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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center &
Dabu,\ Emarat | [ @, Eppco / Enoc | [ @49 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA , SR. #
’ O 6 ¥ Name Number Name Number | Name | INurTber‘ l
Gender Height Built pectacle Beard Mustache] Ethnic Groups
M ] F |T[M]SIT IM[F [Yes|NoJYes] No|Yes]No [indian [Pakistani[Filipino [Expat. Arabs] Others:
ROONOOROORRKROR®RO X O O 0O O
EMIRATE V;‘:Zfi’r:‘ AbuDhabi |  Dubai Sharjah Al Ain gz‘v’:‘ai‘:,' Ajman K?\:?mzlh Fujairah
O O B O 1 O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
0lo19 0 & |4 ,85 - 0| o {1 |Z0:00 |20:25
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 <]
oo o o O OO o o O
1. APPROACH AND CLEANLINESS AU g ol YY1
Scores Critical Areas Al Yaall Laas
ves (1 ot )
1. Was there proper sign to the Lube no [ q dihie Jo WYlldsinljdadalla S da 1
changing bay? Ty s
na [ ey
‘ ves [R]
3 2. X\:g::igzé%be changing area clean and NO D Y Fidyesdidn cy il uslibilocuS Ja 2 (3
nva O aduy
vés 0 . : .
4|3 Wasthereany oil leaking and falling on 15 q Slededsgonla s glalia glSds 3 4
to the floor of the lube bay ? Sy 3l s Adlaie 8 i)Y
na [ iy '
YES pes
2| 4. Were the waiting area and table clean? NO O b faadas 4 Uall 5 HUany dshie i€ Ja 4| 2
NA [ by
YES o
2 5 &Voa”sd;ge?telewsmn in the waiting room NO D N ¢y 4 ¢ i e ol JS Ja 5 (2
nA [ sy
ves [ a - P
6. Was the board displaying complimentary o ] q Aalld e el (M da gl colS a6
services neat and clean? Sk g Ax pe dgilacall Clanaldl
nA [ sy
2. GREETINGS AND INITIAL CHECKS A ) Sl g cua 32
Scores Critical Areas Aaulu§) Ll Jaasly
3| 7. Wasthere any delay in approaching ves [] px Pl 8 8 yali gl s g ds 7 3
customers? Nno K N ol eas Cala gall
8. Were you greeted in a friendly manner ~ YES O ax csldb) i da kb cua i 25 ds 8
(pleasant feeling)? NO Ny ¢ (g
AS Ja ks sall gl Ciin g 8 Bla (Y 1)
5| If no, please describe behavior: Was it u‘ e . ‘:;\X )31 . j:ﬁ RO 5
arrogant, without any expression, normal @) ¢ JEEEOs e AN
etc..... ?_,_CJ\
Dib woT G eeet
+ 1 +
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Scores Critical Areas Al S Jaldsly
9. Did he guide your vehicle for positioning YES X ; Ll &l 3 @l b Cals oadl 26
3 at the stopper and asked you to switch E : g “f o L?‘a_: ui 3 \jj‘ Lﬁ; .9 3
the engine off? - ,)"“! A5 o 9 03 22
10. When asked by customer, was the v, . S A cduandl (e ils gall i Loic
attendant knowledgeable of different YES i u—“‘-*u G j‘id g 10
5 L . : ulyhl\;uﬁj\ul;)a/@y ;ﬂMer_ 5
grades of oll, filters and their relative No [J v o PO
benefits? Tlgia JS 20 g8
55/YES ; .
4| 11. Did he offer the waiting area to you? u L oy FoLEY A pe 4 Uyl elle age da 11 14
éa NO ] ;
Didb AT _OFFEL.  oPITIAG AKEA
4] 12 Pid t_her)staff thank you as you were @‘yYES p € it S Laigy oS iyl 8 Ja 12 |4
CAVINS DIO NoT Ay THaw i< Yoo NO [X] K
3. APPEARANCE AND BEHAVIOR OF STAFF tagSslag cuiligall jelia .3
Scores Critical Areas A Vgl PATH]
13. Wasth ift f the attendant t YES m o
3| 13. an?jstid;’?um orm of the attendant nea no [ ¥ ey Gl ualal) Calhgall il S s 13 | 3
NnAa [ sy
YES pai s
3| 14. Was the attendant wearing visible No [X] q oeay Ay (o 3 353 sall ol sall (IS Ja 14 3
nametag? T a0 danl Lle
NO_NAME _ 7P N/A EI 3shis ¥
ves @ ]
3| 15. Was he able to communicate with O e deoalsill e T8 Calasall IS o 15
customer? NO ¥ ST 3
'O
nA O sy
ves @
4| 16. Was staff courteous / friendly? No [ ¥ Skl cals gyl S U 16 | 4
vAa [ sy y
4. SERVICE daadll A4
Scores Critical Areas i Laclol) Ll ’ Latas|
; v L saaill Calh gl Al8 .
17. Did attendant check whether you need YES E px w uu’\d ey }d e 17
3 . G Lt \L_H |‘ULA\J LXA.H:LL“JI 3
top up or complete oil change? D e i J
' NO D ¢Sy
3| 18. Did attendant check with you whether YES px R S 1 e el Cala gl Biss o 18 3
only oil is to be changed or oil with filter? \o O Yy ¢ Al gyl of dad g 3y
19. Did he check using gauge the quantity ~ vgs [X] ard ol ol (6 e Gy Calasall G619
3 required to be topped up and informed D G A Gl A ol uldall 3
you? NO Y Sl bl 5 Ll
P On W et (e 5aadll i gal) 2 Jn
3 20. Did the attendant check for oil leakages YES m pu O uj‘_/’fi )‘.‘dﬂl’ u‘?ﬁd‘:i 20 3
under your car from filter and drain bolt? Nno [ N S O 80
ey 3l
3| 21. Did the attendant drain the used oil ves [ P el 3 S i Cali gall A6 s 21 3
completely from your car? Nno [0 Yy el i (ye
o | 22. Did he ask whether you want the engine ~ YES X p Al el e v e g elile da 22 >
to be flushed and did it if you agreed? no [ ¥ fliddl oo Jla 4 el
3| 23. Did the attendant fill the correct grade as  YES KXl axd Cusll da /e 5 ALl Cals sl JE Ja 23 3
you requested? no [ y flgilh il damuall
2
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Scores Critical Areas Aol Ll i
24. Did he request you to start engine and  ygsg N3 ot 4 iy ol ymall Jeidy o g8 o dlie il Ja 24
3 leave it running for one and a half s M ?";A . "'Ide; .' 3
minutes? no O b fbumiy 4 5adl Jiil &
% . A8 e /A gl (ff (e il sall S5 o 25
25. Did the attendant ensure that the carter YES - )&« RO . us
3 bolt is tightened and th leaks? ot i gl 4 LS A o B 3
olt is tightened and there are no leaks? o 7] 9 e 3l
26. Did attendant carry out the following Lilaall laasadll o1 b calagall B o .26
complimentary checks: -aaial
ves 1
31a. Battery Water top up NO D b A thll ele Al 31a.
na [ iy
ves ¥
31b. Coolant Water top up no O N coolant/a sl ¢l i) 31b.
na O sy
ves [ o 1Sl JIU Slen <y ) ddlal 31
31c. Auto Transmission Fluid top up NO O b} ¢ e TROTEE ¢
(0 szt yil1)
na [ sy y
ves K]
31d. Brake Fluid top up no [ N Sal il 3 4l 31d.
na [ sy
ves Kl
31e. Gear Oil top up no [ ¥ cos Al allcys sl 3t
va [ sy
YES e
31f.  Air filter cleaning no O Y Sl i culn 31
na [ sy
ves [
31g. Wiper Water top up NO D N glai claliual cle Al 31g.
wa O sy
ves A =
31h. Clean engine using air gun NO O N sl et planinly o jaall Calal 31h.
nA [ sy
ves X1 N .
5| 27- Were any of your questions related to O ?: Alaid) ilind e gl e At Qs da 27 3
lube change answered? NO S st Ay
na [ sduy
_ A o ves @ - s o Geale g Calasall 8 s 28
3 28. ag (t:t: ;taff place the mileage sticker in NO D N Y T Adlsall /) e sLSH 3
nA [ iy € )
ves Bl =
4| 29. Were you offered a receipt voluntarily? ~ NO O Y L )uis a2l Jaydlle ase da 29 |4
na [ gy
5. REST ROOMS AND MOSQUE el g (pLaall ol ) Aal M e 5
Scores Critical Areas Aol SYLaal) Jatasty
3 YES 3 . 3
30a. Were they adequately stocked with all % a: gyl Ole iall gaans 8 jeae S da 30a
necessary supplies such as soap? NO eosball Jia
wA [ shyy SR
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Scores Critical Areas Aol YLl PATH]
_ YES s o
30b. Were they adequately stocked with all no O ¥ Ay pall Cla el aaeay 5 3¢a0 uilS Ja 30D
necessary supplies such as toilet tissue? Sl il (599 Jia
na [ sy
30c. Were they adequately stocked with all ves [ o sl e il waens 5 gae culS Ja. 300
necessary supplies such as paper towels? no O ¥ 48 ) olf Cidliall i
(paper towels are not required where fully Gliae A5 die dy5lhaa ye 448 ) —adliall)
operational hand dryers exist) na [ b ¥ (Y
31a. Were sinks clean? YES E g 2 gl f L,:,f“:“\:n rds d‘. 31a
require comment when marked ‘No’ no O ¥ S e O
NA [ gy
31b. Were mirrors clean? YES m px 2 al ﬁ L:’UA“ LULS dA. 31b
require comment when marked ‘No’ no [ Yy el o MY Alay) il 1y
' NA [ sy
A 31c. Were hr;md dryeré.clean’? YES M P . QT“IN ‘éif,w,,%'ué‘“ u\s dr 31c
3 require comment when marked ‘No’ no [ ¥ sl om0 MY ) S 1) 3
NA [ gy y
Y R YRR T B
31d. Were dispensers clean? YES e % u}eh‘..a” .T-:Liu rfLs dT "31d
require comment when marked ‘No’ no [ ¥ Tl o MY Ala) s 1y
NA [ gy
YES pas
31e. Were toilets and urinals clean? NO |:| ¥ fAadss Joall Ll il Ja 31e
NA [ sy y
32a. Were doors clean? ves [ pri Ll ?ﬁ%},,‘f‘ﬁw u_‘ls dT -32a
require comment when marked ‘No’ NO D ¥ gl o2 " Yl s 1y
NA [ Gy
ves 1
32b. Were walls clean? Nno [ ¥ faaday glhaall culS Js 32p
NA [ sabuy
ves I
32c. Were ceiling clean? Nno [ Y fulas Caull S Us 32¢
Nna [ gauy
ves ]
2| 32d. Were vents clean? NO D Y faakas MLl cils Ja 32 | 2
NvA [ gy
32e. Were floors clean? YES m pxd o ?%,,Q}fff' ruu %“'328
require comment when marked ‘No’ NO D ¥ s o2 MY AL Y s iy
NA [ gy
ves Ml
32f. Were baseboards clean? Nno [ ¥ SR8k Sac il o o) Jlailall i 5 calS Ja 32f
NA [ guy
ves ]
32g. Were grout clean? vo [ b by L S da 32¢g
NvA [ gy ]
4
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Scores Critical Areas Al i) Ll
ves @
33a. Were trash containers clean? NO I:] ¥ faggdas dalall clygla calS Ja 33a
) NA [ by )
vyes A o
33b. Were trash containers not overflowing? NO D ¥ fhailh e daladll Gy da i€ Ja 33b
NA [ sy
YES pud N ,
2 34. Was the restroom smelling clean & no [ v ) Qon) Ly Al gleall A, S Ja 34 2
fresh (without any offensive odor)? $(olaslt 2 dgg S AadH
NA [ @by
; Jasd aleall 8 ol eaill aea calS Ja
35. Were all the facilities inside the ves X o ¢ « cme: < 35
restroom in good working condition? . ot % e
2 require comment when marked ‘No’ no O v gl (o2 Y Y s 1Y) 2
NA [ ady
; 2(3) adhi dmandll 4elé ) ise S
36. Was the Mosque premises clean? ves [ ( ). }:;.“ i ,,;T, LL?I.MHLS%‘: .36
2 require comment when marked ‘No'  NO O v s e el 2
na B csi
Comments: elBadlall [ aadl)
FOR OFFICE USE ONLY Jadd Cigal) aladiu N
aall Jalalh JEFTL (RN . .
9 R : : a8l
o ACTUAL SCORE MAXIMUM | CValuation s

Approach and Cleanliness addasll g Gl BYY |1

Greetings and Initial Checks | &ds¥! clSuiills cua 53 |2

Appearance and Behavior of

Osbsall shas sebae 13

Staff

Service ieaall (4
Cleanliness - Restroom and Slabeadt — dlladl |
Mosque Jaaall g
TOTAL & gaall

Lube change.doc







ne. (98303 lasi3ys5ls

Site GC,) R S P U Cash Memo TIME & oD B3l
Name : ......... . Make / Model : tchd’lQNP\f‘C/ .........
Tel. No. : Reg. No : 35@,{»3 .........................
Km.Present : Next Oil Change KM ..o
- o Total Price
Description PLU # UnitPrice Qty. Dhs. Fils
W 1 - OILCHANGE
Petrol / Dieset Engine Oil
Additional oil 500 mi
Service charges
e AP W N % l 1 b \
W 2-PACKOIL T TR E2Y% S0 - [ A
Service charges v
Heavy Vehicle service charges T 129N
20 )
ILTER Taa5n | Yoo 7=
-
4 - OTHER SERVICES
Air Filter / Battery ]
Engine Flush/ Others
SERVICE CHARGES
TOTALAMOUNT ' by | <
= —
[ 4
All above 20 points have been checked /Xes—\ No ¥ e SMel 35580t abi ¥ R
Thank you for your visit Sy S
et T gare STy :

Foaas alls L3a S et ! &S
Fipcem\,d the VeChICIL in good runnmg condition.

e S

i

QOC Operator's Signature == A e

Customer's Signature Lo w235
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