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PROJECT : ELARA (Lube Change - FINAL 2012) "PROJECT: ELARA - Lube Change Pan Arab Research Center &
O < Emarat [ B ayss Eppco / Enoc | O a9 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
) O 68 Name Number Name Number | Name Number
SufesH | [ [ | | |
Gender Height Built Spectacles]  Beard Mustache] Ethnic Groups
M| F T IMJS |T [M]F |Yes]NoJ[Yes No|Yes]| No [indian [Pakistani| Filipino [Expat. Arabs[ Others:
MOORKOOMOORKORKOXM XK O O 0O O
EMIRATE v;zztiz:‘" Abu Dhabi Dubai Sharjah Al Ain lcj):l\:vnaﬁ: Ajman Kﬁ:ism‘:h Fujairah
SITE ID Month Date Amount (Dhs) # of vehicles __# of staff Time In Time out
P I 1C
00l3l6]| 04 |23 | I£ ol4 [ O]l [1955IR0R9
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 | DAYOF

vusuTDDDD@V'S'TDD&DDDD

1. APPROACH AND CLEANLINESS A8Uail o il 8 1 |
Scores Critical Areas Al el Lain
YES o R . . )
1. Was there proper sign to the Lube NO q dahie e AlVAlldaaljdagddlia (S da 1
changing bay? eyl s
N/A ki
) YES paad
3 2. X\:ga:rltir.]z(chiL’l?be changing area clean and NO Y Sie s didi cy 3l i dihie cuilS Ja 2 (3
AReA LAS DIRTY N/A bl Y

YES

k.

ooyl cs gl dia gS 31

4 3. Was there any oil leaking and falling on NO v G : -
to the floor of the lube bay ? Syl s dshie A& )Y
N/A ki Y )
\ YES ] i
2|%4.  Were the waiting area and table clean?  NO 3 fAgda; A all g syl dahie cilS Ja 4|2
N/A Gy
o . YES o }
2 5. :/vvoiii:]hge?telewsmn in the waiting room NO v €Y1 e A Jan il (S s 5|2 ;
N/A DTN
YES ax

6. Was the board displaying complimentary Aald lgde jel Al dasllcalS a6

O0OXOOMOOROROOXROO0OK
F

services neat and clean? NO ¥ Caadn) ¢ A0 je Axflaall Coleaaldl
N/A b
2.  GREETINGS AND INITIAL CHECKS A ) Sl g qua il 2
Scores Critical Areas Ll ¥ Jalaily
3| 7. Was there any delay in approaching ves [1 pd PR - SENC P JE S S P ¢ 3
customers? NO A4 y ol gan Cala gall
8. Were you greeted in a friendly manner ~ YES Ol pr Gslaly) 40,38 b cua il a8
(pleasant feeling)? NO IZ Yy ¢ (z e
B ralh gall gl Caim g a8 Sla y oY 1)
5| If no, please describe behavior: Was it Lj :L): L.j;l] . }t -;Ji N 5
arrogant, without any expression, normal e copbadll G Ja sl . CJ‘
etc.....
NoRro &1, ,l'?ao NOT GileeT
+ 1 +
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2 +
Scores Critical Areas At caalt Jatast
9.  Did he guide your vehicle for positioning  ygg E A il Al ehL:.‘,l., bl s 9
3 at the stopper and asked you to switch ¢ i - ol . oy 3
the engine off? No [] ¥ el il of lia il g 3l iy
10. When asked by customer, was the YES m pai le OIS U aaadl (30 Cala gall s Lerie 10
attendant knowledgeable of different e ettt e en . £ s
5 Gl yalall g g 3 il 5o fe gl Calisg 5
grades of oil, filters and their relative no [ q 5= ety _ - r’h
benefits? fleta JS il 4
: . YE i .
4|11, Rld he offer thepvpvamng area to you? NOS ?: FLEYI e 4 iV elle jae Ja 11 (4
Din NOT OFFER %
i YES i
4 12. Ilglad\/::g?staff thank you as you were D pr ¢ 503 i Laigy o Sy syl s 124
_DiD NOT Sy ANYTHMNO BE
3. APPEARANCE AND BEHAVIOR OF STAFF peSsby il gal) ghia 3
Scores Critical Areas Al el ot
13. Was th f f th YES m o
. i t . i .1
3 anzsﬁd;?um orm of the attendant neat NO D ¥ Sl Gl ualall Calh gall Ll JSda 1303
NA [ sy
YES ad . .
3| 14 Was the attendant wearing visible NO E y oy Ay (535 ) 35 all iyl (IS Ja 14 3
nametag? $z sia g Al Ll
NA [ iy
YEs ] ]
3| 18- Was he able to communicate with NO E q & dial gl e 1506 Gl sall (S Ja 15 3
customer? Tl
NA O sy
YES
41 16. Was staff courteous / friendly? No [ ¥ Skl caboall K Ja 16 | 4
NnA [ sy
4. SERVICE daddt 4
Scores Critical Areas i Al el L)
: 2SO e (38l Cada gall A6 b
17. Did attendant check whether you need ves 4 (. u qu—d P yd ¢ 7
3 top up or complete oil change? S ol ) Sl ALY i & ) 3
op up or complete oil change? No [ N e Ll
3| 18. Did attendant check with you whether ~ YES X pxt 8 S 1) Lagd elia calasall Gia b 18 3
only oil is to be changed or oil with filter? ¥ ¢ yalall 5 a3l of dasé oy o)
NO 3R e B
19. Did he check using gauge the quantity  YES [{] ani 3Rl Sl (5 glss (s Calagall 8 Ja 19
3 required to be topped up and informed G Gl S 1 Ca el sl 3
you? No [J Y Slly alif Ll
do e Qo s e (3880 Cala gl 6 a2
3 20. Did the attendant check for oil leakages YES E ot uﬁ):/ﬁij A e bjﬁj i 0 3
under your car from filter and drain bolt? No [J y - teu 3
3| 21. Did the attendant drain the used oil ves [l B detiall @y 0 IS g i Gl gall AE o 21 3
completely from your car? No [ Y i Jhuw (e
o | 22. Did he ask whether you want the engine  YES X ad Al el el dase o o @il Ja 22 5
to be flushed and did it if you agreed? Nno O N il oo Jla & Sl
3| 23. Did the attendant fill the correct grade as  YES ! Sl A o/ 8 Adlal cals gall A6 Ja 23 3
you requested? NO y flgilla Al Aamiall
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3 +
Scores Critical Areas Tt claall Jaaih
24. Did he request you to startengineand  ygs [l A iy e el Qi o g o dlia il Ja 24 3
3 l;iar:/‘igsr’;mnmg for one and a half vo O S fimiy 4o a0d Jll dlla s
3 25. Did t.he_attendant ensure that the carter ~ YES E i uiﬁg{fﬁjlijﬁfﬁ 25 3
bolt is tightened and there are no leaks? no O N fcy
26. Did attendant carry out the following el Cliasaill o jaly calisall Qi Ja .26
complimentary checks: . -l
" ves Kl
31a. Battery Water top up . no O b gl ele ALl 3a.
na [ sy
ves XI
31b. Coolant Water top up NO |:| b coolant/ yall els ALl 31b.
va O sy
ves o~ .
31c. Auto Transmission Fluidtopup  NO [ y Al oual o 3e
(0 anait )
va [ abay
ves
31d. Brake Fluid top up NO D b Jal il cy 3 Al 31d.
wa O akny
ves A
31e. Gear Qil top up no [ b oo [ pall 2y Adla) 31e.
nva [ aisy
ves A a
31f. Air filter cleaning no (1 ¥ el ks 3F,
nA B akuy
ves A
31g. Wiper Water top up no O N ol cilaliaal sl dilis) 31g.
na [ sduy
ves A~
31h. Clean engine using air gun Nno [ Y elsell Canse aladiuly o jaall Cagdas 31h.
na O abuy
3|27 :Nere any of your questions related to :I(E)S % ?: Alatiall lilinl (e gl e Q—.\}“ um S 27 3
ube change answered? ol st Aalass
na O ssuy ‘
3 28. 5:2 (t:r;? gtaff place the mileage sticker in :ES % ?’; Axéux;ﬁ&ﬁﬁ;‘j;ﬁ 28 3
- nva O sbny €5 laudl
ves M m
4| 29. Were you offered a receipt voluntarily? NO | ¥ ol a3l Jeaydlile e Ja 29 |4
nva [ sy
5.  REST ROOMS AND MOSQUE saneaall g (laall foul) ) Aal ) i g 5
Scores Critical Areas Tuluf) cylaal) Liail
3 30a. Were they adquately stocked with all YES E ™ Al e il paens 3 jeae DS Ja 302 3
necessary supplies such as soap? NO ¥ oghall Jia
va [ ahiy =
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+
Scores Critical Areas daalall el BAVH]
- . vesd -
30b. Were they adequately stocked with all 0J . gl e el aaen 3 3¢20 il Ja . 30b
necessary supplies such as toilet tissue? NO Sl ol (5,99 Jia
' NA [ sy
30c. Were they adequately stocked with all ves [ axi 45 rall Gl il & 8 eae S Ua, 30c
necessary supplies such as paper towels? NO D v 48 )l cadliall Jia
(paper towels are not required where fully — Gldiae g dic dy5lhe e 48, ailiall)
operational hand dryers exist) N/A Gl Y (3891 2
; FAa%s Jubal oS
31a. Were sinks clean? ves B ol "'y"d:_,L;yr:_u 15d73|.31a
require comment when marked ‘No' no O ¥ el gt :
na [ gy
% : $ada Ul cus
31b. Were mirrors clean? YEs [X iy a gl ‘:Y" a{.»f}!ri ‘LsdTbl'mb
require comment when marked ‘No’ Nno [ ¥ T e AR e
NA [ gy y
X] ; Tagdas oY) it culS s
31c. Were hand dryers clean? YES pr o - “géf,y,:d\;y‘tmdrms‘]c
3 require comment when marked ‘No’ no [ ¥ G Ve gt : 3
va [ gy
; $Aali ) bl CiSle S Ja 314
31d. Were dispensers clean? YESW s s o ,,y;"‘_\_‘byiﬁls ‘3‘31
require comment when marked ‘No’ no [ b G > et -
nva [ suy
vEs R
31e. Were toilets and urinals clean? NO D ¥ ik Joll Al il Ja 31e
Nna [ gy
: f4hi Y S s 32a
32a. Were doors clean? YES E [aad il "\J':_. L)l;yrlsls o
require comment when marked ‘No’ no O ¥ = e A -
na [ gy
ves A
32b. Were walls clean? No I ¥ Ak laall il da 32p
nva [ sauy
ves B
32¢. Were ceiling clean? no [ Y Sk Gl S Ja 32¢
nva [ by
YES psi
2| 32d. Were vents clean? No [ Y faglas ML)l S Ja . 32d | 2
nva [ sy ,
ves Kl faki clha WSS 0 326
32e. Were floors clean? . s wyn 3 -34S 1)
require comment when marked ‘No’ no [ N e
na O gy
ves [ =
32f. Were baseboards clean? Nno [ ¥ faada saclall - o [lailall 15 cuilS Ja 32
Nna O gy
ves A
32g. Were grout clean? Nno [ ¥ faks WU S s .32g
nva O sy
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5 +
Scores Critical Areas Al SYLaall Luas
ves A
33a. Were trash containers clean? NO E] ¥ faadas daladll b s <alS Ja 333
NA [ asuy )
2 ves A
33b. Were trash containers not overflowing? NO [ ¥ fhlaild e ddadl Cbygla cils da . 33b
NA [T Gy

2 34. Was the restroom smelling clean &
fresh (without any offensive odor)?

YES A o )
no [ q &l ) Adaia y Aigdi Gleall dad) ) S Ja 34 5

NA [ gy

falanl) b Ay S dad )

35. Were all the facilities inside the

YES m o2 Jaad plaall A& Gl ygail) area cilS Ja 35

restroom in good working condition? f5a OS5
2 require comment when marked ‘No’ no [] ¥ sl on o YT el s 1Y) 2
NA [ iy
H (5) waai aawdl dcld S e NS
36. Was the Mosque premises clean? ves [ pr ( ), j;_“ ’ ,,:; LL“;TA'L{\S?}; 36
2 require comment when marked ‘No’ No [ ¥ s Y e 2
NA R akyy
Comments: rcladlall f gadedl)
FOR OFFICE USE ONLY Jagd agal) PR
Uauall Jalail) L eyt aal) .
) " . . -
% ACTUAL SCORE maximum | Evaluation: sl
Approach and Cleanliness Al 5 Ll B 1

Greetings and Initial Checks | %Y1 el 5 caua gl (2

Appearance and Behavior of il oall .
Staft Crdbasall by edaa |3

Service aeaall 4
Cleanliness - Restroom and Gilaleat — AdUailt 5
Mosque Jnasall

TOTAL £ saaall
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Customer Care
FRVES-1| N B AS el ‘z)\:._u\ ©
Received the vechicle in good running condition.
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All above 20 points have been checked VS
Thank you for your visit
300 36682
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SERIAL NO.

2

EépPPCO
No. l 2 7 1 7 3 4 laa33 9300 Date : A B~ n @12z
Cash Memo TN & covorereeerserereeeemnemnnnsnst gl
Make / Model : ........ AR A= TR
Reg. No T DBLAin
Next Oil Change Km: ....cciimseninieeee _’__r___———————-
- o Total Price :
Description PLU # | UnitPrice Qty. Dhs. Fils
W 1-OILCHANGE
Petrol / Diesel Engine Oil
Additional oil 500 ml
Service charges
QIEX
/8025 /2.2 |—
B 2-PACKOIL 1S3 O .
Service charges " /
Heavy Vehicle service charges /
/
3 - OIL FILTER
/ i
4 - OTHER SERVICES S (
Air Filter / Battery / N
Engine Flush / Others / N\
/ )]
/ /
/
SERVICE CHARGES
TOTALAMOUNT / ’2_% -







