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PROJECT: ELARA - Lube Change

AL

SERIAL NO.

8

6

0|5

@,

tig

Pan"Arab Research Center | >

O cwemarat B @2 gfpeo/ Enoc [ [ @t Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
|5 nvan [T 1 1]
Gender Height Built _ Ppectacled Beard | Mustache] Ethnic Groups
TIM [S | T [M |F |Yes| No|Yes| No|Yes] No findian [Pakistani|Filipino [Expat. Arabs] Others:
&DDEDD&DD@DEEDED O 0O O
EMIRATE V;ZZ‘:):]" Abu Dhabi |  Dubai Sharjah Al Ain e | Aiman cas M| Fuairan
| O K O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
0 X5 O1F R 1513 loll lo|R U3 1011335
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
Vst T O O O vt { [0 K O O O O O
1. APPROACH AND CLEANLINESS A3Ual 4 Q‘Jﬂ\‘z‘ |
Scores Critical Areas Ll claal) Jatasl
veés B4 a A )
1. Was there proper sign to the Lube no [ q Lhie o AVl dsalydadalin Gl da 1
changing bay? I T
na [ sy
| _ ves I =
3 2. X\:;a:':igzdt’;be changing area clean and NO D S ey Ak s Ailaie calS o 213
nva [ sy
ves [1 . .
4|3 Wasthereanyoi leaking and falling on & g e e gyl ot gl dia G ds 3 4
to the floor of the lube bay ? Syl i Addaia b Y
nA O abiy ‘
ves 4 -
21 4. Were the waiting area and table clean?  NO O N faaday Al all 5 ey dshaie S Ja 4| 2
na [ sy
5. Wasth | h t YES E =
. t isionint iti T
5 w;iinge? elevision in the waiting room 1 1] ¥ Sl A e A den ol S ds 52
na O ahiy
ves B o e
6. Was the board displaying complimentary O] q Al e el AldaMlenls s 6
services neat and clean? faadai 5 43 e dyilaall Cleasll
nva [ sk
2. GREETINGS AND INITIAL CHECKS Y il g a2
Scores Critical Areas Al eyl LA
3| 7. Was there any delay in approaching ves [] pa i/l il A sl gl dlia S ds 7 3
customers? no KX ¥ eob ol ea Caka gall
8. Were you greeted in a friendly manner ~ YES O prd sl ity da e i da 8
(pleasant feeling)? Nno X ¥ $ (z e
SIS Ja b gall & gl Coia g o8 Bla oY 1)
5| If no, please describe behavior: Was it @ ‘ ‘j . \j‘f . J:L ji.li ey T
arrogant, without any expression, normal 4‘CI ¢ o (G (BED :A?J\
etc..... .
Nohmae | , b no cﬁf@@,ﬁm%g
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Scores Critical Areas Al Ll PR H]]
9. Did he guide your vehicle for positioning YES ; el S 3 Sl b el ol A
3 at the stopper and asked you to switch & =~ :.—: ‘L‘J o ‘;llehjg_jjﬂ . ij‘ ‘:.L;h -9 3
the engine off? No [J ¥ e sl il a9 B bl Y
10. When asked by customer, was the \ NS Ja cdaandl (e Cals gl s Lanic
attendant knowledgeable of different ves [ e fécu S L )A " 10
5 g . ) &_:l_)dﬂ“,u}a)llt_ﬂ;JJ/&\yiuL;q?.\p 5
grades of oll, filters and their relative No [ y g o A
benefits? fleta JS i 44
YES : . .
4| 11. Did he offer the waiting area to you? NO % ": SLEYI Ad e b LTyl elle e da 11 4
12. Did the staff thank you as you were YES X W 6 it enct e N .
4 leaving? no [ q F ot S L o S5 Cilagall JE 12 [ 4
3. APPEARANCE AND BEHAVIOR OF STAFF ragSslrg Cpilisall glia 3
Scores Critical Areas Al claall PR
. YEs [
3 13. Z\rl]zsﬁ?ye?umform of the attendant neat NO D Y $00 g5 Gl ulall Gl il S da 13 |3
NA [ sy
YES pai »
3| 14. Was the attendant wearing visible no [] q ¢k A8y (3 3 g sall Cala gl S b 14 3
nametag? Sz sn 9 daul Lgle
NnA [ sy y
YES o .
15. Was he able to communicate with e el sl e 108 Gl gl IS Ja 15
3 c - No [ y - 3
ustomer? SOl
NA [ sy
YyEs [ =
4| 16. Was staff courteous / friendly? No [ Y Slaaal/lagn g cala gl K Ja 16 | 4
NA [ sy
4. SERVICE el 4
Scores Critical Areas B - Lo Gl La
S () ol 36a0G il ol A5
17. Did attendant check whether you need YES m a w Uuﬂ P }d f: A7
3 top up or complete oil change? ) oad ol sl AlaY gl s 3
p up p ge NO D y f Sl
3| 18. Did attendant check with you whether ~ YES N -~ L5 S 1) Lad dlie b gall 383 Ja 18 3
only oil is to be changed or oil with filter? No [ ¥ ¢ a5 ey 0 A Jadd g 3l s
19. Did he check using gauge the quantity ~ YES [N prt pla33ul (6 S (ks e gl JE Ja 19
3 required to be topped up and informed o G 3l el I Gl sl 3
you? Nno [ fally, il ; )
L O sl oy o il B, B e B
3 20. Did the attendant check for oil leakages YES E g O u:: . u/fi Al ¢ b’ij Cins 0 3
under your car from filter and drain bolt? Nno [ ST A
PSR
3| 21, Did the attendant drain the used oi YES A Jenanall 3l US i i Cili gl A6 Ja 21 3
completely from your car? No [ Y Sl Hliw (e
2| 22. Did he ask whether you want the engine  YES R B i e daue a5 S o @ila da 22 2
to be flushed and did it if you agreed? NO | y kil 5o Jla S iy
3| 23. Did the attendant fill the correct grade as  YES X ax Sl da /e 5 ddlal il gall A8 Ja 23 3
you requested? No [ y gl Al Al
2
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Scores Critical Areas Lot el g
24. Did hg requqst you to start engine and YES E a8 5Ty el (o o 55 o e il Ja 24
3 leave it running for one and a half S nt o a8 3aa) L Al . 3
minutes? no O ¥ iy Adda saad Joill Al
7 a3l A8 e /) gabea f (e calasalt 2SE 25
3 25. Did the attendant ensure that the carter YES P i)w);u);d J}ﬁ& ‘_ﬁm iade 3
bolt is tightened and there are no leaks? NO D N eyl
26. Did attendant carry out the following Lilaall Clio gl ol jal calagall JE Ja .26
complimentary checks: sadll
ves I
31a. Battery Water top up no O b el ele Al 31a.
va [ sy
YES % o
31b. Coolant Water top up NO N coolant/2_jall el Al 31b.
va O sy
ves Bl &~
: P28 jall JIG lea a3 Adla)
316, Auto Transmission Fluidtopup  No L1 3 oSS de sl Sl
(05t )
na [ sy
YES % o
31d. Brake Fluid top up NO b el il 5 Adla) 31d.
na [ sy
ves A
31e. Gear Oil top up no O ¥ ool alcy; sl 31e.
na [ sy
ves X
31f.  Air filter cleaning no O ¥ eyl b 31f,
na O sy
ves Kl &
31g. Wiper Water top up no O N o clalivd ol L) 31g.
na [ abuy
ves | =
31h. Clean engine using air gun NO D Y el Gt aladiuly o el Caplai 31h.
nva O sy
ves X N T T
3| 27. Were any of your questions related to 0 (’: dalaiall elilind e (g} Ao i) Dl 27 3
lube change answered? NO Syl juad dalans
na [ by
. ) ) ) YES& o ;AQQLM@A,;@L}A\(‘MJA 28
3 28. chlg ét;er gtaff place the mileage sticker in NO D N b Lginkad il 3Ledll [l io LS 3
na O sy o
ves B -
4| 29. Were you offered a receipt voluntarily? NO |:| N G LS 230 Gaselle jnye da 29 (4
na O sy
5.  REST ROOMS AND MOSQUE :dauall y (plasd) [l $5) Aal M i 5
Scores Critical Areas Al claall Lalai
3 YES i 3
30a. Were they adequately stocked with all % ?: Ay g pall e Hlineall mrans 3 g2 S o .30a
necessary supplies such as soap? NO S siball Jia
na O ghiy
3
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Scores Critical Areas IR PR Latgih
_ ves X
30b. Were they adequately stocked with all no O y ) s pall e jliasall prany e)eA-« <ilS da 30b
necessary supplies such as toilet tissue? Sudloill (3599 e
NnA [ absy
30c. Were they adequately stocked with all ves [1 oy A yomall el & B jeaa lS da 30
necessary supplies such as paper towels? no [ ¥ 4.8 ) o) Cldliall Jia
aper towels are not required where full Glidaa 843 2ic 4y & 448, o) Cadliall
(pap q y 2o A vie Ayl ye 4 ) )
operational hand dryers exist) NA KX sy Gl i
Sagdas Jubeall cuil
31a. Were sinks clean? YES % pd o gl '"Y:J:_.L;yr\j 'LSdTA{31a
require comment when marked ‘No’ NO ¥ G e it
Nna [ gy
: RN PWIRERTS
31b. Were mirrors clean? ves X i i g i_lfyr'j .tsdT3|.31b
require comment when marked ‘No’ no [J Y G N SRR
Na O sy
; ik oay) Cliine s
31c. Were hand dryers clean? ves X px g - “séf,\{y,:" Ll;ylg-f ,SATM'MC
3 require comment when marked ‘No’ no O b & A ARl B 3
NA [ Gy
s faakay ) pliall ciliste Cuils
31d. Were dispensers clean? YES ‘Z ! . :| oF "y'f;_.Lyr-‘j 'lsdT' "31d
require comment when marked ‘No’ NO D b el 2 e
NA [ sy
ves [
31e. Were toilets and urinals clean? NO D ¥ faada Joalt Al cilS 31
na [ sbyy
; Sl Ll oY) <
32a. Were doors clean? YES 'Zl (ng o w,:,,u ilyr‘ftisd?i&a
require comment when marked ‘No’ NO D ¥ C"‘M}J ™A Al =l
vA [ gy
ves B
32b. Were walls clean? Nno [ Y faki Glanll il s 32D
Na [ sy
ves
32c. Were ceiling clean? Nno [ N foalay Gl S s 32¢
NA [ gy
ves |
2| 32d. Were vents clean? Nno [ N fAadal MU il Ja 32d (2
Na [ ey
32e. Were floors clean? YES IX g 2 ?%,,j%f;ﬁ§gdf."32e
require comment when marked ‘No’ no [ ¥ Crasill (o2 Y Y s 1y
na [ gy
ves A
32f. Were baseboards clean? o [ ¥ ik saeldl) o ) flaitall i 5 il o 32f
A O gy
es B o
32g. Were grout clean? o O v Sl W (S da 32g
NA [ gy
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Scores Critical Areas Tl ey Llai
vyes A
33a. Were trash containers clean? NO EI ¥ faadas Aaladll cib s S Ja 333
) NA [ ki )
ves [
33h. Were trash containers not overflowing? NO [ b Thails e Adlall Gl s ilS Ja 33b
NA [ gbuy
YEs [ o )
o |34 Was the restroom smelling clean & o [1 ¥ (st ) Adiaia g Adas plaal) dad); cilS b .34 5
fresh (without any offensive odor)? folaall 3 Ay S Aai
NA [ gy
: s el (b il gpen ilS o
35. Were all the facilities inside the YEs [ P R S e 35
restroom in good working condition? . o e
2 require comment when marked ‘No’ no [ i gl o2 YT ALY s WY 2
NA [ ey
; €(5) sk daall deld o) e S
36. Was the Mosque premises clean? ves [ o ( ). ;:Il i ..::; LL‘;;’MH\S%T 36
2 require comment when marked ‘No’ no [ 0¥ ot o> ol At 2
vA R iy
Comments: rllaadiall f gatasl)
FOR OFFICE USE ONLY Jatd gl plasiud
Alacal) Jalall) Lial Aed aall .
[ > I e
to ACTUAL SCORE MAXIMUM | CvAluation: s
Approach and Cleanliness Adlaill 5 ol BV |1
Greetings and Initial Checks | 4l s¥) ClSudilly cam A1 (2
ggapﬁearance and Behavior of i gl gl s sedaa |3
Service aadll 14
Cleanliness - Restroom and Slaload) — dail |
Mosque Anasall
TOTAL £ saxall
5
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. " SERIAL NO.

. 860

e e N PO

ENOO

v 1738818 14553 3,0500 Date 2 - 07F .2 1 2p

site:.......[ Q9. Y Cash Memo T & g
Make / Model : /"/‘0{\1,0)’36"\,](

Reg. No R S 4 < Qs?:&[g ..........

Km Present : Next Oil Change Km: ..o

Description PLU# | UnitPrice Qty. DhsTotal Price Fils
B 1. O0ILCHANGE .

Petrol / Dlesel Engine [o]]]
Additional oil 500 m{
Service charges

]
D R
Z 2- PACK OIL
/ Service charges
Heavy Vehicle service charges
N
3 - OILFILTER

.
b 4 - OTHER SERVICES

Air Filter / Battery
Engine Flush / Others

- ]
]
—

SERVICE CHARGES
———————— = UNARGES - ]

TOTALAMOUNT

All abo points havé been checked
Thank you fo
Customer Care

X EE T WS P @5
 Yechicle in good running condition,

7 ONo ¥ g ,xgizl,smmr-ﬁ,:.:;:
ourvisit . < 50 1 4

Customer’s Signature Jsanll &a}s, QOC Operator’s Signature  grwll cu3ll bugs albga peBy3







