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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center w
D <l )kl Emarat / g 44/ sS4 Eppco / Enoc / D &5t Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR.#
; Name Number Name Number [ Name Number
106 cAeoss | 11 1 [ ]
Gender Height Built _ [Bpectacles] Beard | Mustache] Ethnic Groups
TIM[S |T M F |Yes| NoJfYes] No|Yes[ No |indian [PakistaniFilipino [Expat. Arabs] Others:
MDDMDDIDD-DEDEDDE O O
EMIRATE ";ZZ'I‘;': Abu Dhabi |  Dubai Sharjah Al Ain g’:;‘ai‘;' Aman | (2Bl Fujairan
O O K O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
o3l o413 119 [ ol> | o4 |20%4031:05
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 D D D D VISIT D D E D D D D
1. APPROACH AND CLEANLINESS AUl 4 c,a\jé\‘ﬂ 1
Scores Critical Areas Bl ¥l Ltai
ves B a0 e
1. Was there proper sign to the Lube dhic e AVlldaaljia ddua g da 1
. no [ Y - .
changing bay? MGITR\TTPL
nva [ abiy
. ves R~
3 2. X\:g:r:ihzzgf?be changing area clean and NO D g i e A Cy M s Akie culS Ja 2 |3
va [ abuy
ves [ ) . .
4|3 Was there any oil leaking andfallngon 2 q e e gyl e ol dlia S a3 4
to the floor of the lube bay ? eyl ypas Ailaia 8 LY
na [ sduy
YEs A =~
21 4. Were the waiting area and table clean? NO [ ¥ agula Al stall 5 Uiy dihie S Ja 4|2
nva [ asiy
5. Wasth | h YES w ™
. tl ision in t iti J
9 woariinge?te evision in the waiting room no [ ¥y oI Al e S denondill S da 5|2
NA [ iy
ves I~ s
6. Was the board displaying complimentary [ g Ll lgle ek Aldallculs da 6
services neat and clean? Saadat ¢ A5 e Agilaall Cilanall
na [ by
2.  GREETINGS AND INITIAL CHECKS 1Y) clpdal g qua 3l 2
Scores Critical Areas At YL Jalaa
3|7 Was there any delay in approaching ves [] px Al B8 & el ol s S da 7 3
customers? no X N ol ga Cals sall
8. Were you greeted in a friendly manner ~ YES O o Galul) W3 il ds 8
(pleasant feeling)? Nno N ¢ (o
S O rals gall gl Ciuia g 28 cla 5 (Y 1Y)
5| If no, please describe behavior: Was it Lf e szj . ):; j;fj g.' J,‘ ‘15
arrogant without any expression, normal i A e .(‘_MA;_\;
NogmpL o QREETIN G
+ 1 +
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Scores Critical Areas Al eVl PR
9. Did he guide your vehicle for positiqning YES m A i) sl S il L Cals gl RN
3 at the stopper and asked you to switch o . ] . e 3
the engine off? NO D .Li‘)&a“ Z;Q.L.l ui Liha g‘d.LJ oJl,}uJ‘ a_a\:g\_J
10. When asked by customer, was the YES mi oo O da caaall e il sl S Laric 10
5 attendant knowledgeable of different il g W il Je gl s
grades of oil, filters and their relative NO D y ISR RS . . ?h 5
benefits? fleia JS il g
. YES ;
4| 11. Did he offer the waiting area to you? NO g ?: LIV A e 8 s elle jm e Ja 11 |4
12. Did the staff thank you as you were YEs [ ~ et . .
4 leaving? No LI g T Ly S Gl s 12 (4
3. APPEARANCE AND BEHAVIOR OF STAFF S ol g (il gall s8a 3
Scores Critical Areas Lpulal ¥ Llail
13. Was th f f th YES m ~
. uni t t t t . .. .1
3 an?jstid;? niform of the attendant nea NO D Y 9L ey Gl sealall Gl gall il (S a 13 (3
NA [ sy
ves K .y
3| 14. Was the attendant wearing visible no [ y s A8lay (535 13 353 gall ali gl IS Ja 14 3
nametag? 5o 50 4l Lggle
wvA [ gy
YEs I .
3| 15. Was he able to communicate with no [ y & ool gl e Touls Gaba gl IS s 15 3
customer? sl
na [ by
YEs X .
4| 16. Was staff courteous / friendly? No [ ¥ flakl/las, bl S Ja 16 |4
NA [ smsy
4, SERVICE daadll 4
Scores Critical Areas Al c¥taalt PATH]
1 ; ey COR 33l ok gall al8 1
17. Did attendant check whether you need ~ YES Kl = u,u)’—d P }d N 17
3 top up or complete oil change? S0 i ol S U ALY liad &l 3
P ge- NO D b ¢ JalSIL
3| 18. Did attendant check with you whether YES m oxd 5 S 1) L i Cada gall (38a5 Ja 18 3
only oil is to be changed or oil with filter? no [ ¥ € a5 a0 o dadd iy 0 s
19. Did he check using gauge the quantity ~ YES pad oAl ol (5 e (e Cilasall WE o 19
3 required to be topped up and informed g Al 3 S I Ca il il 3
you? Nno [J ¥ Cellyy Hali Ll
P m W G e Gl il G
3 20. Did the attendant check for oil leakages YES Kl pr O* ;gih;fc): )ﬂzﬂl‘ . A}ij ﬁ 20 3
under your car from filter and drain bolt? ) 0O q e e
L TR
4| 21. Did the attendant drain the used oil ves X o Jesall 30 S i Cala gall A8 Ja 21 3
completely from your car? No [0 y 9l jlas (pa
2| 22. Did he ask whether you want the engine  YES X A Ay el dave y 5 S o il Ja 22 5
to be flushed and did it if you agreed? Nno [ N i) 5o Jla 8 iy
3| 23. Did the attendant fill the correct grade as YESW Jes: Gyl A o/ g dlaly Cala gl B8 Ja 23 3
you requested? no O y fleidla il Aaaiall
2
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Scores Critical Areas FIWT O PO Jaailf
24. Did he request you to startengineand  ygsg M AS 5y & yaall s o gl o e il o .24
3 leave it running for one and a half e A aedd L) Alla g 3
minutes? no O k! fihual s 4880 hadd Jadl <
o M A8 e A galia o (e cala gl 3B b 25
25. Did the attendant ensure that the carter ~ YES X P J{ 'S 7ol . or
3 bolt is tightened and th leaks? Gt i Gl 4l LS (A g R 3
olt is tightened and there are no leaks? o [] y .
26. Did attendant carry out the following 7 Al Clasadl of jaly bl A8 da 26
complimentary checks: Al
YES pad
31a. Battery Water top up no O Y A tadl ele Adl) 31a.
na [ sy
YES o
31b. Coolant Water top up NO O b coolant/s_yall ¢le izl 31b.
nva [ sy
YES X - Y1 4S =l Jib “1 5 ddl) 3
31c. Auto Transmission Fluid top up NO D ¥ G 2 JLG? N te.
(O s2panst )
na [ sk y
YES o
31d. Brake Fluid top up Nno [ Y do il ey el 31d.
na [ shuy
YES pai
31e. Gear Oil top up no [ ¥ s A el )y Al 31e.
nva [ sy
ves B
31f.  Air filter cleaning no [ y sl ks 31F,
na [ sy
ves M =
31g. Wiper Water top up Nno [ N a3l latiuad ola dila) 31g.
nva [ siy
ves Al =
31h. Clean engine using air gun NO O Y elsedl Gere abadiuls Al Calais 31h.
na O sbuy
YES g o e i 1 - .
3| 27. Were any of your questions related to m ?’; ddlaiall dliind (e (o) e DY Qa da 27 3
lube change answered? NO LOGETI\ TPT S WA DO
na [ sdny
4 ,  yes@ - 236 0 Grale gy Caligall BB o 28
3 28. gn:(t:r;? gtaff place the mileage sticker in NO D y o Vgt Zlsa) [l jia LS 3
na O sy %l
ves Ml
4| 29. Were you offered a receipt voluntariy? No [ ¥ S baa) D Jeagdlle (mpe o 29 (4
nva O ssuy
5.  REST ROOMS AND MOSQUE sapeaall g (aLaad foull 55) il g 5
Scores Critical Areas Ll C¥L Jalastt
3 YES ; 3
30a. Were they adequately stocked with all ?’: Ay 5 pall e Hlael arany 5 jeae cilS Ja 30a
necessary supplies such as soap? NO osall Jia
na O ghiy =
3
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Scores

Critical Areas

Lt c¥laal)

30b. Were they adequately stocked with all

YEs X

no [ v gl il jliuall Ay 3 jeae <lS Ja 30b
necessary supplies such as toilet tissue? cull odll 3599 Jia
nA [ sy =l
30c. Were they adequately stocked with all ves [ aad A sl e jivll & Bene S Ja.30c
necessary supplies such as paper towels? NO D v S48 ol cidiliall Jia
(paper towels are not required where fully - Giliiaa jig5 e dygllaa ye 4 —ailiall)
operational hand dryers exist) N/A Gebiy Y (A il
31a. Were sinks clean? YES m i o 3l f ,,y.fl;_t];r“ §5d73{31a
require comment when marked ‘No’ no [ Y ol e et e
nA [ gayy
: Thad Ul s
31b. Were mirrors clean? ves B o gl g ijﬁ ~15dT_3|.31b
require comment when marked ‘No’ no [ ¥ G S s
NA [ gauy
; faahas saY Cilisas il
31c. Were hand dryers clean? ves (4 e gl i "saf,y,:dgy;_f 1;1:3.310
require comment when marked ‘No’ no [ ¥ ol als ey
Nna [ gy
X s faadss ) sbeall lisle Cils
31d. Were dispensers clean? YES e 'J::Jl o "Y':_I-’t..{.;\]rdj .LSJT.J,BM
require comment when marked ‘No’ Nno [ ¥ G AR
nva [ sy
YES o
31e. Were toilets and urinals clean? no [ N iyl Jpall LS cilS Ja 31e
NA [ gy
32a. Were doors clean? YES P il ?4.4.:%"&_. Lﬁ;;—u‘s{s&:ﬂ 32a
require comment when marked ‘No’ no O ¥ & i AR
nA [ sy
ves 4
32b. Were walls clean? no [ Y faghas landl il Ja 32b
va [ sy
YES a2
32c. Were ceiling clean? Nno [ Y findal Caull S da 32¢
NA [ gy
YES axd
32d. Were vents clean? no [ Y faddas asladll il Ja  32d
A [ sy
v, : Paguhy Glaca Y1 CailS U |
32e. Were floors clean? YES s i wm,,?,.‘ LJIA\J\ i 1) 32e
require comment when marked ‘No’ vo [ ¥ G T ‘
va [ sy
YES pos
32f. Were baseboards clean? Nno [ N $aas saclall o il 1,51 culS Ja 32f
NA [ gbyy
ves B
32g. Were grout clean? NO D b Seandas L3l o\ Ja .32g
na [ gy
4
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Scores Critical Areas Touledt el Laa
YES g
33a. Were trash containers clean? NO D b faaulas Aaledll Oy s cailS Ja 333
NA [ akuy )
2 YES s
33b. Were trash containers not overflowing? NO [:] ¥ fiails e dalall cilgla <ailS Ja \33b
NA [ Gy
vEs [

2 34. Was the restroom smelling clean & no [ N sl ) Ldaia y Aikai slesl Aa3l ) cilS Ja .34 2
fresh (without any offensive odor)? oband) 8 Agy S Al

NA [ @iy
s Jaxi slaall A& O jaeath s cilS Ja 35
35. Were all the facilities inside the ves K el e st
restroom in good working condition? L. o = DS
2 require comment when marked ‘No’ no [] v grasill (o Y A Y cals 1) 2
NA [0 Gy
< 3 ?(3) ik aawadl Aol G dse S
36. Was the Mosque premises clean? YES a ( )_ j‘ ’ ,,;‘; LL‘;;%“L{LS.:J'T 36
2 require comment when marked ‘N0’  NOo [ ¥ g sl o gl e ) 2
NA [ sy
Comments: rlBBadtall [ gaasll
FOR OFFICE USE ONLY JaBd CuiCall paladliuy
Ugual} Bl LAl tey) aal) .
9 ; luation: ol
%o ACTUAL SCORE maximum | Evaluation P
Approach and Cleanliness Alatll y Sl EY) 1

Greetings and Initial Checks | &ls¥! ClSuiilly 12

Appearance and Behavior of il gl sy selae [3

Staff

Service a3 14
Cleanliness - Restroom and Slalaall — Adlkilt |
Mosque aaaall g
TOTAL § ganall
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€ppPCO
- SP
no. 1483098 ommlis” skt
Site t Cash Memo TIME & et @ﬁu—@t NO
Make/ Model : .............. VIK .................................. 7 8 1
Reg. No D }':[
Next Oil Change Km: .......... —
Description | PLU# | UnitPrice | Qty. Dhe O PriCe
M 1-OILCHANGE
Petrol / Diesel Engine Qil
Additional oil 500 ml
Service charges
Path . BN .-‘/‘4
oV 75| N =
W_2- PACKOIL oo 4 |
A Service charges b st | |
Heavy Vehicle service charges / oN
Je2x L
3 - OIL FILTER TS
] X (¢ Lo W et ,
4 - OTHER SERVICES RN %
Air Filter / Battery SN I
Engine Flush / Others = = 1
SERVICE CHARGES
TOTALAMOUNT Htiw

All above 20 points have been checked & No ¥ e oMel 3 Sl akazi Y- )3)-*5;3
Thank yoyfor your visit PRI U Y PO

~ T oy RN
N \ ; ! i .
ORI PSR G ORGP PN SVERTUS S N RN N

Saaa 100 L BES padl A o )

Received in good running condition. R
C
— e o S ‘

] - >
Custdmer's SGAGITE Joal sy QOC OpersIors Signature ! el dsd walsga pssys







