™

‘D%»Ikﬂ'%d/}?’

+ 1
PROJECT : ELARA (Lube Change - FINAL 2012)

(O

PROJECT: ELARA - Lube Change

+

SERIAL NO.

8

0

6

+

Pan Arab Research Center w

O < u Emarat / & 51/ <4 Eppco / Enoc | O @9 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
|0F3 hrom 5o\ | Kogesh | [ [ [ | |
Gender Height Built  [Spectacles] Beard | Mustach hel v Ethnic Groups
TIM [S | T M [F [Yes[No [Yes [ No | Yes | No |Indian [Pakistani]Filipino [Expat. Arabs| Others:
DDEDDED.DDEEDED O O O
EMIRATE V;:Z‘;‘:‘ AbuDhabi |  Dubai Sharjah Al Ain g’l‘,‘v’;‘aﬁ" Ajman Kﬁ:ism‘:h Fujairah
|| O X O O O O O O
SITE 1D Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
olkle| 0|61 3]0 |18 ol2 | oly o5 |10:80
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 O = w 0 0 visit | B O O O O O O
1. APPROACH AND CLEANLINESS -43Uail 4 u,a\jfé‘_l\ A
Scores Critical Areas Taabal) c¥laalt PAYH]
ves Kl a0 o
1. Was there proper sign to the Lube no [ g dihie Jde WYl daalydaddin S da 1
changing bay? Ty W juad
na O iy
. ves i o
3 2. \(I)\:g:r:ir;ee(lﬁ?be changing area clean and no [ e Rl Sl s b cuS Ja 213
va O sduy
ves [0 &
4|3 Was there any oil leaking and falingon 59 g e de dss il ot gl dia S s 3 4
to the floor of the lube bay ? Sen Ml st Adhaie A sy
na [ sy
ves K o
2| 4.  Were the waiting area and table clean? ~ NO O b fagydas Al gall g HUanyl dshie cul€ Ja 412
' na B sy
W he tel h YES g o
. f ision i iti T T
2 5 Woariinge?eewsuon in the waiting room NO D y ¢ anYl 4 2 @Moﬁ)ﬂﬂ\ SSds 512
wa B sy
ves B o s s
6. Was the board displaying complimentary ] y Ll e jek AldaMcnsds 6
services neat and clean? a4 g A pa Agilaall Cilaaalt
na [ iy J
2. GREETINGS AND INITIAL CHECKS A Y Sl g a2
Scores Critical Areas Aoy il Jataih
3|7 Was there any delay in approaching ves [ o A/l B & ali gl s S da 7 5
customers? Nno X Yy ol 5l s Cala sall
8. Were you greeted in a friendly manner ves Bd a ) Ly da ki dh el ds 8
(pleasant feeling)? no [ ¥ S (e
1< U il gall @ sl hm g1 o8 slay Y 13)
51 If no, please describe behavior: Was it "j Se \_j‘l }3{:‘ jif:; J‘ ‘15
arrogant, without any expression, normal e copasl O 25 "“:j\
etc.....
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Scores Critical Areas Al c¥laal) PATH(]
9. Did he guide your vehicle for positioning YEs X : Ll A 3 ol L Cals ol L6
3 at the stopper and asked you to switch e ::“ Uls'd_ ‘# .‘L‘Uﬁ. %}4 e 'JA 9 3
the engine off? NO [0 9 feladl il of o collay 5 ol Giliny
10. When asked by customer, was the . S da draall (e il gl Jio Lonie
5 attendant knowledgeable of different YES E = «ﬁjﬂj! < ‘)il al_\u: / ;J.?J d]f“ e 10 5
grades of oil, filters and their relative No [J q I TR =R * e
benefits? et JS il 48
YES ; .. .
4| 11. Did he offer the waiting area to you? NO % ": oyl 4 e o Y elle vase da 1114
4| 12. Did the staff thank you as you were (46)YES [] ™~ a3 8 Laty o S8 ali ) o5 12 | 4
caving? obid vt Gt oo By T e
gy vy
3. APPEARANCE AND BEHAVIOR OF STAFF (adSolug il gall e 3
Scores Critical Areas Al YLl PAVH]
. YEs [
3 13. ;/szstitc?;?um orm of the attendant neat NO L-I Yl Gl ealall Gali gall Ll JSds 133
NA O gy
YES j B ,
3| 14. Was the attendant wearing visible NO g ?’; e Ay (535 0 3 5m pall s gall IS U 14 3
nametag? 7 3 59 el Leile
NA [ ey '
YES . w ]
3| 15. Was he able to communicate with Nno [] q & dual sl e 18 Gl gl S Ja 15 3
customer? ol
NA [ sy
YEs I
4| 16. Was staff courteous / friendly? No [J ¥ flakal/lasny Cali sl IS Ja 16 |4
| NA [ gy
4, SERVICE il 4
Scores Critical Areas i S Lalalll el T Ll
P S o G Gl b G
17. Did attendant check whether you need YES E o w uujd P }A .ﬁ o 17
3 top up or complete oil change? 20 i ol Sl ila i s ) 3
p up P ge’ NO D y e Ll |
3| 18. Did attendant check with you whether ~ YES [ pr 23 IS 1) Lad elia il gall (5383 Ja 18 3
only oil is to be changed or oil with filter? No [ Yy AN o 30 aT s ey 3l a3
19. Did he check using gauge the quantity Yes X prt el (s giee Gl il Sl Adda 19
3 required to be topped up and informed o Al ol s G el owlsiiall 3
you? No [ ¥ Cllly lal , (gl
R D e Sl 3 e Giailly Gl pall G Ja
3| 20. Did the attendant check for oil leakages  YES s N Sl s e $ 20 3
under your car from filter and drain bolt? Nno [] N S et A
eyl
3| 21. Did the attendant drain the used oil YES P Janesall 30 S & i Cal gall s da 21 3
completely from your car? No [ Yy el Jlw (40
2| 22. Did he ask whether you want the engine YES B s ol dae 5 o el Ja 22 2
to be flushed and did it if you agreed? NO D N fulisd) g Jla el
3| 23. Did the attendant fill the correct grade as YES B3 o Sl As ,yp 5 A8l Cila gall W5 Ja 23 3
you requested? no O y feddls 3l dapa il
2
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Scores Critical Areas Tl a¥lyalt PAYI(]
24. Did hg requgst you to start engine and YES pxi aS iy yaall Qi o s o e il Ja 24
3 legve it running for one and a half D S a4 paad Jyiedill s 3 3
minutes? NO v 5 g
3 25. bDid t_he‘attendant ensure that the carter YES ﬂ p wfﬁgﬁﬁj‘}i&fﬂ S‘_\fﬁ 25 3
olt is tightened and there are no leaks? NO D y ecy
26. Did attendant carry out the following . glaall Cls gaill o) by calagall B Ja 26
complimentary checks: saqllalf
ves B
31a. Battery Water top up NO D Y A Uil ola A8l 31a.
nva O abuy
ves M4
31b. Coolant Water top up NO |:| bl coolant/>_all ela dslis} 31b.
N/A % Sy
YES o . L
31c. Auto Transmission Fiuidtopup  No [ y NS ’L(*::Miu‘fj)‘ Stc.
wa O shyy
YES X prd
31d. Brake Fluid top up Nno O N Sal il gy Adlua 31d.
na [ sy
ves M
31e. Gear Oil top up no O 3 oo el iilal 3le.
na O abiy
ves B4
31f.  Air filter cleaning Nno [ ¥ ol ks 31f,
na O auy
ves X pes
31g. Wiper Water top up Nno [ y o latiaad ol Al 31g.
nAa [ sy y
ves B
31h. Clean engine using air gun NO D Y ehsedl etase alasiuls o el Cadin 31h.
wa [ abuy
3 27. Were any of your questions related to ;is E]] ?: Aslaiall il e g (_,,J; RT'L?}“ uA-' Ja 27 3
lube change answered? IV ETEL WA PE
nva B sk
H R . .1 M
3 28. 5:2 (t;l':-;* gtaff place the mileage sticker in :lzs % ?: M;gmﬁ:ﬁ:ﬁﬁ;ﬁ 28 3
' NA O sy £ _ud
ves B4 =
4 29. Were you offered a receipt voluntariy? ~ NO O ¥ HERIENIPY W) e yaye B 29 4
na [ abuy
5.  REST ROOMS AND MOSQUE sauall g (plaad) /el ) A M i E 5
Scores Critical Areas Agulad) c¥lpalt latailt
3 30a. Were they adequately stocked with all ves bd o s eal) e 3all maens 8 jee S o . 30a 3
necessary supplies such as soap? NO D ¥ S gbnall Jia
nva O gy =
+ 3
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Scores

Critical Areas

Aol EYlaall

vEs B

31e. Were toilets and urinals clean?

Usihod Wed chn LS

30b. Were they adequately stocked with all 0 v Lol e Sl sy 3 eae cilS s 30b
necessary supplies such as toilet tissue? :IOA D oy Sullgill g 199 Jic
30c. Were they adequately stocked with all ves [ ad 4 rall e sl & B e S s 30
necessary supplies such as paper towels? NO E] ¥ 4.8 3t cadliall Jic
(paper towels are not required where fully Clidae 3 65 xie 4y glhaa e 48 sl adliall)
operational hand dryers exist) NA B sy Ay
31a. Were sinks clean? YES E i 2l Mﬁ,‘,’l:“u:{;ﬁ‘isd?.“ma
require comment when marked ‘No’ no [J Y crasll (2 YT ALY cals 1)
va [ gy
- TSR
31b. Were mirrors clean? ves px 2 al - l,"):‘;ru 151;1? "31b
require comment when marked ‘No’ Nno [ Yy casl o2 MY Ay g 1y
NA [ absy
. (:»" . ]. . A -y - _ls
31c. Were hand dryers clean? YES e ol ) gfz),,uu‘:‘u ,‘Sd; §'31C
require comment when marked ‘No’ Nno O Y il (o2 MY AlaY) calS 1y
NA [ gy
; f3ak ) sl sl s
31d. Were dispensers clean? ves & & ‘m\h‘ o "y':_:Liyrf '\SdT' |'31d
require comment when marked ‘No’ Nno [J ¥ sl o2 MY DY) a1y
NA [ sy
YES

s Jonll 1S4 culS a3 16

——
32a. Were doors clean? U
require comment when marked ‘No'

ks Gl oY cilS da 324
sl on e MY Aday) il 1y

| require comment when marked ‘No’ !
A

YES ard

32b. Were walls clean? NO Y fagla glandl culs Ja 32h
N/A b Y
YES prd

32¢. Were ceiling clean? no [ ¥ feabs Gl < Ja 32¢
NA [ gy
YES pi

32d. Were vents clean? No O N A4 2Ll S Ja 324

- NA [ sauy

32e. Were floors clean? @ j03) ves L1 o ek b ) S da 32

NO N Tl o YT Y culs 1)

r‘ff oot
32f. Were baseboards clean?

Ak sacldl) & ol /hailall i) 50 cilS s 30F

32g. Were grout clean?

feaudai WU 0\S Ja 329
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Scores Critical Areas L) SLaall Jalast
ves 4 o
33a. Were trash containers clean? NO D ¥ A Laladll iy gla i< Ja 332
NA [ @iy
2 - 2
ves I o
33b. Were trash containers not overflowing? NO D N fhaili e Aaladll cilyda cals Ja 133b
NA [ iy
ves [ e e ,
2 34. Was the restroom smeliing clean & No B4 N s} 05) Alaia y Aigdai plasd) Aad) ) ilS ds 34 2
fresh (without any offensive odor)? Slolasdl i A S Aad)
bod dmodl o) A [ gy
X 3 Jaad alaall & <l aeaild eils da 35
35. Were all the faciliies inside the YES = e e e e st
restroom in good working condition? L. wan = e
2 require comment when marked ‘No’ no [ ¥ gl (o2 YT A il 2
NA [ askby
3 2(5) ok dawdl Acl S e oIS
36. Was the Mosque premises clean? ves [ ( ), };l\ ‘ ,,;: LL?“U'\S%T .36
2 require comment when marked ‘No' ~ NO I gt > kbR 2
NA [ gy
Comments: sclzadlall f abadll

FOR OFFICE USE ONLY

Jasd LiCal \e\.\a.lu“ N

| %
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Alpaalt ) B 3 Evaluation: el
ACTUAL SCORE MAXIMUM i
Approach and Cleanliness Adldall y B 11
Greetings and Initial Checks A Y clSpll g G il 12
gg)ﬁearance and Behavior of il sall gl s seke 13
Service ieaall |4
Cleanliness - Restroom and Clabaall — AdB |
Mosque Annall
TOTAL £ sanall
5

TSNS T







ne. 533944 faaiaysls  ome:.F2rebl2. p
site: .. 210 dsall Cash Memo Time : Cugpgall
Name Make / Model -..2)5.5.9. 1348 Y
Tel. No.: Reg. No. 2.6391.%
Km Present : Next Oil Change Km:
- o D Total Price
PLU # Description Unit Price Qty. Dhs. Fils
B _1-0IL CHANGE
Petrol Engine Oil 4
| Additional oil 500 ml o
18024 | Service charges ‘ 10 o
. I TR RS e
m_2<PACKOIL stg_,&fﬂsﬁ_)___l, §025 [[goe3e \ho |0
18025 Service charges T 15 :_ :_; ";_ 1___, —_’ ; T :i B
18026 | Heawy Vehicle servicecharges | 20 | L
= soirer . _I§6F6 |V Ly e
—_ I _ o o I
W 4- OTHER SERVICES S . . ; _ ]
AIR FILTER e S
__ .| SPARKPLUGS | . B} A
_ __|ENGINEFLUSH _ ___ __ _____._. [ N SRR NG | ST
- _AIR CONDITIONER GAS e F
| semvicecHarGES . R B
TOTAL AMOUNT 1855 97

All above 20 points have been checked ~ Yes

Thank you for your visit

Sae Al A8 el Aol &
ecdived the vehicle in good running condition.

Customer's Signature Joead! g4

b

No

RN

3Mei5,9Saalt adais Yo o 3 03

@S S

QOC Operator's Signature gl cuj Lad —2losa 1355







