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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center &
0w Emarat | B s Eppeo s Enoc | [ 453 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
/0 8@ Name Number | Name Number | Name Number
tenn [T T 1|
Gender Height Built bpectacleﬂ Beard | Mustache} Ethnic Groups
M| F |TIM ]S T [MJF JYes[No [Yes | No [ Yes | No |Indian Pakistani[Filipino [Expat. Arabs] Others:
ROOOROROORROROR O O O O
EMIRATE V;Z?;T AbuDhabi | Dubai | Sharah | AlAin e | Aman s Al | Fujairan
O O =4 O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
[Tosb [o[¥[2[L 1918 10]] |0l ER052235
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 | DAYOF
vISIT VISIT <1
0 O 0 0 X o o o o oo
1. APPROACH AND CLEANLINESS GBSy
Scores Critical Areas by Y laall pATH{]
ves [ Nl e ’
1. Was there proper sign to the Lube dshia Je WYl szl jiadallia S da 1
. no O ¥ C
changing bay? Sou s
nva [ sy
. ves A
3 2. \é\:g:;;z(lﬁ?be changing area clean and no [J Y S ey Akl g Sy il i< 213
na [ sy
ves [ =~ ] ;
4|3 Wasthereany oil leaking and fallingon g sle e dyyalladgldlia sy 3 4
to the floor of the lube bay ? a— ey 3l s Ashaie 8 ()Y
na [ sy )
ves
2| 4. Were the waiting area and table clean?  NO O b faaday Al Ul jlanYl dshie il Ja 412
va O assy
- ves @ =
2 5. Woarii;hge?telewsnon in the waiting room NO D y SV G e 8 Jeny oalll S Js 52
nva O sssy
YEs ] & o .
6. Was the board displaying complimentary O q Aaild tgde el Al Aalll oS da 6
services neat and clean? fadudal 5 A4 po Ailaall ileasld
na O sy
2. GREETINGS AND INITIAL CHECKS A el g qua il 2
Scores Critical Areas Ayt ¥t il
5|7 Was there any delay in approaching ves [] pxd adfl 8 8 el gl dia S da 7 3
customers? NO N Sl gad ok gall
8. Were you greeted in a friendly manner ~ YES O ) A A b an sl ds 8
(pleasant feeling)? NO E N $ (zoke
S O b gl gl Coia g a8 Bla Y 1D
5| If no, please describe behavior: Was it @ ‘i o \’j} Jj\; jiji sy T |
arrogant, without any expression, normal G o o A s
..... ¢ ‘ g,
notmal bullnn g (eetu\ﬁ(
4 {
+ 1 +
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Scores Critical Areas Ll ¥l pATH]
9. Did he guide your vehicle for positioning  ygg m Gl s Vol Cal gall L a 9
3 at the stopper and asked you to switch ‘.3 Vel o ol i 5 Ll ¢ Gy 13
the engine off? Nno [ fel jaall goikas —ay 6 )l sty
10. When asked by customer, was the ; IS da el (e alh gl s Lonic
5 attendant knowledgeable of different YES B e :‘ijﬂ:)ll o J“ QL:J: / ‘}T‘J xy e 10 5
grades of oil, filters and their relative No [J N 2= riels . AR
benefits? e JS 21 o
YES i . .
4| 11. Did he offer the waiting area to you? NO % ?: RIOE - E RS oY elle (m e da 11 |4
12. Did the staff thank you as you were YEs [X pr € et i€ ot e en. <
4 leaving? No [J g .J;muﬁmﬁd)squkﬂleudg 12 |4
3. APPEARANCE AND BEHAVIOR OF STAFF pdS sty (adls galt Hsbe 3
Scores Critical Areas LW N PR PAN]
_ YES (I
3 13. Z\rl]zsti?;)umform of the attendant neat NO D Y 9L e Gl el Gl sl el S Ja 13 3
NvA O sduy
YES o iy .
14. Was the attendant wearing visible X by Ay (65 5y 3 g gall Cals gl S Ja 14
3 nametag? No [] b o . 3
vA [ sdyy
YES o e
15. Was he able to communicate with m &e dealsll e 106 Gl sall S Ja 15
3 No [ v - 3
customer? Tl
NA [ iy y
YES P
4| 16. Was staff courteous / friendly? No [ Yy flakal/lago, cab ol 1S s 16 |4
Na [ sy
4. SERVICE iadll 4
Scores  ChtialAreass T T ™ T R — Y
S ) s a8l (als ol L8
17. Did attendant check whether you need  YES X px u uu):ux S {&{f e A7
3 t lete oil ch 5 u_\,.\)‘)#\uel;g‘)ﬂuha‘ycl.ma_)\:udl 3
op up or complete oil change” No [J N e,
3| 18. Did attendant check with you whether ~ YES ] px 2R DS 1 Lag elie Calasall (3883 Ja 18 3
only oil is to be changed or il with filter? No [ v €Al 5 <y 3l Al e 5l s
19. Did he check using gauge the quantity ~ YES & pa PRl a3 (6 s iy s sl B a1 9
3 required to be topped up and informed e ol S I G paill il 3
you? Nno [ Sallyy il 5 i)
00 )l Gl e Giaally (il sl W Ja 2
3 20. Did the attendant check for oil leakages YES E o uﬁ;ﬂi} Al e bj:ij‘ s 0 3
! . 5 .
under your car from filter and drain bolt? NO D feu
3| 21. Did the attendant drain the used oil YES B a0 desedicu i & sl old o 21 3
completely from your car? No [ Y feli jlaw (e
2| 22. Did he ask whether you want the engine  YES [X By ol due 3 5 S o @il Ja 22 9
to be flushed and did it if you agreed? NO D N ulisd) go Jla o8 elly
3| 23. Did the attendant fill the correct grade as  YES M Cllda e 5 Alal Gila sl 8 Ja 23 3
you requested? Nno [ N fgidh il Aapmal)
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Scores Critical Areas Al Ll AT

24. Did he request you to start engine and YES E o aS gy o yaall Janddy o 58 of die il Ja 24 3
3 leave it running for one and a half -
minutes? no O ¥ fibuaiy 4353 52l d*"‘"""‘“ U
;S G /Al paba (f (n il sall 5B o 25
3 25. Did t.het‘a;t:endadnt e(r;stzre that the <I:ar:(er7 YES & px iy lia i Leia o lya Aida 3
bolt is tightened and there are no leaks? NO r_‘l N euﬂ
26. Did attendant carry out the following Lilaall i gadll o) ol calagall J8 Ja 26
complimentary checks: -a il
ves A
31a. Battery Water top up vo O Y il il 31a.
na [ sy
ves i
31b. Coolant Water top up NO D b} coolant/s all cle 43z} 31b.
na [ sy
ves 4
148 el JBU e <y ) Al
31c. Auto Transmission Fluid top up NO D N e ’t"?‘ i :’)ﬂ\‘ 3te.
wa [ gy (05 )
YES ol
31d. Brake Fluid top up NO [:l Y Sal il g 5 i) 31d.
na O akyy
ves (A
31e. Gear Oil top up no O k| ool [l oy 5 AiL) 31e.
NA [ sbiy
ves [
31f.  Air filter cleaning no O v el il ks 31F,
na [ sesy
ves X
31g. Wiper Water top up no [ ¥ a3t ciallaal ol 2ila) 31g.
wa [ adkuy
ves B
3th. Clean engine using air gun NO O Y ehgll et pladinly o el (s 31h.
na [ abuy
YES L e | 1 4 -
3|27 Wereany of your questions related to % e’; dalaiall elilind (e gl Je MYl s da 27 3
lube change answered? NO O S s Aglasy
N/A ey Y
. .  yes K o see Galipanaabididide 28
3 28. t?\g g: ?staff place the mileage sticker in NO EI N o Lesnlad il Ailesal /il _sia LS 3
oA [ sy 95
@D
4 Were you offered a receipt voluntarity? ~ No X N L al aMid Jeas e ya e da .29 |4
J hod“t mkrpmll;._o_ %ce;b (fua [ shiy
5. REST ROOMS AND MOSQUE caaaaall g (plaadl [l 5) dal M G 5
Scores Critical Areas FEIR AN PR pAH]
3 ves A 3
30a. Were they adequately stocked with all 0O ?’; Ay g el il il arens 3 ¢ <ilS Ja 302
necessary supplies such as soap? NO oslall Jia
Nna [ gy =

3
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32e. Were floors clean?
require comment when marked ‘No’

+
Scores Critical Areas Al VLol Liaih
ves 0 w0
30b. Were they adequately stocked with all lz— & Lol e Sl waens 3 jeae cuilS Ja 30b
necessary supplies such_as toilet tissue? NO L Sl gl (599 Jia
platdinng ?5) nvA O gy
30c. Were they adequately stocKed with all ves [ e Aol Gl il piens s jeae S Ja 300
necessary supplies such as paper towels? NO D N td.8 o) Chdliadl Jia
(paper towels are not required where fully Slidae 855 aie dy5lhe e 48 ) adliall)
operational hand dryers exist) NA B sbyy (3Y1 )
31a. Were sinks clean? YES E o 2l f .‘,,;(,‘,J:ALC:H ﬁ\isd‘:_’.&a
require comment when marked ‘No’ no [J ¥ S A T O
NA [ gy
- TR =
31b. Were mirrors clean? YES @ p 2l ,,'y,, u)lj\ﬂw lslsdT "31b
require comment when marked ‘No’ no [ k' cesl o MY ALY s 1y
NA [T abyy
. ?“‘ L O A ‘ PR - s
31c. Were hand dryers clean? YES E px . ,?ﬂh @-\f:!|'a-:hn\3|u\-<{sdf |'31C
require comment when marked ‘No’ no [ ¥ R S
NA [ gauy
- TR BTN TS
31d. Were dispensers clean? YES E e . ‘uﬁm Uﬁhﬁ;,iﬁ:ﬁ 'tsdT' ‘ 31d
require comment when marked ‘No’ no [ ¥ il (o2 MY Dlay) il 1y
NA [ iy
vEs )
31e. Were toilets and urinals clean? no O y $aghas Jlall L0 S Ja 316
NA O geuy
: $ada LN o
32a. Were doors clean? ves X pu ol g g J\fwuf lS‘SdT \'328
require comment when marked ‘No’ no [ Y el o Y ALY s 1)
NA [ gy
ves B
32b. Were walls clean? No OO v fAakai ) CulS s 32b
NA [ gy
YES pad
32c. Were ceiling clean? no [ ¥ Sl Cannl IS Ja 32¢
NA [ gy
vEs B
32d. Were vents clean? NO ¥ fAadas Mliall S o 32d

VZLA.)L: QL““_;,JSI\ Qi Ja .32e

32f. Were baseboards clean?

Sagdas sactall g Aailall S5 el Ja 32f

32g. Were grout clean?

feiudai WU oS da 329
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Scores Critical Areas Al il Liail
ves X~
33a. Were trash containers clean? no [ ¥ Al dalaall b sls ilS da 33a
NA [ aisy
2 - 2
, ves
33b. Were trash containers not overflowing? NO O ¥ Pl e daladll cilgs il Ja 33b
NA [ @by
YEs [ e e .
2 34. Was the restroom smelling clean & no [ N ) () Adtaiay Aiplai plaall dail ) <ulS Ja 34 2
fresh (without any offensive odor)? obanll A S A,
NA [ aaby
; Jand slaall 3 il neadl) ases cilS Ja
35. Were all the facilities inside the YES E\ p ? ¢ = t““om O 35
restroom in good working condition? . "o BN
2 require comment when marked ‘No’ no O ¥ gamsll (o YT ALY QiKY 2
NA [ sy
3 €(5) s aawdl deli ) e oIS
36. Was the Mosque premises clean? ves [ o ( )~ ,;d\ ' ,,:; ajb‘:;“ff'\sﬁ 36
2 require comment when marked ‘No’ no O ¥ gt o> gl s ) 2
nA B oy
Comments: selBadlall [ galedll
FOR OFFICE USE ONLY 538 (igall PAKENT
Alasall JlG3H LEl Aoy sl - .
0, > . " ‘
/° ACTUAL SCORE | Maximum | - aluation: P

Approach and Cleanliness

aalaill 5 ol _EY |1

Greetings and Initial Checks

Y S 5 s i 12

Appearance and Behavior of

il sl oy el |3

Staff

Service EOSENI )
Cleanliness - Restroom and clabeall — 28kl |
Mosque el
TOTAL £ sanall
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laaisyesla

site ;. AT s Cash Memo
Make / Model : .......... 473 L AL SERIAL NO.
................ Reg. No
Km Present ‘... Next Qit Change Km: ......coovverneee
- g Total Price
P Descnptlop N PLH# UnitPrice Qty. Dhs. Fils _
W 1- OILCHANGE INd RN
~Petrol / Diesel Engine Oil___§ "2l oy
A " Additlonal oil 500 m! TXICY A
Service charges T ] 2/
AGIEw
W 2-PACKOIL
Service charges
Heavy Vehicle service charges Y~
—_3<OIL FILTER ata WES]
/. . 1 A . T
4- OTHER SERVICES 1~/ Yk T oY
Air Filter / Battery
Engine Flush/ Others
1
CR /\’
SERVICE CHARGES
TOTALAMOUNT C;\ ‘\j —
~
N
\
— =
All above 20 points have been checked  \.~Yes ‘No ki o oMel 3585l B ¥r i@
Thank you for your visit p Syl S
Customer Car 230 sw;?. -'1,9,,-:4? .

owes alle L3 A8 pall ot &8

Received the vechicte in ﬁd{?ﬁnning condition. / & \

1

o el i ) bad albp g 255

Customer’s Sigréu‘rg Jendt a3yl QOC Operator s Signature







