lgislia)
§ Oe Sl ot (e il sl 8 b 20
3 20. Did the attendant check for oil leakages YES Ot ‘—u;f: /ju\_u: i b)ij Cand 3
under your car from filter and drain bolt? o [ v e oReIE .
e 3l
4| 21. Did the attendant drain the used oil YES B at el o3l US @i il gl 6 Ja 21 3
completely from your car? no [ y el 5l (ge
o | 22. Did he ask whether you want the engine  YES el el Jawe i cas of el o 22 5
to be flushed and did it if you agreed? Nno [ y fligd) o Jla A Gl
3| 23. Did the attendant fill the correct grade as  YES axd o3l Aa e g Adlaly calasall JE Ja 23 3
you requested? no [ y gl Al dasaiall
2
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Scores Critical Areas Ll eylaal Jaladl
o[ 7 Dt odoon g endvES B 5,0 i e 28]
minutes? no [ Y Tudualy i sad i) Aa
3 25. Did t.he.attendant ensure that the carter ~ YES E pu wfﬁg&’rﬁlﬁ& 5:51%: '25), 3
bolt is tightened and there are no leaks? NO D y j i s ‘,u)u
26. Did attendant carry out the following Lilaall Cliasaill ol ol cabagall 8 Ja .26
complimentary checks: -l
ves B
31a. Battery Water top up no O 3 il e dilal 31,
na [ sy
ves I
31b. Coolant Water top up No O y coolant/s sl els Zila) 31b.
va [ sy
ves K o A all JI lea <y ) Al 31c
31c. Auto Transmission Fluid top up NO D b * (é}&;m‘ﬂ‘)‘ :
vAa O sy
ves P4
31d. Brake Fluid top up no [ y de il cyj sl 31d,
nva [ sbuy
YES al
31e. Gear Oil top up no [ ¥ wes Al pmllcyjdila)l 31e.
va [ sy
ves K
31f. Air filter cleaning no [ y clsedl jli ek 31f,
na [ syy
YES o
31g. Wiper Water top up NO D ¥ o Clalid cle dil) 31g.
na [ abyy
ves [A =
31h. Clean engine using air gun NO |:] N el Gadee pladiily o jaall cadan 31h.
nva [ sduy
N/ .
3|27 ?Nere any of your questions related to :is : Aaleial) lilinf (ya g u-l‘ z\f\e}” ‘?w 27 3
ube change answered? Sy 3l e Aaleny
nva [ sdiy
3 28. tl%i: (t:i;e: gtaff place the mileage sticker in :Zs % ?: Am@mﬁ&ﬁf;ﬁ 28 3
‘ na O seyy €5 e
ves O
4| 29. Were you offered a receipt voluntarily?  NO Y SLLES Nl Ja g dlde (ymje da 29 |4
nva [ ssiy o Ao, a8
N O S —==vo=
5.  REST ROOMS AND MOSQUE anauall g (pleall ful) 5) dal ) i 5
Scores Critical Areas bl SYLaall Jaail
3 30a. Were they adequately stocked with all ves B4 e 4y pall e Hhuall aran 3 jeae cilS da 303 3
necessary supplies such as soap? NO D ¥ O sall Jia
va [ gy =
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Scores Critical Areas Lt ¥t PRI}
ves B =
30b. Were they adequately stocked with all 0 ?’;‘ A s palt e el aaamns 3 jeaa cilS Ja 30b
necessary supplies such as toilet tissue? NO cll gl (G99 Jia
nA [ gy
30c. Were they adequately stocked with all YES i Rl alelill g 8 e S .30
necessary supplies such as paper towels? NO D y 48,5l cadliall Jia
aper towels are not required where full Clidaa 845 die 4y & a8 gl castiall
(pap y A oA )
operational hand dryers exist) va [ ayy Gy a0
4 : Taidas Julid) cal€
31a. Were sinks clean? YES px gl ’,.\J.‘.'l;_hy;—f .&%."313
require comment when marked ‘No’ no [ ¥ sl 2 g s 1)
na O gy
: Faidai U ,all cos
31b. Were mirrors clean? YES & px Ll ':Y" )\:\J‘uj _\SJT."Mb
require comment when marked ‘No’ Nno [ Y sl o YT ALY S 1Y
nva [ assy
31c. Were hand dryers clean? ves 4 pr ol "s'\f,i:,ﬁml:,‘gfff?"?’m
require comment when marked ‘No’ no [ ¥ ol o2 e
Nnva O gy
; TRkt () plaall Sl s
31d. Were dispensers clean? YES E - . j‘ o "Y‘:_ihi.;{r‘j ,ISJT."SM
require comment when marked ‘No’ Nno [ 3 crasill o2 Gl B )
nvA [ aauy
ves i
31e. Were toilets and urinals clean? Nno [ y $aa (el LSaF S o 31e
NnA [ gy y
32a. Were doors clean? YES E o o mﬁ,ﬁﬁ‘i&ﬁ‘iﬁ?fma
require comment when marked ‘No’ no [ N gl o2 YT ALY s 1y
nva [ asuy
ves I
32b. Were walls clean? no [ N faada el S Js 32
na [ sy
ves 4
32c. Were ceiling clean? no [ ¥ S Gl S da 320
NAa [ gy
ves A =
32d. Were vents clean? Nno [ y $aiuks MLl S Ja . 32d
nA [ sy
<] . fagh culu Y1 s
32e. Were floors clean? ves px Sl o "Y':ij‘y1 “lsd-:.‘.328
require comment when marked ‘No’ no [ b geasill o2 g s )
na [ iy
ves
32f. Were baseboards clean? Nno O ¥ faghai el & 5 adlall i ) cailS Ja 32f
nva O ssay
YES B
32g. Were grout clean? Nno OO ¥ faulas W30 oS Ja 32g
nva [ adbyy
4
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Scores Critical Areas gl cLaal) Jlash
YES [
33a. Were trash containers clean? NO D N faadas Aaladll iy s S Ja 333
NA [ @iy
2 - 2
YES pri
33b. Were trash containers not overflowing? NO [] ¥ fAaild pe dalaill Gl s << da 33b
NA [ gy
YES ) e o ,
2 34. Was the restroom smelling clean & no [ N sl ) Rty Al plaad) Al il Ja 34 2
fresh (without any offensive odor)? olandl L dgy S A
NA [ asuy
: Jant alaall & C et jea S Ja 35
35. Were all the facilities inside the ves K e e e
restroom in good working condition? L. o e it
2 require comment when marked ‘No’ N O v g sl (oa o MY ALY A8 1Y 2
NA [ abyy
3 £(5) wiudai dadl Al e oK
36. Was the Mosque premises clean? YES D P ( )‘ ,:’Al ’ e Ltﬁgﬁtst: 36
2 require comment when marked ‘No’ NO [:] ¥ ot el . : 2
NA B iy
Comments: rcilBadlall [ gadadl)
FOR OFFICE USE ONLY 1add (igall aladiuy
Alyucalt Skl LAl Aoy aal) . "
9 . : |
A ACTUAL SCORE | MAximum | Fvaluation +
Approach and Cleanliness Aalkaill y o sy 1
Greetings and Initial Checks | A)s¥) <ilSuil y cus il |2
gi)apf?arance and Behavior of il sall gy selaa |3
Service daaill (4
Cleanliness - Restroom and Slabaall — sl |
Mosque aowall g
TOTAL & sanall
5
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SslyL sl
HUMAHD CAR WASH

SO 5

1604

Gl

5‘) 9;’ I_J? Vehicle]

INVOICE LM 1 S« H¢

gl I /= 74 WS

D)L—hﬂ
=) 7

SERIAL NO.

. |

DESCRIPTION ot il At')"i'r‘z:’r:T &‘:"‘:'

' (@) Full Wash g Jmolss Jounse (1)

(2) Body Wash [ ] o=k Joant (1)

(3) Engine Wash [ ] LS sz (¢)

(@) Oil Change (M— ey Jass () 130

(®) Filter Change ] JT Iy ¢y
“@ Body Polish ] ybesd! gasls (7)

"@ Greasing N oemis (V) ,D -

i

]

h)nly ........................................... \ ...................... Bad| )40

Km.

Superv@i&q

-

Received Jliisw¥l Ll ga

Adguin K1l duS il aladll gl WXl 520
6 b ol ielill didaia,Ualt Guyke Y f (FFERY ;a1 ¥ 11711

: 07-2226101, Fax : 07-2226181

}aats FEA.

Lis JLh.cl 6' ok dlghaas pl Byla¥!

N

P.0O.Box : 3480, Air P()rt Road, Al Faliya Area, Ras Al Khaimah - U.A.E.







