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PROJECT: ELARA - Lube Change

SERIAL NO.

+

Pan Arab Research Center @

O < Emarat / & g/ <4 Eppco / Enoc | O 459 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
0 Name Number Name Number [ Name Number
0% 2- R
Gender Height Built _ [Spectacled Beard | Mustache] Ethnic Groups
TIM S | T | M [F JYes] NoJYes[No|Yes|No |Indian [Pakistani[Filipino [Expat. Arabs| Others:
IDDIZDDIDDIDIEIDIDEI O O
EMIRATE ";‘:Z‘Ii;“ AbuDhabi |  Dubai Sharjah Al Ain ‘é’;‘;{"aﬁ" Ajman Kﬁ:ism“ah 1 Fujairah
O O X O O O O O 1
SITE iD Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
Glololl] 0]4[&]s [i48lool 010 [ 012 2045|2035
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
v O O O wst | 0 O O O O O
1. APPROACH AND CLEANLINESS 33U 4 g\)ﬁ\{\ A
Scores Critical Areas Aokt cN Gl il
ves X . _— .
1. Was there proper sign to the Lube no [ ?: dihic Jle AVl sl ydagd ollia gl da 1
changing bay? Sy} e
N/A l:| i ¥
_ YES pxi
3 2. \cl)\:g:r:iiiégbe changing area clean and NO D i ey diki cy ) i ik cdS da 2 (3
NnA [ sbuy
ves 0 & . iy
4|3 Wasthere any oil leaking and falingon ' |57 g e ao dgs eyl gl Ma S 3 4
to the floor of the lube bay ? Sy il ysd dilaia Y
vA [ sy ]
vEs M
2| 4. Were the waiting area and table clean?  NO E] Y haida; A jdall y Uiyl dslaie cilS Ja 4|2
4 NnA [ sk y
5. Was the television in th iti YESE N
5|5 Woarimge?eevmon in the waiting room no [ g Y b Jew ol (S Js 5 (2
nva [ adiy
YES ol - s
6. Was the board displaying complimentary o . y Aaiilgde sk Alda S da 6
services neat and clean? N a8t g A0 ye Ailanall Claaaldl
va [ smsy
2.  GREETINGS AND INITIAL CHECKS A g sl g a3l 2
Scores Critical Areas PRI RUI PO Jalgaty
3|7 Was there any delay in approaching ves [ px a4l gl s S da 7 3
customers? NOo [X] M) ol sa caka gall
8. Were you greeted in a friendly manner ~ YES X p sl L3, a8 s dh cn il a8
(pleasant feeling)? No [ b ¢ (g
S Ja ks gall S la a9 a8 elay (Y 1Y
5! If no, please describe behavior: Was it u e \:\;S ii j;i °> J,‘ ¥ 5
arrogant, without any expression, normal ERE R O R (o ox e
etc..... L&
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Scores Critical Areas bt c¥laalf Jataily
9. Did he guide your vehicle for positioning  ygg A Ol <) o Sl Gl gl G Ja 9 [j
3 at the stopper and asked you to switch o o ol > j e 13
the engine off? NO D b "J)“"]‘ 'Ls-d’-‘ O i “."U‘J 5 kgl u‘-‘ﬁ}?
10. When asked by customer, was the . S8 il e il el Jpu Laie
5 attendant knowledgeabie of different ves i i :j;;:” - ‘ Jll ul:: / ﬁ.}d xy e 10 5
grades of oil, fiters and their relative no [] q = aktd > ? ¢
benefits? flede JS il 4d 4
YES |X i s .
4| 11. Did he offer the waiting area to you? NO ": FoBEYddje & huyl elle sae da 1114
12. Did the staff thank you as you were YES &l . .
4 leaving? vo L] g T Ly S Gl 6 s 12 (4
3. APPEARANCE AND BEHAVIOR OF STAFF peSsluy cpiligall jelia 3
Scores Critical Areas Loldh) ¥l JRRT]
. YES pa
3 13. Z\ézsti?;’umform of the attendant neat NO D ¥ 000y Gl el Gl gl Gl S Ja 13 |3
NA [ sy
YES pd i .
3| 14. Was the attendant wearing visible no [ g o A o sl il sl S b 14 3
nametag? Tz a0 danl Ll
COULD NOT READ N/A g 3l ¥
YES o P
15. Was he able to communicate with &o dual sl e 1508 Cala sl S Ja 15
3 Nno [ ¥ - 3
customer? Tl
Na [ sasy
YEs i
41 16. Was staff courteous / friendly? No [ Ny Sladal/lagn s b gall oS Ja 16 [ 4
A [ ey
4. SERVICE daadll 4
Scores Critical Areas Al ey Ll
% ; S O Gayad aal Al Gl s 17
17. Did attendant check whether you need ~ YES S8 ol o giadly Sk
3 t lete oil ch A ;Ejjﬁxqelt_xg‘)lléﬁh.é}[chua)w‘ 3
op up or complete oil change? Nno [J y sl
3| 18. Did attendant check with you whether ~ YES P s B S 1) Led clia il sl Gini o 18 3
only oil is to be changed or oil with filter? No [] Yy A8 5 a3 A Jadd oy 0 s
19. Did he check using gauge the quantity ~ YES [ ant plasiuls Syl (g giee Qi el sl JE Ja 19
3 required to be topped up and informed oy A 3l Al N G jal] sl 3
you? Nno [ Y Sellyy il 5 Ll
oo Sl el e B Calasall LB Ja 20
3| 20. Did the atiendant check for oil leakages ~ YES = f:f /:f;; C}; A s ﬁj e 3
under your car from filter and drain bolt? NO D y fcu
3| 21. Did the attendant drain the used oil Yes X P dantusall a3l S & i il sall A4 da 21 3
completely from your car? No [ Y Sl Jlw (e
| 22. Did he ask whether you want the engine  YES [X] P el el ey i euS o) dlilu Ja 22 5
to be flushed and did it if you agreed? Nno [ N Sl o Jlas S lly
3| 23. Did the attendant fill the correct grade as YES p= px Sl ds ofp 5 ALl il gall 5 Ja 23 3
you requested? No [ ¥ el Al dagauall
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Scores Critical Areas L) el Jalaat
24. Did he request you to start engineand  ygs X 4S5y @l Jiniy a5 o dlie il Ja 24
3 leave it running for one and a half O« A5 aal Ll Alla g 3
minutes? NO D b} f i y A 33a] Jil &
L a3 A8 e /A pelia o (e cala gall XU Ja 25
25. Did the attendant ensure that the carter ~ YES X px ')X- Jj > Lf . )A ces
3 bolt is tightened and there are no leaks? e a5 LS A T B 3
is tightened and there are no ? wo O g fc
26. Did attendant carry out the following . bl Cla saill ¢l al calagall B o 26
complimentary checks: saaall
YES o
31a. Battery Water top up no O Y Al ele Adlia) 31a.
na O iy
YES pad
31b. Coolant Water top up no O v coolant/s sall s dilsl  31b,
NA [ sy
ves P 1 A8 jall il Jlea e dilal
31c. Auto Transmission Fluidtopup  NO L] y Nl B e )il 3te.
(0 3ansit yilt)
NA O ahuy
YES o2
31d. Brake Fluid top up no I y Jejill ey dilba) 31d,
A [ sbyy
YES pad
31e. Gear Oil top up no [ b oo el &y 5 ALl 31e.
va [ sy
YES pad
31f.  Airfilter cleaning NO D b ol gt ilé Caaiy 31f.
nA O any
ves A
319. Wiper Water top up no [ y clhsl Gl cbdila)  31g.
nva O swuy
YES ool
31h. Clean engine using air gun NO O Y el e alaaiily ) paalt Cadan 31h.
va O swy
YES L C
3| 27 Were any of your questions related to ] ?: Aalatall il e o) Je Y LG da 27 3
lube change answered? NO ol s Aalaay
va [ absy
. ves B s s e Gl g il ids 28
28. Did the staff pl i i i T e en e .
3 thlg éa??s aff place the mileage sticker in NO D N g_,sﬁ‘ 1 g_,r‘“ Ailaal [l e SLSH 3
wva [ sy 95 jlandl
ves B
4| 29. Were you offered a receipt voluntarily?  NO  [] Yy $h i) 2t Jaydlile aje Ja 29 |4
Nna [ akuy
5.  REST ROOMS AND MOSQUE ssall g (pLaall full ) Al G 5
Scores Critical Areas At SYlaal) Jatailt
3 YES ' 3
30a. Were they adequately stocked with all m N PR FET DI arans 8 e il o 30a
necessary supplies such as soap? NO ¥ osall Jia
vA [ gisy —_—
3
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Scores Critical Areas Ll cYlaall Lial
YES P
30b. Were they adequately stocked with all ‘u; Ay pall a3l praas 5 3¢ae il da  30b
necessary supplies such as toilet tissue? cudlgil 3 199 Jie
nA O sy
30c. Were they adequately stocked with all ves [ axd s el e il avany 3 3¢ <ilS Ja. 30¢
necessary supplies such as paper towels? NO D ~ 4.8 jd) cidilial) (Jie
(paper towels are not required where fully Cliise 45 dic Ay gllaa ye 44 ailiall)
operational hand dryers exist) nva B gy (S ol
- CTRTINIIER
31a. Were sinks clean? ves L al wf”,‘,%‘:;r‘f‘%&d?."ma
require comment when marked ‘No’ no [ b ol oa o YT ALY s 1y
NA [ gy
H Saadas Ll cutg
31b. Were mirrors clean? ves B il g 2 )ljy\w ,&SJT."Mb
require comment when marked ‘No’ no O ¥ gl o MY A s 1)
NA [ sy
; AL Y] i S
31c. Were hand dryers clean? ves 4 o gl i géfz{,ff L;y‘uj _lsdg‘.31c
require comment when marked ‘No’ Nno [ b Trast 2o T Ayl s )
nva [0 gaiy
¥ 3 faadss o) sbiall cilisle cuilg
31d. Were dispensers clean? YES px . f:n g ,,y,:_,{;muj 'LSJT‘;\BM
require comment when marked ‘No’ NO D b THesH > a3 oS )
nva [ sy
ves 4w
31e. Were toilets and urinals clean? Nno [ y faaas Jputll Sl cuilS U 31e
nva O gy
; PN PRVICRTS
32a. Were doors clean? ves X o o 1) g .Liyliglsdl\- 32a
require comment when marked ‘No’ NO D Y = 2 S ]
na [ amiy
ves 4 pxd
32b. Were walls clean? Nno O y fdida (el culS s 32
NAa [ Gy
ves B
32¢. Were ceiling clean? no [ Y feahi il oS Ja 32¢
NnA [ gy
YES pi
32d. Were vents clean? Nno [ b fagdas MU <l s 32d
Na [ Gy
; fadlat il Y1 il
32e. Were floors clean? ves o 5 T g Ltiyr;mEJTs\'32e
require comment when marked ‘No’ no [ Yy e it g
nva [ giyy
ves M
32f. Were baseboards clean? No [ y faidai saclill o flaikadl )0 cilS Ja 32f
va O gauy
YES 4
32g. Were grout clean? no O v Sl LU IS Ja132g
nva O gy
4
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Scores Critical Areas F IR LN PO Lalait
YES pad
33a. Were trash containers clean? no [ b fhigas daladll il sla il s 333
) NA [ csuy )
YES X
33b. Were trash containers not overflowing? NO O b Pl ye daladl Clgs <ilS s 33b
NA [ auy
YES pud o .
2 34. Was the restroom smelling clean & no [ N s Q) Adaiey Ak alaall Aaih ) <ailS o 34 9
fresh (without any offensive odor)? plasdl (B Agy S A3l
NA [ aiy
3 Jand alaall & Gl jpeadll e culS Ja 35
35. Were all the facilities inside the YES E e ¢ @ C—““v:d&u
restroom in good working condition? . R e i
2 require comment when marked ‘No' ~ NO O v g sl o " Al s WY 2
NA [ ey
3 9(3) idsi aadl W8 f ane oIS
36. Was the Mosque premises clean? YES D e ( ). );” ’ ,,;‘,', &Lﬁi\sﬁ 36
2 require comment when marked ‘No’ Nno [ v e > et : 2
NA [ sk
Comments: sUBBadlall / gadailf
CSh \WAS WERRING NAME TAGI, BUT (OULD NOT
READ NAME
FOR OFFICE USE ONLY Ja8d igall aladiuy
Aaaualt Llail) LEN oY aal) . ;
y : : e
% ACTUAL SCORE maximum | Evaluation P
Approach and Cleanliness Adldaill 5 ool y8Y1 |1
Greetings and Initial Checks | &Y iSuially cua U1 |2
/S\tp;[??arance and Behavior of il gl gl s sekae |3
Service iaaal) |4
Cleanliness - Restroom and Slaal) — Akl |
Mosque 2aall g
TOTAL £ sanall
+ 5
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Allabove 2 25-04 2017 Ui PHLSURY
5281334900152
C . Ram Phieapele
.Q_LH 3 L

Received the

CUB-TUTAL

Customer  CASH
Lhasge
RENANTE

CPPCO
Station BGUI
el 04 - 2382667

| L
* ;I?“': < F
P
v ii‘
EPPCO
No. 395807
(11 YRR = TS Cash Memo B 11111 R gl
\
NAMIE * eoveoreeereeeeseasesessssss s seesssassssaessssisessiassasssssess Make / Model : .../ LX.SQ'\ .................... é .....
Tl NO. & eeeeieerererere e Reg. No NN o()/ 5 .........
KM PIESENE § ceveeveivecerreeeieiraensmssessstsasssnsnasesesseunnsnns Next Oil Change KM: .....ccoiviniriimieissimimsmancieee
- A Total Price
) Description PLU# | UnitPrice |. Qty. Dhs. e cis
o 1-OILCHANGE
Petrol / Diesel Engine Oil
Additional oil 500 ml
Service charges .
2 ON VAN WY
VA RIS
@ 2-PACKOIL Z9 S|4 !
Service charges o
Heavy Vehicle service charges RIS
. Y Ot
3- OIL FILTER DS 00l TN
s 7
4 - OTHER SERVICES
Air Filter / Battery
Engine Flush/ Others

o=

SERIAL NO.

719

5

600101

2.6

2.0

g‘:;?} 5 Signature gﬂ‘@ﬂ‘&@&yt—éﬁ
RT 15,5150 a6
0

THANK YOU

HAVE A NICE DAY
Customer care: 800-FNOC (3662)







