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PROJECT : ELARA (Lube Change - FINAL 2012)

PROJECT: ELARA - Lube Change

+

SERIAL NO.

84 |1

/

/

Py
Pan Arab Research Center &

+

Qb\al Emarat / O & i)/ 5S4 Eppco / Enoc / D il Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
! &O Name Number Name Number N?me.. Number
Saou [ [ 1 ||
Gender Height Built _ [pectacles Beard | Mustache| Ethnic Groups
M F [T IM][s|T[M]F | Yes [ No | Yes [ No | Yes [ No [indian [Pakistani]Filipino [Expat. Arabs| Others:
ROOROOROORORNOK O O O O
EMIRATE V;EZ‘;';‘" AbuDhabi |  Dubai Sharjah Al Ain gm‘ai‘:" Aman | [RasA 1 Fujairan
O O O O O | O O X
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
et o] O 1115 | &|F O] 3 |lo:ls [lo:44
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 VISIT
0 O O O O g O O O3 O 0Od
1. APPROACH AND CLEANLINESS 330 4 g\)ﬁ‘g\ R |
Scores Critical Areas Al claalt L\l
ves B g
1. Was there proper sign to the Lube no [ q dihie e AV daalgdad s gl da 1
changing bay? Ty s
na [ sy
W . ves K
3 2. Orgzr:igzé%be changing area clean and NO D A e s Ak iy ) e Aihie S B 213
na [ sy
ves [0 - L .
4|3 Was there any oil leaking and faling on q Gl e gy cnill i gl dia S da 3 4
to the floor of the lube bay ? = SV uss Aibia b (Y
wa O sy ~
YES P
2| 4. Were the waiting area and table clean? N0 [ ¥ Pl Al Ul g HUatY) dibie il Ja 4|2
na O ssuy
W o - vyes B =
2 5. W;iitnhge?telewsmn in the waiting room NO I:I N ¢ Y1 A e b Jans Ol S Js 5 (2
nA [0 shyy
YES o e o
6. Was the board displaying complimentary Aald lgde pelai A Aa M culS ds 6
. no [ ¥ AT
services neat and clean? faada) g 49 ye Ailaall Gleaidl)
na O sbny
2. GREETINGS AND INITIAL CHECKS A W) ClSdil 5 cua Al 2
Scores Critical Areas } Faalad) ¥l Jalaaly
37 Was there any delay in approaching ves [] pr i/l il b pals ol s S da 7 3
customers? Nno K Yy ol s cala gall
8. Were you greeted in a friendly manner ~ YES ] o sl sy dahdhas i da 8
(pleasant feeling)? Nno B N ¢ (z o

51 If no, please describe behavior: Was it
arrogant, without any expression, normal

{ eeLI»L%S@ @

(sdle plail) e Ja ¢ 3l sy

¢
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Scores Critical Areas Aguladl) ¥ Laall sy
9. Did he guide your vehicle for positioning ygg [N ; Ll S 1wt -1 R
3 at the stopper and asked you to switch - = :,_:“ ul%{ ‘,"Jj. _— ;,‘L}A” et.a d“ 9 3
the engine off? NO [0 v felad il of eia iy 3 jgudl il
10. When asked by customer, was the . 1< Jaaadl ye Cals gall (Jme Lonic
5 attendant knowledgeable of different ves [ o jjﬂ:’” Lf: ‘ )S“‘ Q‘:‘: / ljf?] d])“ 10 5
grades of oll, filters and their relative no [ q G el ; ol
benefits? fleie JS il 4d
YES i
4 | 11. Did he offer the waiting area to you? NO g ‘”; SV A8 e b eyl dlle Gase Ja 11 |4
12. Did the staff thank you as you were ves B ¢ it eic | s A <
4 leaving? No [ g TS Loy S Gl s 12 |4
3. APPEARANCE AND BEHAVIOR OF STAFF tagSslug cpiligall Lelia 3
Scores Critical Areas Ll YLl hail
. _ YES ] M
3 13. an:(ajsﬁtdhye?unuform of the attendant neat NO D Y e Gl sl Gkl Gl S s 13 (3
NA [ gy
YES : N
3| 14 Was the attendant wearing visible NO % P; a4y (51 5y 3 5a gl il sall S 14 3
nametag? Sz 3 Al Lgdle
NnA [ sy
YES aa .
15. Was he able to communicate with = &e dhalsill e 108 Gl gl K s 15
3 customer? no [J ¥ e 3
[ ol
NA [ sy
YES pxi
4| 16. Was staff courteous / friendly? No [ b Slahal/lago, cala gl S Ja 16 4
nA [ aesy
4. SERVICE daddll 4
Scores Critical Areas Laloyl cNLaal TR
1 RTINS PRI
17. Did attendant check whether you need YES E ox u uu)’d P ua}d 6 17
3 top up or complete oil change? 0 i ol Sl ALSY a5 bl 3
98 no [0 v ¢ JalSL
3| 18. Did attendant check with you whether ~ YES M~ A S 1) Lad lia Cabagall 38a3 Ja 18 3
only oil is to be changed or oil with filter? No [ Y € alall g oy 3l r,i dasd oy 3l s
19. Did he check using gauge the quantity — YES B aar oh35b Cull (6 shue (it Gl sl S5 s 19
3 required to be topped up and informed e A Gl s Caanll sl 3
you? Nno [ ¥ el @il Lol
PoGe <l 5 e Gaailly cals gl AE s
3 20. Did the attendant check for oil leakages YES E g A uij‘—/‘;)_‘mhu: }lﬂl bﬁiu& 20 3
under your car from filter and drain bolt? no [J N i e AR
o 3l
3| 21. Did the attendant drain the used oil YES D e Loyl S &t el gall A6 Ja 21 3
completely from your car? Nno [ Yy i Hlw (e
o | 22. Did he ask whether you want the engine  YES M il e i e o il Ja 22 5
to be flushed and did it if you agreed? NO B y SeliEd) g Js & elly
3{ 23. Did the attendant fill the correct grade as  YES B o~ o Ao g 5 Alal Cala pll HlE Ja 23 3
you requested? Nno [ Y fleills Al dagaiall
2
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+ 3 +
Scores Critical Areas Fanlullt c¥laall g
24. Did he request you to start engine and  yes D s a s ol aall Qe ol of lie il Ja 24
3 leave it running for one and a half 0 fia s 428 50l il s 3 3
minutes? NO k] 5 g «*
3 25. Eid t_he_attendant ensure that the carter ves [ P uiﬁﬁ@ﬁjli\:h j‘;f;;ﬁ 25 3
olt is tightened and there are no leaks? NO D N fca 5l
26. Did attendant carry out the following Lpilad) Gl saill ol jals calagall JA o 26
complimentary checks: -l
ves [
31a. Battery Water top up no 1 k| AUl cle ddla) 31a.
wa [ sy
YES o
31b. Coolant Water top up no [ Y coolant/aal ¢le Al 31b.
na [ sdiy
vEs DA - .
3o, AutoTransmission Fluidtopup ~ No [y & isxtdiide S 3te.
(st A1)
na [ akiy
YES pad
31d. Brake Fluid top up no [ Y dojill cuy el 31d.
va [ abuy
ves 4 =
31e. Gear Oil top up no O b ool [l oy 5 ddLa) 3le.
na [ ki
YES pl
31f.  Air filter cleaning no [ N g ks 31,
va [ asuy
ves &I
31g. Wiper Water top up no O y ol cilaliual olo Bl 31g.
NA [ ki y
YES o
31h. Clean engine using air gun NO O Y el et plaaiuly & el adans 31h.
na [ sduy
5127 Were any of your questions related to :lzs % ?’; dalaia) il pe g L,J“—. %‘L?W k—-w da 27 3
lube change answered? Sy B il Alany
na [ ks
3 28. 5:2 ér;? gtaff place the mileage sticker in :(E)S % ?: Jm@mﬁ&ﬁfxﬁ 28 3
‘ v O sy € )
@YES O
4 29. Were you offered a receipt yoluntarily?" NO x ) 0 sl a3l Jeay e (m e da 29 14
o hend 1o atderfontue Seocer A [ sduy
| {
5.  REST ROOMS AND MOSQUE - sauall g (alaad) [l ) Aal ) G2 .5
Scores Critical Areas Al Lol Lalail
3 30a. Were they adequately stocked with all YE.S L o g peal) e sl mrang 3 jeae S b 30a 3
necessary supplies such as soap? NO O ¥ eoshall Jie
nva [ gssy =
+ 3
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Scores Critical Areas Bl ¥y Ltai
YES i .
30b. Were they adequately stocked with all NO % é";‘ Ay pall ba il & 3 3¢ CilS Ja 30D
necessary supplies such as toilet tissue? Cull gl g 199 Jie
NA [ sy
30c. Were they adequately stocked with all ves [ av Ay all el & B e <ilS o 30
necessary supplies such as paper towels? no O ¥ 4 ) ol) Lidlial) Jia
(paper towels are not required where fully Cilddae 8¢5 die 4ypllae e agdy g ailiall)
operational hand dryers exist) N/A E Gl Y (A3 o
; ek Gl s
31a. Were sinks clean? YES % o Ll *"Y"d;:\;yr\j -1;?'(313
require comment when marked ‘No’ NO Y crmill (oa el Al
NA [ gsyy
: CRRIRRWIERT
31b. Were mirrors clean? ves X o gl g 24 -l)jylu 'lsdT' |'31 b
require comment when marked ‘No’ No [J b Gt el e AR R
NA [T amsy
3 fids oYl Cliia. culg
31c. Were hand dryers clean? YES E o 2 i “slfz!,,u ‘UA,\J‘;\_; Edg‘.31c
3 require comment when marked ‘No’ Nno [ Y T 2 Al 3
NA [ gamsy
: SRS ) )l sl s
31d. Were dispensers clean? ves B ol et "Y"L_’LLYVLT ,lsdz"md
require comment when marked ‘No’ no [ ¥ sl o2 Pl s
NA [ gy
YEs
31e. Were toilets and urinals clean? no [ ¥ faadas Joall €40 il Ja 316
VA [ gy
32a. Were doors clean? YES E pr o gl mf.l;.,‘—' a‘_})‘i!;ﬁﬁsda‘.fﬂa
require comment when marked ‘No’ no [ ¥ s aktae PR
NA [ gy
YEs 4
32b. Were walls clean? no OO faki ol colS Ja 32b
NA [ sy
YEs Y
32c. Were ceiling clean? no [ Y fadai caaudl o€ Ja 32¢
NA [ ssuy
YES D
2| 32d. Were vents clean? o O v fAads Slal il s 329 |2
WA [ gy
. ?4‘ LR O . A ‘ @
32e. Were floors clean? ves i sl @..;%wa ’l—isdf‘:’.&e
require comment when marked ‘No’ no [ ¥ G At S
Na [ gy
vEs X
32f. Were baseboards clean? Nno O N fagdai s2el & o) /lailall 151 cuilS Ja 30f
NA [ sy
ves M
32g. Were grout clean? NO D ¥ feadss B3 oS Ja .32g
NA [ ghyy N
4 +
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5
Scores Critical Areas Al Lot AN
YES B
33a. Were trash containers clean? NO D b faalas Aalaill iy gl S Ja 334
NA [ ahuy
2 - 2
ves 4
33b. Were trash containers not overflowing? NO I:I b Piaild e dolaill Gy gls cilS da 33b
NA [ ey
ves DA N .
2 34. Was the restroom smelling clean & no [ N b ) Adtnia g Aihai plaad) Aa3) ) S Ja 34 2
fresh (without any offensive odor)? flpastl (B Ag S ial
NA [ asny
; U alaadl 8 <l jaead) asea cuilS Ja 35
35. Were all the facilities inside the YES E\ o . ¢ « Eﬁom Iy
restroom in good working condition? L. o = e
2 require comment when marked ‘No’ no O v sl (o2 YT Y kS 1) 2
NA [ ey
3 2(5) Cankas asandl deld 5l e (IS
36. Was the Mosque premises clean? YES D P ( ). j;_“ ’ g aﬂ?\kﬁmd; 36
2 require comment when marked ‘No’ Nno O ¥ ot al A : 2
NA B ey
Comments: stBadlall [ gabaill
FOR OFFICE USE ONLY JaBd ikall pladdu
Al Jalail) Lial Jeyt aal .
Y . ion: + aaadil)
fo ACTUAL SCORE | MAXIMum | £ 2“2t i

Approach and Cleanliness

Aallail , cal 58y (1

Greetings and Initial Checks

Y Sl 5 caa S 2

Appearance and Behavior of
Staff

ool sl sl s sehaa |3

Service EUSENI )
Cleanliness - Restroom and Slabasll — 2l |
Mosque 2l 5

TOTAL £ gaxall
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Branch: Marwa
Tol. No: (09) 2237 767
Fax No: (09) 2283 279

,‘_‘fa‘st'tra'ck all g Luuls : (sl

INVOICE

SERIAL NO.

R TSR A ——

No: 1 O 6
Date: ... %\‘ 2

4

1

| Paymert by

Totel Amcunt Ths,

{ -
\._asn ,/ Saresrr Master i

Saccived dove ehicie in a goed carditon @

ad the raquired jote pertarh :







