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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center g
] ciwemarat [ B @554 Eppeo/Enoc [ [ a5 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
/066 Name Number Name Number | Name Number
Wilbeyt | [ [ 1 [ |
Gender Height Built Spectacles{ Beard | Mustache| Ethnic Groups
M| F JT M]S| T [M]F JYes| NojYes|No]Yes| No |indian Pakistani[Filipino [Expat. Arabs] Others:
NOOROOROOKOROXR O O K O O
Western . . Umm Al . Ras Al .
EMIRATE Region Abu Dhabi Dubai Sharjah Al Ain Quwain Ajman Khaimah Fujairah
O O N O O O | O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
ol0][ 46| 6l4 123 |1 99 1014 10[2 [17:30(%:50
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday | Monday | Tuesday | Wednesday | Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
VISIT VISIT ]
0O O O ® O O 0O O O o O
1. APPROACH AND CLEANLINESS A3l 4 9\)35\‘1\ A
Scores Critical Areas Al el Jalai
vyes D4 a0 s )
1. Was there proper sign to the Lube dihie o AYalldaalgdadellia i€ da 1
. no [ y .
changing bay? oy W s
na [ shuy
_ vest A w
3 2. \é\'{gasr:it;zclj%be changing area clean and NO D Y Ay Akl oyl i dikie culS Jo 2 |3
na [ shuy
ves [ .
4|3 Was there any oil leaking and falingon <] q e ae gyl s gl s S a3 4
to the floor of the lube bay ? Sy Myt Adhaia & (Y
na O shuy ’
YES px
21 4. Were the waiting area and table clean? NO [] ¥ faada Al Ul Uauy) dihic cilS Ja 4 |2
na [ ahiy
5. Wasth l th YES M e
5 woariinge’? elevision in the waiting room no [ Y Y R b deu op il JS G 5|2
na [ sy
YES ax o .
6. Was the board displaying complimentary 0 q il Lgle jeda il sl culS a6
services neat and clean? faudal 43 pe Alaall Cilenaldl
na O sduy
2. GREETINGS AND INITIAL CHECKS Sl Sl g a2
Scores Critical Areas Al ¥l Jalait}
3|7 Was there any delay in approaching ves [] px Al B 3l ol s S ds 7 3
customers? Nno X Y ol sa cala gall
8. Were you greeted in a friendly manner ~ YES . o~ by sk dhan il de 8
(pleasant feeling)? NO oy $ (¢ e
S8 Ja il gall &gl Caa g a8 sla ;oY 1)
51 If no, please describe behavior: Was it Lf - bi;l . Jj; j;i o |5
arrogant, without any expression, normal G R O 5 5 ;"‘Z;
etc.....
NoRMBL EXPRESSION, BUT 1D NOT GREET
+ 1 +
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Scores Critical Areas Dt c¥laal) BAVH]
9. Did he guide your vehicle for positioning  ygg [X ; sall Al 1 et als 3
3 at the stopper and asked you to switch = t~ (:“ - ul%‘d, "'il ‘T‘J -~ L_,‘LJA‘ "ud‘s -9 3
the engine off? Nno [ ¥ el il o e il g 5t Giliyy
10. When asked by customer, was the ) . IS da o daandl e il gall g Ladie
5 attendant knowledgeable of different YES X i :j;ﬂ - ‘ Jll d_\u: / l}’?] ly 10 5
grades of oil, filters and their relative No [] y 5= > &‘;" ) ; f"k‘
benefits? Tleie JS X5
) ) YES X ] .. .
4| 11. Did he offer the waiting area to you? N(E) 'ﬂ; LAY 48 e oY elle e b 11 (4
12. Did the staff thank you as you were YES X N N .
4 leaving? o [] g TS L S Gyl s 12 (4
3. APPEARANCE AND BEHAVIOR OF STAFF 1aeS sl Cuilhgall jelia 3
Scores Critical Areas EEWI O PN | PAH(]
. YES ]
3 13. \;ﬁzsﬁ?ye?umform of the attendant neat NO D Y ey Gl ealall s sl G oS O 13 |3
NnA [ sy
YEs X N N
3| 14 Was the attendant wearing visible no [ q e A8y (o3 35 gl il sl S b 14 3
nametag? Tz po s dant lgle
NvA [ shuy
YEs X o ] o
3| 15 Was he able to communicate with No [ Ny o ol 5ill e 150l Gala gall S o 15 3
customer? sl
na [ sy
YEs B
4 | 16. Was staff courteous / friendly? No [ ¥ Skl ga s il gl S Ja 16 14
va [ sy
4, SERVICE il 4
Scores Critical Areas Dpaleall caAl Jatail
: 23S O G Baadlly cabs Va4 Ja 17
17. Did attendant check whether you need  YES X a The )Ld il }A ¢
3 " let il ch o) gg‘)ﬁy_:?lg_\e)nt\ﬁhayc@njw\ 3
op up or complete oil change? No [ y e sl
3| 18- Did attendant check with you whether  YES px 8 8 1) Lol lie il sl 383 n 18 3
only oil is to be changed or oil with filter? yo [} Yy € a3 ol Jads g 0 el
19. Did he check using gauge the quantity ~ YES B sa ¢la8iel o il (5 s Gty cali sl 5l dA .19
3 required to be topped up and informed ey Al 3l A Goanll sl 3
you? no [ ¥ fallyy elalyl Ll
PO Sl Gl e sl Galhgall A6 Ja 20
3 20. Did the attendant check for oil leakages YES g o &?}/ﬁ\i} Sl e bﬁj Cant 3
under your car from filter and drain boit? NO D y tey
3| 21. Did the attendant drain the used oil YES [X A el 3OS & 5 Cala gl A8 Ja 21 3
completely from your car? Nno [ N el (e
2| 22 Did he ask whether you want the engine  YES [ pr Al paall Jae oy g€ o) @il Ja 22 2
to be flushed and did it if you agreed? NO D ¥ feligal oo Jla iy
3| 23 Did the attendant fill the correct grade as  YES X pxd Su 3l Aa ofp 5 Adlaly cals gall Gl8 o 23 3
you requested? No [ Yy fleidb Al dasaiall
2
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Scores Critical Areas Agulad gl PRI}
24. Did he request you to start engineand  vgs A g jaall Qe o 5 of et Gl Ja .24
3 Iegve it running for one and a half D fiai s 48 53 Joll Alla g,i 3
minutes? NO b 5 g :
3 25. Did t.he_attendant ensure that the carter YES E e wi‘):);ﬁﬁjli\:h jl_fﬁ; 25 3
bolt is tightened and there are no leaks? no O N ecu 3l
26. Did attendant carry out the following Lilaall Cla saidll ol by alasall B Ja 26
complimentary checks: saajulf
ves
31a. Battery Water top up no O b )lall ele Al 31a.
na [ sy
YES axl
31b. Coolant Water top up NO D bl coolant/s sl el ddls) 31b.
nva [ gy
YES o ..
31c. Auto Transmission Fluid top up NO D N e ’LP w) m“ 3te.
(Osssanadl )
na [ by
YES axd
31d. Brake Fluid top up no OO 3 dosil cyydilal 31d.
na [ sy
ves X~
31e. Gear Oil top up no O ¥ ool ol el 3le
nAa [ sk
YES oxl
31f.  Air filter cleaning no [ Y sl lwks 31,
nva O sy
ves I
31g. Wiper Water top up Nno 1 N o3l clalinal el i) 31g.
Na O ey
YES ¥
31h. Clean engine using air gun NO O ¥ el (et aladiuly el Cdany 31h.
na [ sy
4| 27. Were any of your questions related to :“E)s “: ddlaidl dlilind g sl e ;‘T.’L?Y‘ uN da 27 3
lube change answered? ol s Alany
na [ sbuy
3 28. 515 (t:r:; ::,taff place the mileage sticker in :is % e: ngmt\:i:ﬁﬁ;jﬁ 28 3
' na [0 ssyy € el
YES ol
4| 29. Were you offered a receipt voluntarily? No ] Y SR Dl dhaydlle e Ja 29 14
va [ sdny
5.  REST ROOMS AND MOSQUE sapaall g (alasdl el ) alJl g 5
Scores Critical Areas Al cad) pRTH]
3 30a. Were they adequately stocked with all ves X o gl il Jld) azang 8 jeae <ilS o 30a 3
necessary supplies such as soap? NO D ¥ S gall Jia
va [ gsiy EE—
3
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Scores Critical Areas Al VLl Jalaily
YES i, )
30b. Were they adeqyately stocked with all Ni % ?’: gyl Sle jlidl aaans 3 3¢aw <l o 30b
necessary supplies such as toilet tissue? cullgil (5 199 Jia
NA [ swyy
30c. Were they adequately stocked with all ves [] pd s eal) el aeas 3 3¢ <€ Ja 30c
necessary supplies such as paper towels? NO D v ] 198 il i
(paper towels are not required where fully - Clidas 845 die Ay gllaa e 44l adliall)
operational hand dryers exist) NA X @iy (Y1 )
31a. Were sinks clean? ves [ pud -l ’ "Y'?“td\‘jrf ‘SlsdT .‘318
require comment when marked ‘No’ NO D ¥ C’“"‘S A Gl
Na [ gy
: faadas Uyl cuilg
31b. Were mirrors clean? ves i e Ll g Mfyr“ 'LSJT‘\.31b
require comment when marked ‘No’ no [ ¥ crasll o Al s
NA [ gy
H P45l | Clddae cilS
31c. Were hand dryers clean? ves [ o o gl i ‘é%&gyﬁ .\SJT-J"MC
require comment when marked ‘No’ vo O ¥ Gt e o AR AR
NA [ sy
s fagki o sball clikle il
31d. Were dispensers clean? ves b = ) )in o "yfa.,Ly\uj .lsdz|.31d
require comment when marked ‘No’ no [ ¥ T2t o> e
NA [ gy
YES X o
31e. Were toilets and urinals clean? no [ N faad Jpal 4l il Ja 31e
NA [ sy
R ; faidai Ll ) culs
32a. Were doors clean? YES e - j,y,,;';jlyﬁ .LSJTS‘GZa
require comment when marked ‘No’ no [ b Gt o> PR AR
Nna [ gy
YES poss
32b. Were walls clean? no [0 v fdagdas Uaal) cilS Ja 32b
NnA [ gsuy
YES pd
32c. Were ceiling clean? No [ Y fadai caull S Ja 32¢
NA [ suy
ves B s
32d. Were vents clean? Nno [ Y faddas ML cuils Ja  32d
na [ asuy
; faaday claa Y1 il Ja |
32e. Were floors clean? ves B pr ) e in s m32e
require comment when marked ‘No’ no [ ¥ Tt > ) !
nva [ gayy
ves X
32f. Were baseboards clean? Nno [ ¥ gk sacldll & o /lailadi 15 <l Ja  32f
NnA [ swuy
YES 8
32g. Were grout clean? NO D ¥ fduas B3 IS da 329
NA [ iy
4




Scores Critical Areas Al el Latai
YES X o=
33a. Were trash containers clean? no [ ¥ faadas Aaladll il sla <l Ja 33a
) NA [ asuy 5
YES X
33b. Were trash containers not overflowing? NO O ¥ Phcailh e daledll i ga S o 33D
NA [ iy
ves @ e .
) 34. Was the restroom smelling clean & no [ . 1 Q) Bnia g Aikai pleall Aadl ) cilS da 34 2
fresh (without any offensive odor)? Splanll B A S A
NA [ aiy
; Jand aleall 8 <) jaeatl azan cuilS Ja
35. Were all the facilties inside the Yes B o P e B . e, 35
restroom in good working condition? . . et
2 require comment when marked ‘No’ no O v gl g MY A CiS ) 2
NA [ adyvy
3 §(5) Caakai daawal) Acli ol e (S
36. Was the Mosque premises clean? YES D - ( ), :‘ ’ ,,:;, LL‘;T‘*U'IST'&T .36
2 require comment when marked N0 ~ NO [ ¥ g sl o g s ) 2
NA X @y
Comments: CilBadlall / galesl)
FOR OFFICE USE ONLY Jagh uigal) 33.:5.3..‘4\1
Unall L LAl Je ¥ aad)
o ? A e
Yo ACTUAL SCORE maximum | Fvaluation: s
Approach and Cleanliness Aaaill g <l B |1
Greetings and Initial Checks | ¥ <ilSadilly cus il |2
Appearance and Behavior of cals ol .
Staff Ol gall A sluy yedae |3
Service Aeaall |4
Cleanliness - Restroom and laleall — Adkd) |
Mosque el
TOTAL £ gaaall
5
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No. 5 1 3 l 9 4 bzl s yela Date : Z’)«L{”VZ gkt k

SHte f.oo e 29 Cash Memo TIME © oeroeieerceseernnenensd el SERIAL NO.
- i
NAITIE  oovivreeeeeereeeieeeseeeasieeeeebtaesssb s as s e e snt s e snaneassns Make / Model r0YOTA—| 7 8 o
T NO. © eeeeeereeeeteeteerre st e st e e bt an e s aaneas Reg. No : (00’785 ................................. :
KN PPESENT & c.eoecvreeeecrieseeeceret et esssisssssasanns Next Oil Change Km: ............. '
P Description PLU# | UnitPrice | Qty. e B FRCe
1 - OILCHANGE Y
Petrol / Diesel Engine Oil ool i
Additionat oil 500 ml N (34 /)
Service charges vod
Roll
'} A 2
pa) I
B 2-PACKOIL ‘Hhapt™

Service charges
Heavy Vehicle service charges

. 3 A7 (] po) @ . Wal
3 - OIL FILTER 2701 27/
[ |
4 - OTHER SERVICES ‘ T — .
Air Filter / Battery (718 |1£3 17 < vy
Engine Flush / Others
]
{
SERVICE CHARGES —
TOTALAMOUNT &V\ )

All above 20 points have been checked /ﬁ( " No Y7 @ oMel 5568 Al Alady Yo o ya0 @5
Thank you for your visit PRI S P RS § U -
Customer Care 86 4500 Y AN
3 da Al ofa .S ).4_” ¢ Mot ‘d
Received the in.good running condition.
/'/ "
o ~\
c & o wa g s
“h ._;', H R \j € ; g; B .
o N L ) > de .
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