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PROJECT : ELARA (Lube Change - FINAL 2012)

PROJECT: ELARA - Lube Change

+

SERIAL NO.

7196

+

N
Pan Arab Research Center &

O <iu Emarat / & 51l <4 Eppeco / Enoc /13 4 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
'0 1 Name Number | Name Number [ Name N Number
3 bhased | [ [ [ | |
Gender Helght Built _ [pectacles Beard | Mustache] Ethnic Groups
M F |TIM T [ M [ F | Yes| No|Yes| No[Yes| No Jindian [Pakistani[Filipino [Expat. Arabs] Others:
EDDDEDE RORKROR O O O O
EMIRATE V;:Zf‘::‘ Abu Dhabi |  Dubai Sharjah Al Ain g’:l‘;l“ai‘: Ajman K'::ism‘;'h Fujairah
SITE 1D Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
60 RR| ol4]| Ks | ]9 013 /9.00 /9 .30
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
vt T 0 O RO ver | 0 O O O K O O
1. APPROACH AND CLEANLINESS :ELK.'\SU g\ﬂ“l\ A
Scores Critical Areas At} ¥l B H{]
ves X e*- N
1. Was there proper sign to the Lube no [J dihaie o AVl Aaial g s gl Al oS dA A
changing bay? Syl s
va O _,-hw
. vEs I
3 2. x\r/g:;ir;zé%be changing area clean and NO D g TR ey Al ) i Al ciS Ja 2 |3
na [ aesy
ves [ . ‘
4|3 Wasthereanyoil leaking and falingon q e ac s cuillcpud gl dua S da 3 4
to the floor of the lube bay ? = Sy W s Adkaia & )Y
va [ sy )
ves [ w
2| 4. Were the waiting area and table clean? NO [] ¥ eaadss Al gl Uiy ddhie S Ja 4|2
va [ sy
6 Was the telovision in the wai ves O~
2% woarii;ge?te evision in the waiting room NO D N ¢ Ul 4 e G sl A Ja 5 |2
NA B sk
ves [ o e g
6. Was the board displaying complimentary o ] y Al lgde pelai Al da il culS a6
services neat and clean? Caalad o A0 ya Agllaall Cleadd)
na B sy
2.  GREETINGS AND INITIAL CHECKS AV il ua il 2
Scores Critical Areas Ll claal) La
3|7 Was there any delay in approaching ves [] pxi a3/l Bl b el ol s S da 7 3
customers? No [ Y Sl gad Cals gl
8. Were you greeted in a friendly manner ~ YES D7 QY Gsll) A3, 4k b M S da 8
(pleasant feeling)? No [ y ¢ (zo
S Ja el galt @l gl Caia g 28 Blay (Y 1A
5| If no, please describe behavior: Was it Lf e . l:d‘:j ) ﬂ; j:f A 5
arrogant, without any expression, normal e R O O (s AR e
etc..... e
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Scores Critical Areas Al Lol pAH}
9. Did he guide your vehicle for positioning  ygg [ ; Gl S I el o1 <
3 at the stopper and asked you to switch = t~ ::” uL?A_ ‘5‘! .JLHJ}"' %‘Lﬂ‘ Pl.ﬂ dA 9 3
the engine off? No [] ¥ feoadll il of elie a5 ol Giliy
10. When asked by customer, was the 7 . IS da cdaandl e ilh sall J orie
5 attendant knowledgeable of different YES IX pu m| < ‘ )Sl . 1:\: / ‘J.}J dly 10 5
grades of oil, filters and their relative No [J y TR SRR > . “h
benefits? fleie JS il g8 4
4| 11. Did he offer the waiting area to you? ves [] o= FOREYI A8 e 8 iVl elle m e o 11 |4
No esedling oo Nno O v " '
12. Did the stafhank you as you were YEs [ e e . .
4 leaving? ¥ vo [ g TS Ly o S8 Gyl 5 a2 |4
3. APPEARANCE AND BEHAVIOR OF STAFF S sl g Cuilh gall jelia 3
Scores Critical Areas Al ca L
; YEs [
3 13. Z\r/;sﬁt(;]ye?um orm of the attendant neat No [J Y e Gl el Gl gl G S 13 |3
VA [ gy
YES p s .
3| 14. Was the attendant wearing visible no [J y oty AUy (55 5 3 g3 gl il sall S Ja 14 3
nametag? Tz s daul lgle
va [ gy
YES o X
3| 15. Was he able to communicate with Nno [] y & dealsilh e 1508 Galagall (S Ja 15 3
customer? Tl
NA [ sy
YEs I
4| 16. Was staff courteous / friendly? No [ N Slahal/lagay Cala sl S Ja 16 (4
NA [ sbyy
4. SERVICE Laall 4
Scores Critical Areas Arula) Lol Latas
2 : 2lS () Gapad il Gl pall 5 a
17. Did attendant check whether you need ~ YES X ol uuﬂ P )‘de 7
3 top up or complete oil change? S0 o ol ALY g lias sl 3
p up p ge: NO D y e JalsIl,
3| 18. Did attendant check with you whether ~ YES [X] px 8 S 13 Lad e Gl gl 3383 Ja 18 3
only oil is to be changed or oil with filter? No [ N $ Al 5 3l Gl add 3l s
19. Did he check using gauge the quantity ~ YES [X] pr ol a3l (5 sha Guliy Cila gl G Ja 19
3 required to be topped up and informed Gy A g 3 AS W Gyl sl 3
you? No [0 v Sl @il , \giln)
PoOe il 5 Cse 93ailly Cabs o)) LB i
3 20. Did the attendant check for oil leakages YES E o q;; L_/'ft): ):mn' . jij :ﬁ 20 3
under your car from filter and drain bolt? Nno [ q s e
5l
3 21. Did the attendant drain the used oil YES [ a Lesidicg &Gofh b sall B8 Ja 21 3
completely from your car? Nno [ Yy Tl i e
2| 22. Did he ask whether you want the engine  YES [X] A Al el dawe 3y 5 e o alil Ja 22 5
to be flushed and did it if you agreed? NO D y Pelisd) ga Jla 8 elly
3| 23. Did the attendant fill the correct grade as YES [X] px Syl A /e 5 ALl Cakasall 8 Ja 23 3
L you requested? Nno [ v el il dspaiall
2
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Scores Critical Areas Al cal) Llal
24. Did hg requgst you to start engine and YES M §AS 55y o) ) Jidil o 5 of e il Ja 24
3 leave it running for one and a half MY R . 3
minutes? no O y C bl g 458 2aal Joadill s B
3| 25 Eid the attendant ensure that the carter YES X o~ wfﬁﬁﬁﬁj‘}iijﬁﬁ 2 3
olt is tightened and there are no leaks? NO D y ey 3l
26. Did attendant carry out the following Llaall Clla sadll ol aly calasall JB Ja 26
complimentary checks: it
ves |
31a. Battery Water top up No [ Y A )thall el dil) 31a.
na [ sy
YES px
31b. Coolant Water top up NO D N coolant/s yull ¢ls dilial 31b.
na [ adny
YES M .
31c. Auto Transmission Fluid top up NO D N R JLF‘ uU '.ub.b) 31c.
(O sisanil V)
na [ adbiy
YES pri
31d. Brake Fluid top up no O ¥ de il cy3 el 31d.
na [ ssyy
ves X &
31e. Gear Qiltop up no O b oo A /el 2y ) Adlal 31e.
va O sbny
YES pal
31f.  Air filter cleaning no I y el ks 31F,
na [ sy
ves K| a
31g. Wiper Water top up NO D Y gl ol clalial cle il 31g.
nva [ ahuy
ves K
31h. Clean engine using air gun NO D Y ehsell etue phadduly O jaall Calan 31h.
na [ amuy
3 27. Were any of your questions related to Lf)s % (”; Aalaiall Slilind (e gl &f— 37'14}1\ uui J 27 3
lube change answered? Sl s Adany
na [ by
3|26 Didthe staff place the mileage stcker i :Es % ?: m@mﬁidﬁﬁ;\ﬁ 28 5
' na [ gmuy 95
ves [
4| 29. Were you offered a receipt voluntariy? No [] N 0 gal 2l Juay dlle ape b 29 (4
na O say
5.  REST ROOMS AND MOSQUE rapeaall g (aleall [l 53) Aal g 5
Scores Critical Areas Aaulud eyl PR}
3 _ YES L _ _ 3
30a. Were they adequately stocked with all Ay g pall il Hliuall azena 5 jeae <ilS Ja 30a
necessary supplies such as soap? NO Sl Jia
Na__SoAP N/A
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Scores Critical Areas Ll YL AV
, ves O w0 o
30b. Were they adequately stocked with all NO IZ v A pall Gla il ey 8 e il Ja . 30b
necessary supplies such as toilet tissue? Sl g3l 9 Jia
NA O sy
30c. Were they adequately stocked with all ves [ s A5l il il & B eae S da 30c
necessary supplies such as paper towels? NO D y TA8 ) o) Chdiliall Jia
(paper towels are not required where fully Glidaae B4 dic Ay glhaa e 44, ailiall)
operational hand dryers exist) N/A Gy (ASY)
; Shaslas Juldl S
31a. Were sinks clean? ves [ s gl ‘,,Y:‘Z\Ayr’f ,LSJT.J‘S‘Ia
require comment when marked ‘No’ cr . 1 NO X ¥ el e AR RS
h olell, O Gy ¥
N : ag,da Ul i
31b. Were mirrors clean? YEs A o gl g Mfyr” 'ls.dT'al.mb
require comment when marked ‘No’ no [ ¥ T > AR s )
NA [ gy
; Yaiks Ay e cis
31c. Were hand dryers clean? ves [J (ot o i ‘“gdf,y,:"u;y|2lsdg|‘31c
3 require comment when marked No', Nno X4 ¥ TrasH (o> IEY | 3
M*.&Q&MG N/A D Gkl Y
N ; ALl )yl sl s
31d. Were dispensers clean? ves [ px . }3‘“ o ,,y,f&{_&yiﬁ tsdT.':ll31d
require comment when marked ‘No’ NO D ki e e ;
\
No dicbercer . NA R sy
ves [1
31e. Were toilets and urinals clean? NO E ¥ fail Sl LSaf cul€ Ja 31
Winod A na O ey
; fAaha (ol oY il Ja
32a. Were doors cleas'}? ves 4 pr i "'Y':?’L}l;}!\ @\sﬁsn 32a
require comment when marked ‘No’ no [ ¥ Tt > 3 :
NA [ iy
ves X
32b. Were walls clean? Nno [ ¥ fagh bl cilk Ja 32
na [ gy
YES pad
32c. Were ceiling clean? Nno [ b Skl caaudl (IS Ja 32¢
VA [ gy
YES IX]
2| 32d. Were vents clean? Nno [ ¥ fAglhs Mudl culS Ja 32d |2
Na [ gy
; ki il )Y @ilS s 32¢
32e. Were floors clean? ves [ w oy g a_,iyltﬂs o
require comment when marked ‘No’ no X ¥ T+ R T :
AMM@Mj A O] gy
! ' St ves A
32f. Were baseboards clean? Nno OO % Ak sl & ol Alailall 51 il Ja  32f
Nna [ gy
ves B
32g. Were grout clean? NO D Y fada L S Ja .32g
Nna [ gwsy
<
\
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Scores Critical Areas Al YLyl PAYHI]
ves [
33a. Were trash containers clean? NO D Y faadas dcladll b s il Ja 333
_— . . N
, | No Nagh Condocinet wa B s ,
ves [
33b. Were trash containers not overflowing? NO D Y fAald e Aaladll clygla S Ja 33b
NA [ abuy
ves [1 . ]
2 34. Was the restroom smelling clean & NO N s Os) Rdate s Aidat pleall Aail; culS da .34 9
fresh (without any offensive odor)? = f(alaall 8 A S A
bod Smell vA [ s
H Jaxd alaadl 8 < el asea <ilS Ja 35
35. Were all the facilities inside the YES D i J o= EA::: I
restroom in good working condition? o —_— e
2 require comment when marked ‘No’ no B4 v a5l (o MY Ay S 1 2
4{%_4%&13&&&@&7«,,‘ [ o
> ; T(5) Gkt sl A28 51 e OIS
36. Was the Mosque premises clean? YES D pre ( ), );“ ) ,.:‘; LLL;—;MBE%T 36
2 require comment when marked ‘No’ no [ ¥ st o> Al s 2
No ™M SmAtt A 1
iR PREVER - NA B3 gy
Comments: salBadlall [ galadll
A TN} .
No wai lng onee, . Mo Se=p, No tissual
FOR OFFICE USE ONLY Jakd Cigall aum Y
Aasall Jalaill LEll e sl . .
o > . . o
Yo ACTUAL SCORE MAXiMuM | Cvaluation o
Approach and Cleanliness adldatll g o By |1

Greetings and Initial Checks | %45Y) SlSudll 5 a5 12

Appearance and Behavior of il gall b s selas |3

Staff

Service aeaall |4
Cleanliness - Restroom and Glaleall — adlall 5
Mosque Ansall
TOTAL & yaxall
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No. 13?578@ hoalizysals Date

ENOC
15ob il

..Zz'«_.j)le

SHE L ¢ paigedd Cash Memo THNE Lo ] gyl

NBITE T oo e Make / Model : . ACNDD

Tl WOL i Reg. No ':) :

Km Present | oo Next Ot Change Kmi oo,
" Description PLU# | UnitPrice | Qiy. o, PRI

B 1-0OILCHANGE

3

SERIAL NO.

6

L o W
Petrol / Diesel Engine Ol o e, ,
Additional oil 500 mi ] /) Cexl g [«
Service charges PN
[ CAY
9 Py
Z-PACK OIL ~ TR e ) 7
Service charges h
Heavy Vehicle service charges Y © ool
R
 3-0ILFILTER
>>>>> 4 - OTHER SERVICES .
Rif Filter / Battery /
Engine Flush / Others 7
/
SERVICE CHARGES
TOTALAMOUNT )17 e
i N \-‘*/ . ¢ e m s P
All above 20 points have beenchecked | :iYes {iNo b @I oMei BB Ve yuy0d o

Thank you for your visit PR ja,;_f ,._s [J——

Customer Care BOG 3682
RNV H P L W VRPN LI

Received the vechicle in good running condition. \A,,)
A

Rl

Customer’s Signature  L.elt s 33 QOC Operator's Signature

ottt e i 393







