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PROJECT: ELARA - Lube Change
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+

o
Pan Arab Research Center &

D"—'U\-"! Emarat [ &)/ &4 Eppeo / Enoc | O 459 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
/ Name Number Name Number | Name Number
0¥ Broor Jsor] | ST iT8l6 2l |
Gender Height Built _ [opectacle§ Beard ]| Mustache] Ethnic Groups
TIMI[S |T [MJF |Yes|No [Yes [ No | Yes [ No_[indian TPakistaniFilipino [Expat. Arabs| Others:
EDD.DDIDDX]DIDM[ZIDD O O
EMIRATE V;ZZ:‘;:‘ AbuDhabi | Dubai Sharjah Al Ain QTvTa{Mn Ajman Kﬁ:ismA'ah Fujairah
O O i O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
clolo|l| ojG | 3jo |l23] o0 3 | o4& |11:30]1h:sS
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturdayl Sundayl Monday l Tuesday |Wednesday [ Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
VISIT VISIT IX]
O 0 o O O O 0O O o O
1. APPROACH AND CLEANLINESS A8 4 ‘,abﬁ‘g\ A
Scores Critical Areas FEWII LAY BN Lah
YES o o s
1. Was there proper sign to the Lube no [ g dibie Je AVl dsaljiad din S da 1
changing bay? LTGITR VP
wa O abuy
. YES px
3 2. \é\i;:r:iiigil’]?be changing area clean and no [ g A ey Akl iy i Aiaia S B 213
A [ sy
ves [0
4|3 Wasthereanyoi leaking and falling on g e e g5 il s ol s g8 s 3 4
to the floor of the lube bay ? - e M s Aidaia 3 V)
na [ aboy
ves ]
5| 4. Were the waiting area and table clean? NO [ ¥ ehidas 4 ally Uyl skt cul€ s 4|2
na [ sbuy
w ves Bl
. levision i iti et %3 A o
2 5 Woariitnhge?te evision in the waiting room NO D N ¢ Uyl A b Gans s i S Js 512
na [ by
YES o o R
6. Was the board displaying complimentary o 7] N Al lgle pla s adsds 6
services neat and clean? faadai g Ax ye dgilaall Claasl)
na [ sy
2. GREETINGS AND INITIAL CHECKS A g il g cua 312
Scores Critical Areas Agulaay) el AR
3 7. Was there any delay in approaching ves [ ax s/l il 3 bl s gSds 7 3
customers? No A Yy ol s Calh gall
8. Were you greeted in a friendly manner ~ YES 4 shl) Gnyda S ds 8
(pleasant feeling)? No [ Y ¢ (g e
S8 da el galt & Choa g a8 2la Y13
51 If no, please describe behavior: Was it "j e . \:‘;l . )j\; j:li c.' )..‘ ‘15
arrogant, without any expression, normal IS R O O (O3 AR e
etc..... o---@‘
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Scores Critical Areas Ll yLaaly PR ]
9. Did he guide your vehicle for positioning  ygs [X] ; Gadl Sl 1 ol b Gala o) 6
3 at the stopper and asked you to switch X ™ ;Jw oo ‘;‘ .A I UL}A e da -9 3
the engine off? Nno [ ¥ el il o e calla g 5l ity
10. When asked by customer, was the e . S ciandl e Calh gl Jow Lanic
5 attendant knowledgeable of different YES - j‘:ﬁ“ o ‘ )ll d-\u: p "’.“J dx_}u 10 5
grades of oil, filters and their relative no [J v S i &e}l . : “la
benefits? o fleta JS il
YES i
4| 11. Did he offer the waiting area to you?@ iy Y A8 e 3 SV dlle (ase Ja 1 4
Dib MoT_offER _woprIngG ARER  NO ¥
12. Did the staff thank you as you were YES px et . .
4 leaving? No [] y a0 S L o Sy il gall ddda 12 14
3. APPEARANCE AND BEHAVIOR OF STAFF adS by il gall Haa 3
Scores Critical Areas LW I R PO PR
13. Was th ift f the att YES IZ] =
3 . anz‘ajsﬁd;?um orm of the attendant neat NO D Y 9Ly, Gl ealall Gl gall JSds 13 (3
NA [ smsy
YEs [X]  a .
3| 14. Was the attendant wearing visible no [ g OB e (o3 5 3 g sall il gl S a4 3
nametag? Tz 3a g0 dand Lile
NA [ gesy
YES ax
3| 15 Was he able to communicate with No [] q &o deal il e 1506 Cals sl S b 15 3
customer? 05 0
va [ sy
YEs K]
4| 16. Was staif courteous / friendly? NO [ Y fadal/laga s cabi sl S Ja 16 [ 4
na [ smny
4, SERVICE daadll 4
&S-C-Ores h —“Critical Areas . &:‘“Lﬂy‘ ‘;'YIA-‘-“ :@‘
% ~. IS ) e analls (il Sl LG
17. Did attendant check whether you need YES ] - w U uﬂ P }A '? S 17
3 top up or complete oil change? S0 i ol M ALY plins s 3
- No [ ¥ sl
3| 18. Did attendant check with you whether ~ YES [X] 23 S 1Y L e Cala gl 38a3 Ja 18 3
only oil is to be changed or oil with filter? NOo [ Y ol 5 a0 Af dad oy 1 s
19. Did he check using gauge the quantity ~ YES prt eladial o 3l (5 gl by Cala gl B s 19
3 required to be topped up and informed ' o Al 3 eS I G atll il 3
you? Nno [ Sllly el \La)
P e Sl s e 5l il ol
3 20. Did the attendant check for oil leakages YES m g Ot ujk_/lfhu: }m,' . 'ﬁj ,da: 20 3
under your car from filter and drain boit? Nno [ S e R ol s
S 3l
3| 21. Did the attendant drain the used oil YES e a3l JS G it Calh sall A8 Ja 21 3
completely from your car? No [ Y i s (ya
2| 22. Did he ask whether you want the engine  YES [X] M el Jee S ) il Ja 22 2
to be flushed and did it if you agreed? no O ¥ feeliddl 0 Jla 4 iy
3| 23. Did the attendant fill the correct grade as  YES px Sl A /g 58 Adlaly Cala gl JE Ja 23 3
you requested? No [ y el Al Aagaall
2
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Scores Critical Areas Jabalt el Jalasl
24. Did he request you tostartengineand  ygs X pxl 48 iy & el Qs o s of @i il Ja 24
3 leave it running for one and a half 0 i 2 20 il Alla 8 3
minutes? NO ¥ S g «*
3 25. t?id t‘he.attendant ensure that the carter YES o wfﬁﬁﬁﬁj&ﬁ? j\_\fig“ 25 3
olt is tightened and there are no leaks? NO [:I N e 3l
26. Did attendant carry out the following Llaall Cilia gadll o) jal calasall B s .26
complimentary checks: -t
YES pad
31a. Battery Water top up NO O 3 iy e eta Al 3a.
na [ sy
ves [H
31b. Coolant Water top up NO O b coolant/a sl ele Al 31b.
NIA lél] Sy
YES i -
31¢. Auto Transmission Fluid top up NO E] P’; S A pall JiG )LP L_u) 43\...;\ 31c.
(05t )
na O] aesy
YES pad
31d. Brake Fluid top up no 1 ¥ Qe cusdlsl 31d.
nAa [ sy
ves A~
31e. Gear Oil top up no [ Y ool mllcyjiilsl 3.
na [ sy
ves M~
31f. Airfilter cleaning no [ y el g aks 31f.
na O gssy
YES [2‘ o
31g. Wiper Water top up no [ N ol claliua ele i) 31g.
N/A l:l ik ¥
YES Py
31h. Clean engine using air gun NO E] Y e sell Guese pladiuly o el et 31h.
Nna [ sy
3| 27. Were any of your questions related to :is E ?: Al Sl e 5 ‘Qf— 3-.9\—?}1‘ uAA .27 3
lube change answered? Sy M st Aleny
nA [ by
5| 28 taag ér: staff place the mileage sticker in :is E ?: m@mﬁi@ﬁﬁ;ﬁ 28 3
' nva [ aduy €5
ves A
4| 29. Were you offered a receipt voluntarily? ~ NO- O Yy L) Wit Jea g e me B 29 14
na O asuy
5.  REST ROOMS AND MOSQUE saawuall g (alaad) foull 55) Aai ) i 5
‘Scores Critical Areas Al c¥ Ll Jatasl
3 30a. Were they adequately stocked with all YES a g pall e il aaens 3 jeae il o 30a 3
necessary supplies such as soap? no O B £ gluaall (e
na [ gy S
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Scores

Critical Areas

Al Sl

Jalkit

ves X

2__1)3)‘;:1! Qu‘)lﬁu.dl & B g ailS (o .30b

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

operational hand dryers exist)

no O v
Na X sy

30b. Were they adequately stocked with all NO D y
necessary supplies such as toilet tissue? Caall g3d) @99 Jia
NA [ akuy
30c. Were they adequately stocked with all ves [] pri sl Gla 3l gany 3 3gae a8 Ja 300

4 ) 9 idiliall S
lidan 55 s 2 lle S 430 Cidlud)
(N1

31a. Were sinks clean? YES p ol '%,,‘%f;r‘:ﬁsd?."ma
require comment when marked ‘No’ no [ ) Tl o Y Y s 1y
nva [0 gy
; $auki U cas
31b. Were mirrors clean? YES o L al A‘,n,";: z f\jru 'Ls.d?' "31b
require comment when marked ‘No' no [ ¥ sl om0 MY e S 1y
NA [ gy
- PR FOTERT:
31c. Were hand dryers clean? YES XI . T”L" ‘éfijy,f"uli;u 'Lsdr' "31C
3 require comment when marked ‘No’ Nno [ Y sl (o2 Y Al cal 1y
na [ gy
R ; Ty () 5l s o
31d. Were dispensers clean? YES o . ‘w‘m Uﬁh:‘i{,ﬁ hy‘ufﬁsd? "31d
require comment when marked ‘No’ no [ Yy sl omo MY LY s 1y
Na [ sy
YES pess
31e. Were toilets and urinals clean? no [ ¥ Ak Joal Al i€ o 31
na [ sasy
v . Pl ol T s
32a. Were doors clean? YES KX e 2l “ﬁﬁ}\i‘!‘“‘j‘?“‘.{”a
require comment when marked ‘No’ no [ Y Tt o "V ALY s 1y
NA [ gy
ves (Al
32b. Were walls clean? Nno [ Yy Faks Glassll il Ja 32b
NA [ sy
YES oz
32c. Were ceiling clean? no [ Y fadss caaldl < Ja 32¢
NA [ guy
YES asi
2| 32d. Were vents clean? Nno [ y $aghs Ml oS Ja 329
NA [ sauy
: a408% luca Y &l
32e. Were floors clean? ves B Dl sy fw ,.f;“sze
require comment when marked ‘No' no [ Y gl (o2 Y Al s 1y
na [ gy
ves K
32f. Were baseboards clean? Nno [ Y fagla saclall & o /Liladl 1,50 S Ja 30
Na [ sy
ves [
32g. Were grout clean? Nno [ ¥ Sl LU IS s 32g
NnA [ gmsy
4
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Scores Critical Areas Al c¥laall Laai
YES i
33a. Were trash containers clean? NO |:| b faa,da5 Aaladlt by sl 23S Ja 33a
) NA [ ey ”
YES pxi
33b. Were trash containers not overflowing? NO O ¥ Plails e Aaladll cily s <l Ja 33b
NA [ @iy
YES pud N )
2 34. Was the restroom smelling clean & no [ N ) %) Rdaia g Adai plaal) Aol CilS s 34 2
fresh (without any offensive odor)? Ppland) 2 Ay S Aad
NA [ sy
X 4 Jend alaall 8 < jagadl) asea il da 35
35. Were all the facilities inside the YES o e R e e s,
restroom in good working condition? L. o RIS
2 require comment when marked ‘No’ no [0 ¥ el o MY A Y S 1Y) 2
NA [ akby
3 €(5) i dmasall deld ) e IS
36. Was the Mosque premises clean? ves [ o ( ). )i“ ' ,,:; LL?B\S%T .36
2 require comment when marked ‘No'  NO O ¥ ot el AR 2
NA [ iy
Comments: scBadtall [ galadll
FOR OFFICE USE ONLY L8 Cagall aladdu N
Alaucall Tl Ll Aoy aal .
Y : luation: - il
to ACTUAL SCORE | mAximum | EvaH2ton e
Approach and Cleanliness aadaill y QI BEY |1

Greetings and Initial Checks Y CilSpall s cua gl |2

Appearance and Behavior of ol sall S glay e (3

Staff

Service iaaall |4
Cleanliness - Restroom and labaadt — Asladl |
Mosque daall
TOTAL £ sanall
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Cash Memo

THNIE & oo sereersnrsserssenns s CB9%

............ Make / Model :
............ Reg. No
Next Oil Change KM ... eeimsessemissienemen e

“oHedoled oPTRA

Description

PLU # UnitPrice

Qty.

Total Price
Dhs.

A 1-OILCHANGE
P 1/ DieserEngine Oil

Additional oil 500 ml

Service charges

]

B 2-PACKOIL

Service charges

Heavy Vehicle service charges

]
A QIFILTER

[
4 - OTHER SERVICEYY)

Alr Filter / Battery
Engine Flush / Others

e,

]

]

]

SERVICE CHARGES _

TOTALAMOUNT

All above 20 points have been checked

Lustomear Lare

. s —"No 3

Thank you for your visit

3
L g

QOC Operator’s Signature

o

Y EIR SRS SENPENTS

‘,—_s___‘:,\.__n:}_l'\,__s_;z

”.

gl oo s ey 290







