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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change ‘Arab Research Center g8
Ds‘-:bu) Emarat I E 53/ 5 Eppeo / Enoc I D 4 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
’ o q Name Number Name Number l%ame . Number
L Suni 1] 1
Gender Height Built Bpectaclesl Beard Mustachel Ethnic Groups
M]F JTIMI[sIT [MIF [Yes[No [Yes | No | Yes [ No |indian Pakistani[Filipino [Expat. Arabs] Others:
FONODOOMOORORRKORXR O O 0O O
EMIRATE V;:;tiz:l Abu Dhabi Dubai Sharjah Al Ain gr:;'a:‘l Ajman Kﬁ:ismA’ah Fujairah
O O X O [ ] . O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
clec G ©F [oF [16]8 | — [O[L[Tk-Ie[1y-3y
07:00- | 10:01- | 13:01-/| 17:01- | 20:01- Saturday | Sunday | Monday | Tuesday |Wednesdayi Thursday | Fnday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
vst 9T 0 @ O O vt | O O O O B O O
1. APPROACH AND CLEANLINESS -48Uat 4 g\ﬂ?\ K|
Scores Critical Areas At Ll AT
YES A
1. Was there proper sign to the Lube NO % y dhie Ao AYall sl y ds 5l lia IS d‘b A
changing bay? M Huad
na [ sy
| , ves A
3 2. \égsgntgid%be changing area clean and NO D Y A e s Akdal Cuy 3 s Askaia S Ja 213
na [ abuy
ves [] o . . o
4|3 Wasthereany oil leaking and fallingon X q Seasdgycullcuigldia s ds 3 4
to the floor of the lube bay ? ey M uas ddhaie 8 ()Y
na [ sy "
ves [ o
214 Were the waiting area and table clean? NQ [] ¥ faadas A hall g HUsnyl dsbie clS Ja 4 (2
nva O amiy
c W . N ves ] e
215 Woariitnhge?telewsmn in the waiting room NO D N ¢ JLuy) 4 2 Jens sl S Us 5 (2
nva O sy
ves [ e s
6. Was the board displaying complimentary o ] y Aol lgtle jelai MAs M culs s 6
services neat and clean? faadat g A8 e Ailaall Colanald
A B by
2. GREETINGS AND INITIAL CHECKS S g Al g cua 2
Scores Critical Areas Tl waall Jatas
3 7. Was there any delay in approaching ves [] ax s i 8 ali gl el S da 7 3
customers? NO E v ol eai ol gall
8. Were you greeted in a friendly manner ~ YES O px bl sk b Al da 8
(pleasant feeling)? Nno R y T (zoe
S Ja ccalh gall o glu Caa g a8 Sl Y 1)
5| If no, please describe behavior: Was it q Lf de ¢ t.jlé\j . Jj; jﬂi g.' ).‘ ‘15
arrogant, without any expression, normal 4 / e o o IR A
etc..... b el
Nl AL boT o C\\e x\
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Scores Critical Areas Lulea¥t SYLaal PAN]
3| afinesopprsns sk you o’ Y55 B % i G i 3w o
the engine off? No I ¥ e aall ek o elie il 5 et Caliyy
10. When asked by customer, was the . IS da edaanll (il sall J e Lovie 10

attendant knowledgeable of different ves 3 px ‘:k'u A )‘d - )
5 . - ) u‘ﬂ\;u\y}lu@_ﬁ/&l_ﬂd&.@e}c 5
grades of ail, filters and their relative No [J v ’ o - O
benefits? Pleta JS il 5dy .
S5)YES []
4] 11. Did he offer the waiting area to you? 55 oYl A8 e 3 jUhuy) e vae ds 1114
Dib s pefek iamTiNg AResr " NO E ¥
12. Did the staff thank you as you were YES pxd © it enct . .
]i leaving? No [] v £ oAl S Ly o S i gl B Ja 12 | 4
3. APPEARANCE AND BEHAVIOR OF STAFF TS sy (ol gall gl 3
Scores Critical Areas Al e¥aall Jaldat
. YEs A
3 13. Z\r/]zsﬁ?;)umform of the attendant neat NO L__I ¥ Ly Gl el Cila gl G S da 13 3
NnA [ sy
ves R .
3| 14 Was the attendant wearing visible No [ q e Ay (533 3 3 5m pall il sall S Ja 14 3
nametag? Sz 35 danl Lale
NA [ sy
YES ool . .
15. Was he able to communicate with &o deal gl e 1508 Cala ol S b 15
3 customer? No [ Y o5 3
NA [T sy
YES ]
4| 16. Was staff courteous / friendly? Nno [ ¥ $lahal/fa g0y cala sl S Ja 16 | 4
NA [T sy
4. SERVICE danill 4
E&;’:; o Critical Areas T Al ¥l _b\—i.dll
% ~S O ad Gl Gl G A7 [
17. Did attendant check whether you need YES X o w uuﬂ Pr ?A“(, )
3 t lete oil ch > %J%e\qjlﬂuycﬁa_)\.}.d\ 3
op up or complete oil change? Nno [ v e sl
3| 18. Did attendant check with you whether ~ YES [A pxd B CS 1Y) Laad i bl Gisi s 18 3
only oil is to be changed or oil with filter? No [ Yy Al 5 a3l Bl add 3 s
19. Did he check using gauge the quantity  YES and hialy ol (6 sasa Guliy il gal) W6 Ja 19
3 required to be topped up and informed e T TR VO P W alatall 3
you? Nno [ Sllyy il i)
PO Syl Gl e aaill b 1a8 Ja 20
3 20. Did the attendant check for oil leakages YES m st uﬁ;ﬁ:&} S e ojiﬂ: Cans 3
. ) - 3
under your car from filter and drain bolt’ NO D feu )
3| 21. Did the attendant drain the used oil ves K] P desiusall 311 S i il gl péda 21 3
completely from your car? No [ Y i s (e
2| 22 Did he ask whether you want the engine  YES [ p i padll Qe i€ o) @il Ja 22 5
to be flushed and did it if you agreed? Nno [ y felisdl o Jla S allyy
3| 23. Did the attendant fill the correct grade as  YES pxd Sl Aa e 5 Ailal Gali sall W6 Ja 23 3
you requested? Nno [ ¥ el Al dspaiall
2
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Scores Critical Areas Tl ¥l pATH]
24. Did he request you to start engine and  ygg B s a s dpaadl i o of e illa Ja 24
3 leave it running for one and a half O a4k 30 il Alla 3 3
minutes? NO Y 9 g «*
3 25. bDid t‘he.attendant ensure that the carter YES m o wfﬁgﬁﬁgﬂi\:}n jﬁi‘ﬁ 25 3
olt is tightened and there are no leaks? NO D N ey 3l
26. Did attendant carry out the following Lol Clia sadll of jals calagall B8 Ja 26
complimentary checks: -l
ves o
31a. Battery Water top up no I N bl cldls 31a.
nva O sy
YES pd
31b. Coolant Water top up no O ¥ coolant/sull sledila)  31b.
N/A % Sk Y
YES axd o I
31¢. Auto Transmission Fluid top up NO D b R )LZZ:L;T;)‘ 31e.
nva [ shuy
ves 4 -
31d. Brake Fluid top up no O ¥ Jeill cysiila) 31d.
nva [ asbiy
ves X =
31e. Gear Oil top up no OO v oA el ial 3le.
na [ iy
ves A
31f. Air fiiter cleaning no [ y el ks 31F,
wa [ abiy
ves X
31g. Wiper Water top up Nno [ N alasl sl ol L) 31g.
nA [ sbuy
YES LI
31h. Clean engine using air gun no [ Y el et ahadtuly o paall il 31h.
na [ sy
3 27. Were any of your questions related to :EOS % ?’; Aalaial) il (p0 i Glc. 2?\.7.12\ u_»u da 27 3
lube change answered? Sy s Aleny
na [ aby
3 28. aig (t:r;? gtaff place the mileage sticker in :‘is % ?: = &miijl;ﬁ;ﬁ 28 3
' nAa [ ssny €5l
ves A
4] 29. Were you offered a receipt voluntarily? ~ NO | ) 0 )il a3l Juag e e da .20 |4
na [ aduy
5.  REST ROOMS AND MOSQUE azaaall g (plaal) sl g5) dal M a2 5
Scores Critical Areas Tl ¥ Laalt JRER]]
3 30a. Were they adequately stocked with all YE§ B iy g pall b el aaens 8 e oS 302 3
necessary supplies such as soap? NO D ¥ £ saball Jia
wva O abuy S
3
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Scores

Critical Areas

Ayt claall

30b. Were they adequately stocked with all

ves 0

no Ry

necessary supplies such as toilet tissue?
*Io o\ Q}W A [ sy

@J,)AIQL“MI%;)'W@\S&_BOb

Q..S\g._d’!",zgg&

30c. Were they adequately stocked with all

ves [1

i ?
necessary supplies such as paper towels? NO N

(paper towels are not required where fully

operational hand dryers exist)

NA B sy

Ay pall il jliall &ans B e S s 30c
¢dd 22’ wadliall (e
U S WM gy e
(:L,J\ﬂ i

; i Lo o
31a. Were sinks clean? ves A pr o al ‘,,Y:jfl:]yrfll%."ma
require comment when marked ‘No’ no [ ¥ sl o MY Al s 1)
NnA [ gy

: SRa Uil cis
31b. Were mirrors clean? ves B (an Ll ':y" uijf& .‘Sd?."31b
require comment when marked ‘No’ no [ ¥ sl o i
NA [ sany
52 EA R TR RN TS
31c. Were hand dryers clean? YES ¢ . A:MLU L;J:,\;,,%uls_:(‘u 'lsd? “316
require comment when marked ‘No’ no [ ¥ gra sl 2 MY ALY s 1y
na [ sy
: 2005 () sl S, culs
31d. Were dispensers clean? YES E g . )1"“ o "‘J':.;L\Jrf .ISJTM'Md
require comment when marked ‘No’ no [ ¥ s S ARl SR
NAa [ ghuy
ves X}
31e. Were toilets and urinals clean? Nno O y Sagdai Joall Sl cailS o 31
NA [ gy
5 LSRR RVTIERTS
32a. Were doors clean? ves X P L al r"y"L._I:\_.Jlf‘yl&—‘j .LSJTM,323
require comment when marked ‘No' no [ ¥ gl o> ey
nva [ aayy
ves B
32b. Were walls clean? Nno [ v il Ul il o 32b
na [ gayy
ves B
32¢. Were ceiling clean? No [ ¥ Sl caaudl oS s 32¢
Nna [ ghuy
vEs A s
32d. Were vents clean? no [ ¥ fagdas Ml il s 32(d
NAa [ gy

e,

32e. Were floors clean? @Qé_) @) ves L

o ) ‘:‘LJ_-AJ;\!I s Jab 326

require comment when ailfgeg ‘f%o’ ) r.No Y gl o YT ALY s 1)
doolen, k Gnd ] QLIS [T gy
ves
32f. Were baseboards clean? NO [:] ¥ fagdai sac @l & o) lalladl 1 ) S Ja 32f
NA [ sauy
ves B
32g. Were grout clean? No O N fahi L3 S da 329
nva [ ghuy
4
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Scores Critical Areas Al el pRIH]
ves ] o
33a. Were trash containers clean? no O ¥ hiaai Aalaill cly s <ilS o 333
5 nvA [ asuy )
ves ]
33b. Were trash containers not overflowing? NO D ¥ Shnails ye Adlaill clyda <iS Ja 33b
NA [ gy
ves O =~ . . o
9 34. Was the restroom smelling clean & NO m N sh 5) B g Aigdas Slaall A ) S da 34 5
fresh (without any offensive odor)? — . alanll A S Aad )
hod ¢ 5""\@! @ nA [ oy
3 S alaadl & Gl jagaill azes 23S Ja .35
35. Were all the faciliies inside the ves 3 e S
restroom in good working condition? L. w4 e
2 require comment when marked ‘No’ no O ¥ gamsll o2 Y ALY S 1Y 2
NA [ asuy
3 €(5) cinkai asad! deld ol e AS
36. Was the Mosque premises clean? YES D 8 ( ). ;ﬂ\ ’ g :\j\;?&\s ‘\{: 36
2 require comment when marked ‘No’ Nno O ¥ (CadallEass gl - 2
NA [ ey
Comments: rcllaadiall [ gadasl)
FOR OFFICE USE ONLY Ja8d ikl e\.\&'w‘l
Aawall Tl Ll Je ) aall . ”
Y . tion: . |
o ACTUAL SCORE | _ maximum | EvaMaton *
Approach and Cleanliness Aaaill ol yBY) 11
Greetings and Initial Checks AW Sl s s il 12
/é\i)apf?arance and Behavior of il gl kg sedae |3
Service Laall |4
Cleanliness - Restroom and clabeall — 2ikdl |
Mosque dasall g
TOTAL & ganall
+ 5 +
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N
All above 20 points have been checkedd%
Thank you fér your visit

EPPC ey
5539500 YO T
no. 198149 aaiipile Date : (2 e
Site Oq a8l Cash Memo TIME © covceeeerrrrcecsrecrimmnsennenss oyl
NAITIE © covevereeaiaiereesseesiasbes s sr s ssess s st esestsass Make / Model : ...........
Reg.No
Km Present @ ......coovenccncinnnes Next Oil Change Km: .......ccviriinmimmsacssmsassens:
Descripton | PLU# | UnitPrice |  Qty. one 02 PR e
A 1 - OILCHANGE
Petrol / Diesel Engine Oit
Additional oil 500 m!
Service charges
- .',.Luu /?2?1,1' 1280 -
W 2 - PACK OIL PRV,
- Service charges He8 T
Heavy Vehicle service charges
n 2
<OIL FILTER 5 _<221 Y. o
4 - OTHER SERVICES
Alr Filter / Battery
Engine Flush / Others ~
RN
SERVICE CHARGES
TOTALAMOUNT 1 % 1
N
\\’{,; e
N
78, | T
6 - P 7
o) <

oMl 558kl Aad Yo 5,05 S

ST b S
Maall dsas

Customer Care 800 4500

Baga Uls LB LS el Al @&

Received \hecv'ez;h'icle‘ good rPmning condition.
~ 50\‘}9@)’

.

adl

5&

Customer's STGRAIUre J el ps2s3

QOC Operator's Signature & Caplt Joss aloga paBys

'
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