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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center E
Dﬁbhl Emarat I B a s Eppco / Enoc | O 459 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
| l 4 , Name Number Name Number | Name Number
4, proan 1501 | Nalop T 1T 11 1 |
Gender Height Built Spectaclesl Beard Mustachel Ethnic Groups
M| F JT[M]ISsITIMIF Yes | No | Yes | No | Yes [ No [indian [Pakistani]Filipino [Expat. Arabs| Others:
ROOXOOROOROXOK O O K O O
EMIRATE ng;:i:‘ AbuDhabi |  Dubai Sharjah Al Ain g’:“v’;‘aﬁ‘: Ajman Kﬁ;ism’:'h Fujairah
| O X O O O [ 1 O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
1Tolol 0l | 111 11X Ol2 | o3 |I5:21]15:52
' 07:00- | 10:01- [ 13:01- | 17:01- | 20:01- Saturday | Sunday | Monday | Tuesday IWednesday| Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
visIT I O O O O visir | O O O O O O
1. APPROACH AND CLEANLINESS -A8UAIY ¢ il Y1 1
Scores Critical Areas Tt @yl Latass
YES o . . .
1. Was there proper sign to the Lube NO g q dihaie e AVl Aol ydasl i S da 1
changing bay? Sy ) s
nAa [ sesy
‘ ves X]
3 2. \c/)\:ga:r;[irz(l;’x?be changing area clean and NO D N C-VPE TR XPCNG L RRWE. i cS Ja 213
NnA [ sy
ves [ - o
4|3 Was there any oil leaking and fallingon o 15 y e ac gyl dua s da 3 4
to the floor of the Iube bay ? - 0y 3 yuid didaia & ()Y
va O ssoy ]
ves K] =
21 4. Were the waiting area and table clean?  NO | y halas 4 Uall g UatYl dalaie S Ja 412
va [ smuy ‘
o N ves -
5|5 gvvc?rii;hge?telewsmn in the waiting room 1y ] yooaWi A e SAdem ol s da 512
W RETY
YES [X] axi L N
6. Was the board displaying complimentary Aadld lgle el Al dall S a6
. no [ Y AR
services neat and clean? Cidai g 45 e dpdlaall cileasd)
nvA [ sy |
2. GREETINGS AND INITIAL CHECKS A ) el qua 2
Ecores Critical Areas Al c¥ Laiasl
3|7 Was there any delay in approaching ves [] e s/l B 8 el s S da 7 3
customers? no KX N ol g Caks gl
8. Were you greeted in a friendly manner ~ YES X o Gslul) L35 Ak il S a8
(pleasant feeling)? Nno O Y ¢ (z e
S8 da ek gt & Gl 5 28 sla ) Y 1)
5| If no, please describe behavior: Was it u‘ e Ljﬁ . il . jilf A 5
arrogant, without any expression, normal e
etc..... S
+ 1 +
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Scores Critical Areas Tl ¥l PATHI]
9. Did he guide your vehicle for positioning  ygg m M calidl Gl Y Whli L Gl 5 a9
3 at the stopper and asked you to switch ol ol + il i Qb o g Ll ¢ ey 3
the engine off? No [] ¥y e jadl il 19 bl —alay)
10. When asked by customer, was the \ IS da cJraall (e cals gall i Laric 10
5 attendant knowledgeable of different ves [ p ﬁ‘ - );l Q:‘: / ‘}?j .F’f‘ e ) 5
grades of oll, filters and their relative No [] y S = = &0}". AR
benefits? fleda JS 2il5h
YES o S
4| 11. Did he offer the waiting area to you? No [ g CABEYI A8 e 6 Uuy) elle sase ds 1114
12. Did the staff thank you as you were YES ard ¢ s et s . .
4 leaving? No D ‘2 Jdluuﬁuﬁutﬂ)&uuk}d\eud& 12 4
3. APPEARANCE AND BEHAVIOR OF STAFF S sl cpilisall jekia 3
Scores Critical Areas At Loy Jatast
_ YES i
3 13. Z\r/]zsﬁ?;umform of the attendant neat NO D Y 0Ly Gl el Gilipall Gl S 13 |3
NnA [ sy
YEs I  m . .
3| 14. Was the attendant wearing visible no [ q Deday AUy (55 5 3 g sall Cala gall IS b 14 3
nametag? Sz 5 50 4l Lo
NA [ gy
YEs X w .
15. Was he able to communicate with & deal sl e 1508 Cala gl S b 15
3 customer? No [] ¥ PO 3
H .Uﬁ‘)n
NvA [ sy
YES [
4| 16. Was staff courteous / friendly? No [0 Y fakal/lagay Cabisall (S s 16 [ 4
NA [ sy
4, SERVICE daadll 4
Scores Critical Areas Al iyl T !
: L A Gaadll aly 1alE Ja 1 :
17. Did attendant check whether you need YES m #x u 9‘,u)_uj_ PP Jmi ? / I
3 top up or complete oil change? Cu5 e ol iy liad 5 b 3
p up P ge* No [J el
3| 18. Did attendant check with you whether ~ YES [ 8 S Lagh elie Cala gall 3is3 Ja 18 3
only oil is to be changed or oil with filter? No [ Yy § Al 5 3l af a3l a5
19. Did he check using gauge the quantity ~ YES [X] axd il w3 (g gie (s Calh ol W8 Ja 19
3 required to be topped up and informed g Al Gyl A b paall i) 3
you? No [J ¥ Sl el (sdls)
P il Gl e Al Caly 1.8 da 20
3 20. Did the attendant check for oil leakages Yes X i u:s] /juLu.:. Al - zj:i; Caad 3
under your car from filter and drain bolt? Nno [ v ST A .
Py 3l
3| 21. Did the attendant drain the used oil Yes [ P el 3l S i Cali gl Adda 21 3
completely from your car? No [ y il (e
| 22. Did he ask whether you want the engine YES [X el dae 5 s ol il o 22 5
to be flushed and did it if you agreed? NO D y feliad) o Jla iy
3| 23. Did the attendant fill the correct grade as  YES [X] axd Sl s e 5 ALl cala gl JE b 23 3
you requested? Nno O y el Al daaiall
2
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Scores Critical Areas Faubul) ot Jaaih
24. Did hg requgst you to start engine and YES m x4 s @ yaall Qi o 5 o e il o 24
3 leave it running for one and a half 0 fin ¢ 4a 2aad i) Al 3 3
minutes? NO 3 S g «*
3 25. Did t.he.attendant ensure that the carter YES w pu wfﬁﬁﬁﬁj\jﬁ;“: jiﬁ 25 3
bolt is tightened and there are no leaks? NO 0O N j 7 *tu)l!
26. Did attendant carry out the following Liladll s gaill o) ol calasall s da .26
complimentary checks: -l
YES s
31a. Battery Water top up NO D b Iy el £le ddlal 31a.
na [ sy
YES o
31b. Coolant Water top up NO O b coolant/s ! el A8l 31b.
na [ sy
YES Y .
31¢c. Auto Transmission Fluidtopup  NO O N S AS el i JLG_\ «_.u) faL:ay 31c.
(05t )
Ry
YES ol
31d. Brake Fluid top up Nno O y Sal il iy 5 Ada 31d.
nva [ asuy
ves A
31e. Gear Oil top up no O Y oo alloy; sl 3le.
va O adsy
YES pad
31f.  Air filter cleaning no [ Y sl ks 31F,
NA [ sy
ves (A
31g. Wiper Water top up no O y- a3l Glatiuad el Al 31g.
nva O sbuy
ves Bl =~
31h. Clean engine using air gun NO | Y ehsall et plaaiuly o jaall il 31h.
na O gy
3 27. YVere any of your questions related to :«E)s % P’; aabaiall ilind e sl e "\7'14}1\ um Ja 27 3
ube change answered? Sy 3 il Adaay
na [ any
3 28. 5:3 él': gtaff place the mileage sticker in :“E)S % ?’: Ax&u;f;tﬂﬁi;;l;ﬁ;\ﬁ 28 3
' nA O sy € ol
ves Kl
4| 29. Were you offered a receipt voluntarily? ~ NO O Yy SG LAl 2Dl Jaas e e Ja 2914
wa [ sbuy
5. REST ROOMS AND MOSQUE s3aacally (alasdl [l 55) Aa) M e 5
Scores Critical Areas F IR LN PO Liai
3 30a. Were they adequately stocked with all ves X = Ay g puall il el aaens 8 jeae <€ Ja 30a 3
necessary supplies such as soap? NO O v Sosball Jia
na O by =
3
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Scores

Critical Areas

Lanaleallt Lol Lalai

30b. Were they adequately stocked with all
necessary supplies such as toilet tissue? NO

a.gj_g_)a‘al‘ QLAM‘@AMS)@AAQ\A\S& .30b
Cu."g“'é!gzdie

30c. Were they adequately stocked with all

necessary supplies such as paper towels?
(paper towels are not required where fully

operational hand dryers exist)

sl Sl Bl waans 3 36 cuiS Ja 300
A8, ol Chdliall Jie
Gliiaa 851 vie gtk 2 1484 ailial)
(CENEN]

31a. Were sinks clean?
require comment when marked ‘No’

4k Juladl cul€ Ja 319
sl pa MY Ayl cals 1y

31b. Were mirrors clean?
require comment when marked ‘No’

fAaki U all cslS Ja 31p
sl o Y eyl s 1y

31c. Were hand dryers clean?
require comment when marked ‘No’

ik Y Cliiaa cilS Ja 310
sl a1y

31d. Were dispensers clean?
require comment when marked ‘No’

s ) plaall Sl @il a 314
T PN FIRYER T

31e. Were toilets and urinals clean?

Al Tl Al il da 31e

32a. Were doors clean?
require comment when marked ‘No’

fadas L) oY) cilS U 323
gl oa L YT Ala Y s 1)

32b. Were walls clean?

il ol alS 2 32b

32c. Were ceiling clean?

fealas il (S ds 32¢

2| 32d. Were vents clean?

faddes MLl il s 32(d

32e. Were floors clean?
require comment when marked ‘No’

ek oln 1 S 0 326

32f. Were baseboards clean?

ki sl - o [lilall 15 cuilS Ja 32f

32g. Were grout clean?

feuls L3 S s 32
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Scores Critical Areas EEWEI LAY PO La

ves M

33a. Were trash containers clean? no [ ¥ fasya daladl)l b s clS Ja 332
NA [ asuy

2 - 2

ves I w

33b. Were trash containers not overflowing? NO D ¥ fhaild e Al Gy @il Ja 33b
NA [ sy

ves o =,
2 34. Was the restroom smelling clean & NO D y @ O Adiaia g Ay paall Al ) cils da 34 5
fresh (without any offensive odor)? ol (34 Sdad

A [ gy
H Jad aleall 8 <l jagadll xaas ~iS da 35
35. Were all the facilities inside the YES m e ¢ o= tm‘,: IS
restroom in good working condition? L. a2 e 1t
2 require comment when marked ‘No’ no O ¥ sl o MY ) IS 2
NA [ asuy
3 €(5) okt daunall deld Sl e AS
36. Was the Mosque premises clean? YES D o ( ). ;E\!\ ’ ,,;‘: :L;\T\uulsﬁ 36
2 rﬁuire comgent when mark%‘_ls;f no O ¥ et el gl e e 2
b MosQuog m :
! W NA [ by
N
Comments: sclaadlall [ aadasl)
FOR OFFICE USE ONLY JaBd igal) ?L\ifu.u‘i
Alauall B8l Ll Je Y sl . .
0, v . . % ‘
% ACTUAL SCORE | maxmum | Evatation P
Approach and Cleanliness aallaall 5 <l 8 |1
| Greetings and Initial Checks A0 Sl g cus 12
1 gtpa[.)f?arance and Behavior of i gl sl s sedae |3
‘ Service eaal) 14
Cleanliness - Restroom and Sldlasll - Akl
Mosque Aaaall g
TOTAL £ saall
+ 5

Lube change.doc







-

€PPCO b ~13 SERIAL NO.
- : . J1-06-) -
No. 384199 _ - Q,_»La/ Date : .M oYY Al ot
Site : : ey Cash Memo Time : ¢ oy
Name : rrerrensssaranaes Make / Model : ...ccooeern LULYS ’
Tol. NO. & veerrerensiinndiennss .. ... | Reg. No D eeeerereenesaentens JAS 2.
Km Present lgﬁgql ............................ Next Oil Change Km: .......... !@? ) .......................
Description | PLU# | UnitPrice | Qty. ohe OB Pe
B 1-OILCHANGE
Petrol / Diesel Engine Oil
Additional oil 500 ml {n1<
Service charges L Landh j
o %017 P
1 ZAn Y Vs U
i 2- PACK OIL oo T
Service charges  / kel
Heavy Vehicle servig charges 22
] T a4 .
3- OIL FILTER / AOIA2 ) £ = Vo) A}
A TUS XS (280
4 - OTHER SERVICES
Alr Fiiter / Battery - T T 3 N\
Engine Flush / Others B \ ®,
= \ ‘
. 5 |
l, 1§ ;. J}
SERVICE CHARGES "
TOTALAMOUNT / A ) m ‘

All above 20 points have been checked Yes [ONo
Thank you for/your visit

Customer Care 800 4500

Baua Al GBS yall adinl o5
Received the VWW condition.
Customeré Signature Jsesd) padss QoC Oggraﬁ’s Wtﬂ)“‘“ ol Jaas calage padsd







