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PROJECT: ELARA - Lube Change

SERIAL NO.

7190

+

2
Pan Arab Research Center &

Dab\a! Emarat [ & 5/ <4 Eppco / Enoc | O @59 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number | Name Number | Name Number
1028 SO0SEPH| ] | |
Gender Height Built _ [Spectacle§ Beard | Mustache] Ethnic Groups
M| F |[TIMI]S|IT [M]F |Yes|No|Yes| No|Yes| No |Indian [Pakistani[Filipino [Expat. Arabs][ Others:
IDDD.DIDD.DIXDED O 0 O
EMIRATE v'::ztii:‘ Abu Dhabi Dubai Sharjah Al Ain g:":'naﬁ: Ajman K'::ism:lh Fujairah
O O X O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
olol8lolol41RIS | 1113 loll O] 1113011155
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 X
0 O O O O O O 04 O 0O
1. APPROACH AND CLEANLINESS ;:\5\2.313 g\ﬂ?i A
Scores Critical Areas Al el L
YES a-
1. Was there proper sign to the Lube no [ dshia Je AVl dsial g da 5l dlla ol dm A
changing bay? eyl s
nva O Ja!u‘i
_ ves 4 o
3 2. \é\:gasr:;e;(ljlf?be changing area clean and NO D A ey Ak oy M L Ak il Ja 2 (3
na [ adyy
Yyes [ i ‘
4|3 Was there any oil leaking and falingon | B3 q eaedyscuMaigldia gSda 3 4
to the floor of the lube bay ? = Sy M st didaie A )Y
na O sdiy ’
ves [
2| 4. Were the waiting area and table clean? NO [] Yy faadas Al Ul Uauy ddlaie cilS Ja 412
na B smny
o - ves [
0|5 wozarii;hge?telev13|on in the waiting room ] v Wl A e g den ol g8 ds 52
NA X gy
ves W m o .
6. Was the board displaying complimentary o O] q Lald lgle el dlda gl culs a6
services neat and clean? Paadat g 44 pe Aplaall Claadldd
nA [ ssuy
2. GREETINGS AND INITIAL CHECKS A ) el g qua il 2
Scores Critical Areas Al el s
3| 7. Was there any delay in approaching Yes [] px PR TP S VER P E E N Cr Ty 4 3
customers? no X Y Sl sl s cada gl
8. Were you greeted in a friendly manner ~ YES pr Gl s b il B ds 8
(pleasant feeling)? Nno [ N ¢ (g
SIS Ja rabs gall @ gl Coim g a8 2la 5 (Y 1A
5| If no, please describe behavior: Was it "f e ij : )j; j:ﬁ A 5
arrogant, without any expression, normal GIE LR o8 I (g R el
etc..... e
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Scores Critical Areas Ll ety Ltadl
9. Did he guide your vehicle for positioning  ygg E il G Sl Cali L g
3 at the stopper and asked you to switch o i ol . - 3
the engine off? D N .k_!)AA.“ A;QLJ O Slie g‘_lUnJ aJ‘euS‘ u‘..l:)y
10. When asked by customer, was the . AS Jda (il (e Cals gall e Lanie
5 attendant knowledgeable of different ves 9 - ﬁl - ‘ )S\ Q:: / ﬁf d!)“ 10 5
grades of oil, filters and their relative NO D y = i de . . (’h
benefits? leie JS il 48
YES i .. .
4| 11. Did he offer the waiting area to you? ?: SoUanY 48 e 8 UV elle e o 11 (4
NOoWNMNTING AREP AVAILARIENO  [X
12. Did the staff thank you as you were YES D 0w N ;
4 leaving? NO D q ? bt S Lain & ySm.u_ﬂL}JH.UdA 1214
3. APPEARANCE AND BEHAVIOR OF STAFF ;H.SJ.L»J Cradlh galf s 3
Scores Critical Areas Al Y Laall PR
. YES il m
3 13. xzsﬁt(;l;?unlform of the attendant neat NO D Y S e s Gl ealall Gl sall Wl S Ja 13 (3
Nna [ sy
YvEs [ . .
3| 14. Was the attendant wearing visible no [] q Dy A8y (535 5 3 50 gall il sall (IS Ja 14 3
nametag? Tz a5 4l Lghle
Nna [ sy
YEs [ <
3| 15. Was he able to communicate with no [J " &o deal gl o 108 Cabasall (\S Ja 15 3
customer? o5
NnAa [ ey
YEs d
4| 16. Was staff courteous / friendly? Nno [ y $lakal/laga g b sl IS Ja .16 [ 4
N [ sy
4. SERVICE il 4
Scores Critical Areas Ll YL Jataih
; 23S ) oyl (33a30L Cals gall WE Ja 17
17. Did attendant check whether you need YES D - L—u uu)d PrT )Al ?
3 t lete oil change? u_g)‘)ﬁu?lge‘)nﬁu\‘!c@b)w‘ 3
op up or complete oil change? no X N ¢ LSl
3| 18. Did attendant check with you whether  YES X px 35 S 1 Lad olie ol gl a3 s 18 3
only oil is to be changed or oil with filter? N O Yy € el g 30 Al dads oy W sl
19. Did he check using gauge the quantity ~ YES [] axt @l 5l (6 e (el s sall B8 Ja 19
3 required to be topped up and informed - FENP LTI | - WX Y Pt | P PN 3
you? NO K ol lalif 5 Ll
;O Sl it e Gaadl il yal L6 Ja .20
3 20. Did the attendant check for oil Ieakages ves I Ot uﬁ;ﬁlﬁj il Dj:ij s 3
under your car from filter and drain bolt? NO D Y i tcu
3| 21. Did the attendant drain the used oil YES A astusall cy 3l JS & i il sall B8 Ja 21 3
completely from your car? Nno [J Y el Sl (e
2| 22. Did he ask whether you want the engine  YES O o ol o sl do s g il da 22 2
to be flushed and did it if you agreed? NO m ) Culids) o Jla JPLRLIIRY
23. Did the attendant fill the correct grade as YES B sl cujll ds o/ i il iyl 6 23
3 . 3
you requested? no [ N flgidly all dajaall
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Scores Critical Areas gl il pRH]
31 2 et g o v and a it - YES S8y a8 Ol e ol a2 1
minutes? no O ¥ Siboaip 432 53 Jonldll A b
3 25. bDid t_he.attendant ensure that the carter  YES E ™ ui::);djj“i LL:E:E ‘ﬁ:ﬁ 25 3
olt is tightened and there are no leaks? NO O y * e sl
26. Did attendant carry out the following Alaall Clia il ol aly calagall dE o 26
complimentary checks: sl
YES pad
31a. Battery Water top up Nb O Y el ole Ailia) 31a.
nva [ sy
YES o
31b. Coolant Water top up no O k| coolant/aaell sle ddLal 31b.
wa O sy
ves I =~ 3
31c. Auto Transmission Fluid top up NO D b R )LP u” u\“‘ 31c.
(O sansl yilt)
nA [ by y
ves 4
31d. Brake Fluid top up Nno O ¥ Jal il <y 3 i) 31d.
nva [ sy
ves A
31e. Gear Oil top up NO O Y e A [l 2y 5 Al 31e.
nva [ sy
YES [
31f.  Air filter cleaning no [ ¥ s Bonks  31F,
nva [ assy
YES ool
31g. Wiper Water top up Nno [ y a3l cilabinad sl a3l 31g.
na [ auy
YES X o
31h. Clean engine using air gun Nno [ Y elsell (otuse dhiaiuly o jaall Ciplas 31h.
nva O sy
3127 ?Nere any of your questions related to :is % e’; Aalatall elilind (e s ‘_',Jf— :‘-..'\é}“ k—w Ja 27 3
ube change answered? Sy W Alany
nva [ sdiy
3 28. ai: (t:f: 2taff place the mileage sticker in :(E)S % (’: Jm@mﬁi;ﬁf;jﬁ 28 3
' na [ ssuy €l
ves K
4] 29. Were you offered a receipt voluntarily?  NO | Yy G LAl Ml Jea g dhile (ym je da 2914
na [ sdyy
5.  REST ROOMS AND MOSQUE dpaall g (plaadl fll 53) Aal b g 5
Scores Critical Areas Duabadl @Yl Lalait
3 30a. Were they adequately stocked with alf ves L1 A pdall Gl Hluall arens 5 jeae <ilS Ja 304 3
necessary supplies such as soap? NO E 3 COslall Jia
No_SoAPS nA [ abiy e
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Scores Critical Areas Lt a¥taalf Jalasty
ves 0 =
30b. Were they adequately stocked with all % e sl e il waans 3 3¢ <ilS Ja 30D
necessary supplies such as toilet tissue? NO A ¥ ol ol (399 Jia
No TIKy R nA O sy
30c. Were they adequately stocked with all ves [ pxd 4y pall il il & 8 ema S Ja 30
necessary supplies such as paper towels? NO D ¥ ) o ?4.§ !,é_‘ m:udl (J:.n
(paper towels are not required where fully - Glddae 865 e dy5llaa ye 3 40 adliall)
operational hand dryers exist) NA A abi Y (Y1 2
; SRk Jubdl s
31a. Were sinks clean? YES - o g "'Y'igyﬁ .LSJTM'Ma
require comment when marked ‘No’ NO |X ¥ Gl AR e .
WARS NOT LLEAN ENOUGH na O ki y
. ; Saak U Ld) cals
31b. Were mirrors clean? YES pd ol 4 ):y‘“f ,Lsd‘;\mb
require comment when marked ‘No’ NO D ¥ T o> 2 ) Cals )
nva O by
; Tagbi ouV) Ciliia. cilS
31c. Were hand dryers clean? YES E pr o i "géf,y,:_’\;y;_f 'LsdTAIB’IC
3 require comment when marked '‘No’ no [ ¥ s it
na [ sy
N : fhals ) pleall Glikle IS
31d. Were dispensers clean? YES ¢ . _,ﬁl oF "y‘fu;y;—:u\sd‘:sl‘sw
\require comment when marked ‘No’ no X ¥ a2 ) )
olen na [ iy
~ ves [1 4
31e. Were toilets and urinals clean? NO E ¥ fadda Jsatll Ak il o 31e
N - ”~
Aot by na [ iy
X ; faglai ol Yl Ja 32
32a. Were doors clean? U YES 4 il ’,,y,:j;w @SJTAIS a
require comment when marked ‘No’ no O ¥ e o> 7= :
nva [ amsy
YES pi
32b. Were walls clean? no [ ¥ figh ol cilS Ja 32b
Nna [ shuy
YES pi
32c. Were ceiling clean? no [ b feiudas Gl K Ja . 32¢
NA [ sy
ves M
2| 32d. Were vents clean? Nno [ y faadas MLl cails s 32d
NA [ gy y |
; fadas Clva y Y1 S Ja 32e
32e. Were floors clean? ves [ gl g in alS 1y
require comment when marked ‘No’ no K ¥ & A it :
YES pai
32f. Were baseboards clean? no O N fadub sactall > o failall L), 5 S Ja  32f
nva [ gy
YES pd
32g. Were grout clean? Nno [ Y Sk L3 S s 32g
na [ gy
4
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Scores Critical Areas Aaulul el AN
vyes [0
33a. Were trash containers clean? NO EI b faa,das daladll culy s S Ja . 33a
Rl =Lt
, |NO TRASH CONTRINER — NA DX & )
Yyes [0 o
33b. Were trash containers not overflowing? NO [ ¥ fhald e daladll clgla il da 33b
NA B iy
ves LI i Ll e
2 34. Was the restroom smelling clean & Nno X N sl sn) Aaiay Adida plaall Al S Ja 34 2
fresh (without any offensive odor)? Salen) B Agy S AnH
by smMELL wA [ oy
3 Sand alaall 8 <l ppeaih paan <€ Ja 35
35. Were all the facilities inside the YES D e g o= @&omd&h
restroom in good working condition? 7 o " 4 e
2 require comment when marked ‘N%C NO ¥ sl o2 MY Yl S ) 2
N TO BE .
N/A G
CHBNGED - : <
; $(5) Lkt soall 226 51 Liwe ¢
36. Was the Mosque premises clean? ves L1 ( ), "y Liﬁﬁsﬁ .36
2 require comment when marked ‘No’ no [ ¥ Cal el S it : 2
na X gy
Comments: rciltaadall [ galadll
FOR OFFICE USE ONLY Jadd (igall aladdiu N
Algall Tl L ey . .
9 : : : sl
to ACTUAL SCORE maxmum | Evaluation #
Approach and Cleanliness FUSEN PRS- i )|
Greetings and Initial Checks | s¥! iS5 camn 3 |2
Appearance and Behavior of il sl sl s sebae |3
Staff i S
Service ieaall {4
Cleanliness - Restroom and haasdl — dalkall
Mosque dnaall g
TOTAL £ ganall
+ 5
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‘ 7 SERIAL NO.

_J7lejo]o

oy )

=NOC
Date : ...cRS.. /7//:.2 ol

No. 813320 Jamisyyls

L1 0= OOy T Cash Memo
NBITIE & voeveveerrisresseareresisssaesse s sass b bt Make / Model ..o 02T
TEl NO. & oo erieree e Reg. No
KM PPESENT © ovovveereieriiere et ssnsn s e Next Oil Change KM: ...
Description | PLU# | UnitPrice | Qty. ohe P i
M 1-OILCHANGE
Petrol / Diesel Engine Oil s
Additional oil 500 ml /

Service charges

15 /09 [ F0 —
+W 2-PACKOIL DN § ’
Service charges

Heavy Vehicle service charges

||
——3- OIL FILTER LSO { N> -~
| |
4 - OTHER SERVICES
Air Filter / Battery .
Engine Flush/ Others ]
/
/
[8D370 //

SERVICE CHARGES

TOTALAMOUNT

All above 20 points have been checked
Thank you for your visit S5 Y e S

;G{) \){j 5?. L et RS

Received the Wchick) ) ition. ;
\ ¢

Customer's Signature Lestl pudss QOC Operator’s Signature g et 30 o calbya pa395







