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PROJECT: ELARA - Lube Change
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Pan Arab Research Center &

Dcﬂ _ll Emarat / E 4 4/ <4 Eppco / Enoc / D 45l Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
' O (9 Name Number | Name Number ttame - Number
9 Shebin | 1 11 1]
Gender He|ght Built  Ppectacles] Beard | Mustache] Ethnic Groups
TIM T [ M | F |Yes]| No |Yes] No | Yes [ No |indian [Pakistani[Filipino [Expat. Arabs| Others:
EDDDD@DDED.D@D o 0 O
EMIRATE ";:Z‘IZ;" Abu Dhabi |  Dubai Sharjah Al Ain g’:;‘aﬁ" Aman | RaSA | Fujairah
O O X O O O | O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
7 ) . 3
llolo] ol4 x5 | /'8l O|_L | Ol |I18:45]19-/5

07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday | Monday | Tuesday |Wednesday I Thursday ] Friday

TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF

vISIT vISIT
- e OO0 O ® O O
1. APPROACH AND CLEANLINESS U P I |
Scores Critical Areas Bl a¥Laalt Lalaih
YES [X al- ..
1. Was there proper sign to the Lube no [ ddhia e AVl daalgjda d s (8 da 1
changing bay? Sy M s
nva O Jﬂh-u\l
_ YES pad
3 2, \gg:;ir;;é%be changing area clean and NO D Y e, didi cy e dibie ciS Ja 2 (3
va [ sny
ves [1 . . .
4 3. Was there any oil leaking and falling on no y e ac g ol ldlia S da 3 4
to the floor of the lube bay ? Sy 3 yuat dihaia 3 Y
A O sy ]
YES p
2| 4. Were the waiting area and table clean? NO O ¥ edals Ayl et dihie S Ja 4 (2
na [ shiy
W o N YES o
5|5 Woarii:‘hge?telewsuon in the waiting room |\ ] v Uyl Al e b dem gl g8 da 5|2
va [ sy
ves )1 . -
6. Was the board displaying complimentary O] g Al lgde jelas Al Aalll il Ja 6
services neat and clean? Caadn) 5 Ad ya Apilaall Cilaadldl
va [ akiy
2. GREETINGS AND INITIAL CHECKS A ) il s qua il 2
Scores Critical Areas Tl YL Jalad))
3|7 Was there any delay in approaching ves [1 pdfcal 8 8 pali gl S da 7 3
customers? NO N ool i cals gl
8. Were you greeted in a friendly manner ~ YES O - sy A, i s Al 3 da 8
(pleasant feeling)? Nno K N $ (zoh

5| If no, please describe behavior: Was it
arrogant, without any expression, normal

nonmal bl wo Meeﬁm\g
N\ (

e el e s ¢ il sl

el
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Scores Critical Areas Aol c¥Laal pAH]
9. Did he guide your vehicle for positioning YES ; Ll Sl 3 ala 1L als 3
3 at the stopper and asked you to switch Ko~ :; |ULSA, "J&: i %L)A‘ el,s d“ -9 3
the engine off? Nno [ Y Sl il o el Calla g 5Ll GiliyY
10. When asked by customer, was the 7 , JE b Jaaall (e Cals gall s Lonic
5 attendant knowledgeable of different YES - fj;lj‘ s ‘ ).5] al:‘: / ‘}.?X !)“ 10 5
grades of oil, filters and their relative no [J q 3= gy * o=
benefits? flede JS il 48
_ N ves R o
4| 11. Did he offer the waiting area to you? no [J g FLEYI A8 e 4 iVl elle (a e o 11 |4
12. Did the staff thank you as you were YES prd 0 an ect s N .
4 leaving? NO D q .JJBA@SL&};&MMLE‘RLQL}& 1214
3.  APPEARANCE AND BEHAVIOR OF STAFF tagS sl g cpiligall jelia 3
Scores Critical Areas Ll Lt Jalai
. YES pad
3 13. \a/\rlésﬁtc:f?umform of the attendant neat NO D Y 9L e Gl sl syl S s 1313
NA [ seyy
YES o . .
3| 14. Was the attendant wearing visible no [ g o A (3 3 pn sl Cila sl S Ua 14 3
nametag? Cz 3va g dand Lgile
va O sy
YES axd P
15. Was he able to communicate with & & Jral sl e 150 Cala gl S o 15
3 customer? no [J ¥ 6. .- 3
? S5l
na O seny
YES pad
4| 16. Was staff courteous / friendly? No [ y Sliskal/laga5 il sall S Ja 16 |4
Na [ sy
4. SERVICE Aaadll 4
Scores Critical Areas Al el PAH]
: ZAS o) e Gaaill Cals gl L o 17
17. Did attendant check whether you need YES IZ o u u‘u)’d P ?_.d ?
3 t lete oil change? S0 S ol Sl Ala s s ) 3
op up or complete oil change? no O y e LSl
3| 18. Did attendant check with you whether ~ YES (e 28 i€ 1) Lad elie i pall Bias Ja 18 3
only oil is to be changed or oil with filter? Ng | N €8l g a0 af dadd oy 31 s
19. Did he check using gauge the quantity ~ YES [ aar elasiab ol (5 s (s Cala sl W5 Ja 19
3 required to be topped up and informed Nt | GV I UL | O L | PRI 3
you? no [0 v allly iy Lyt
T on T o o Bl B, 6 b 50
3 20. Did the attendant check for oil leakages YES ol uﬁ;ﬁi} Sl Dj{i; ins 3
under your car from filter and drain bolt? NO D y B e
3| 21 Did the attendant drain the used ol YES D a3l 0S i ila g 5 b 21 3
completely from your car? No [ Y Pl Hlaw (pe
o | 22. Did he ask whether you want the engine  YES X a Gl el iy e o) elile Ja 22 °
to be flushed and did it if you agreed? Nno [ N fuslidh) 5o Jla 4 Sl
3| 23. Did the attendant fill the correct grade as  YES S NN A )i 5 Al Calasall 8 o 23 3
you requested? no [ y flgtabla il Aspaniall
2
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Scores Critical Areas IO (2 PN | PR
24. Did he request you to start engineand  ygs [X P aS s el Jis s o e b 24
3 legve it running for one and a half D S ; 40 3aal ) Alla o 3
minutes? NO ¥ S g
3 25. Eid t_he.attendant ensure that the carter ~ YES E pu qfﬁ);ﬁi:‘j; UL;;L ‘:.;:Sﬁ 25 3
olt is tightened and there are no leaks? NO D N teu 3l
26. Did attendant carry out the following . Liladl cliasadll ¢ ol calagall QB Ja .26
complimentary checks: sl
ves X
31a. Battery Water top up NO I:I N g Uadl cla Adlin) 31a.
na [ absy
YES e
31b. Coolant Water top up NO D b} coolant/a el ¢le diLal 31b.
N/A % ks ¥
YES i -
31c. Auto Transmission Fluid top up NO D ?: R JL"" w’ EL“’\ 31e.
(O 3danit )
NnA [ sy
ves X
31d. Brake Fluid top up no O N Jal il j ALl 31d.
va [ assy
ves B o
31e. Gear Oil top up no O y cos il pallcys sl 31e,
na [ suy
YES o
31f.  Air filter cleaning no [J Y el Sl ks 31,
na O aduy
ves K
31g. Wiper Water top up no O N el sl caliadl ol i) 31g.
na [ abyy
i ves K~ -
31h. Clean engine using air gun Nno O Y bl Ledae pladtuly O jaall Cidas 31h.
na [ iy
3 27. YVere any of your questions related to :KE)S % (’: Aalaiall il e gk— :\?'\4}1‘ C-w Ja 27 3
ube change answered? o 3l s Alany
nva O shuy
3 28. 51]2 (tjk: gtaff place the mileage sticker in :;is lé ?’; Ax@mﬁ&ﬁjﬁﬁ -28 3
' na [ sbuy %l
ves
4| 29. Were you offered a receipt voluntarily? No [ ¥ Shbia) 2l Jhay e e db 29 (4
nva [ ahuy
5.  REST ROOMS AND MOSQUE sdaauall g (alaadl foul 53) Aal ) i g 5
Scores Critical Areas Al YLl Jataiy
3 30a. Were they adequately stocked with all YES &= g pall Sle Hlhall arens s jene <iilS Ja 30a 3
necessary supplies such as soap? NO D v ol Jia
nA [ gy =
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Scores Critical Areas Al Ll Lataih
ves 0 =
30b. Were they adequately stocked with all X (’:' sl Sla 3lusall pieas s jeae il Ja 30b
necessary supplies such as‘toilet tissue? NO Callgdl) (3,99 Jia
o A¢sue avoulable NA [ aamiy
30c. Were they adequately stocked with all ves OJ a s pdall la jliall & B e S Ja 30
necessary supplies such as paper towels? NO D y 48 ol dlial) Jie
(paper towels are not required wherg fully Gliaae gl die 4ygllae ye 34 ) Cailiall)
. . . A P ) -
operational hand dryers exist) NA A gy Y (AY1
; SAaa Julaall cals
31a. Were sinks clean? ves B s o gl '“\1'9;_,5311‘_‘:‘ 'LSJTAI'31a
require comment when marked ‘No’ no [ ¥ ot ol Al
nva [ gbuy
X 3 faalai Ul ol il
31b. Were mirrors clean? YES e ol g 2 fy‘w .Lng.A"mb
require comment when marked ‘No’ NO D b Gt > A Quld )
na O gy
; fa@las Al Cilidae Cuils
31c. Were hand dryers clean? ves X e o gl - gdf"}(':_li..t_;}(rf .lsdts‘.31c
3 require comment when marked ‘No’ no [ ¥ gl o A Yl cals 13 3
NA [T gy
b faalas ) sliall LSl culs
31d. Were dispensers clean? YES g = . )3'” o ..y..u&{;y‘ C_‘_.‘LSJTMBM
require comment when marked ‘No’ no [ Y s T gl .
NA [ assy
ves ]
31e. Were toilets and urinals clean? NO E] b faadas Jeall Akl cilk Ja 31e
NA O sy
; aada) () a¥) CuilS a |
32a. Were doors clean? YES E e 1) '--yfiyiﬂﬁfza
require comment when marked ‘No’ no [ k) T2t > = )
NnA [ gy
ves [X]
32b. Were walls clean? Nno [ ¥ fdada lassdl cuilS Ja 32p
NA [ gy y
ves I au
32c. Were ceiling clean? NO D ¥ feaak Caaall S Ja 32¢
Nna [ geyy
ves ]
2| 32d. Were vents clean? Nno O Y fagdai MUl il Ja 32d | 2
NA [ sy
; fAadat Sl )Y culS o 32e
32e. Were floors clean? ves X i gl T g L\JAYI S 1
require comment when marked ‘No’ NO D ¥ Tl > = !
va [ gy y
vEs Xl
32f. Were baseboards clean? NO D ¥ $agdai sacldll & o flailall i 5 culS Ja 32f
NA [ sbny
ves
32g. Were grout clean? No [ ¥ fads LU oIS Ja 32g
na [ gisy
4
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Scores Critical Areas Al @Y galt PAIN]
YES X] =
33a. Were trash containers clean? NO D b Phagla daladll iy gla S Ja . 33a
) NA [ gy )
ves K
33b. Were trash containers not overflowing? NO (| ¥ fiaild e Aaladll i sls i€ Ja . 33b
NA [ by
YES pad L )
2 34. Was the restroom smelling clean & no [ " st () Lnia s Al alaall A2l S Jo .34 2
fresh (without any offensive odor)? faleadl &g S A
NA [ asiy
s Jand sleall 8 &l el asen cailS Ja .35
35. Were all the facilities inside the YES M o= ¢ o e'u‘.: S
restroom in good working condition? . wan % e
2 require comment when marked ‘No’ no OO v gl oa o MY A calS 1) 2
NA [ akyy
3 €(5) Cadai dawdl dcl ) e (IS
36. Was the Mosque premises clean? YES E e (D). ,;J\ ’ ,,:; Lt‘;jé‘c:'&ﬁ 36
2 require comment when marked 'No© ~ NO [ ¥ Tt > 2 ! 2
NA [ sy
Comments: siliadlall [ aedll
FOR OFFICE USE ONLY Jad Cigal) PARENW ™
Ugal) ki LAl e aal . "
Y . : : \
% ACTUAL SCORE | maximum__| Evaluation 2
Approach and Cleanliness aadaill y ol y8YY 11
Greetings and Initial Checks | ¥} Sl s cum 1 |2
éf)apﬁearance and Behavior of il sall shay sekae 13
Service ieasll |4
Cleanfiness - Restroom and ilabaadl — A8l 5
Mosque REVA
TOTAL £ saaall
+ 5
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vo. 39581 s A5/ 4 [FOIR

Cash Memo ST P Y1 |
Make / Model : . NN
Reg. No D e esee s SQ\Q\L‘\ ........
Next Oil Change Km: ...
. i Total Price
Description PLU# | UnitPrice | Qty. Dhs. Fils SERIAL NO
B 1- OILCHANGE
Petrol / Diesel Engine Oil FO\ 7 9 3
Additional oil 500 mi L
Service charges FESNN C >
- ' SIS ==
PS>} |
B 2-PACKOIL
Service charges [ RO 5%
Heavy Vehicle service charges / ,
|
3- OIL FILTER | /
[] | /
4- OTHER SERVICES | /
Air Filter / Battery / /
Engine Flush / Others [ [
] 7
\_\;_'\‘
154 3 /
AR r
SERVICE CHARGES
TOTALAMOUNT 8 é O
o
\S - ¥
All above 20 points have been checked /es/ " No Vi el g Y]

Thank you for your visit ST

Customer Care 800 4500
FRVEY AJ\Q.L_,_‘aa__.S)A_!I r){:“.u o
Received the vechicle in d running condition.
IR

. Aa

Custc

Z00M

&
g2l
Welcome to /
cus
Jate:25/04/2012 19:32 Cashiter GUA

o

Qg
ENOC

{ty

Tolal AED

hi)

1
i

THANK YOU
PLEASE COME AGAIN

Price

()4~-396475

EPPCO 100 Hutoof
STOMER CARE

Site 10
100

tasafi 500m]

'roduct

Sash

sayment Total
hange

ef No

A
i







