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PROJECT: ELARA - Lube Change

| SERIAL NO.

8 |

|8

3
3|

9 |

+

PN
Pan Arab Research Center w

mé‘)\a\ Emarat [ T @55 Eppco / Enoc | O] 459 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #

, 08 Name Number Name Number Ngr;e Number

0 Saan [ T1 ][]

Gender Helght Built _ [Bpectacle] Beard | Mustache] ~ Ethnic Groups LT
M [ F T [ M | F_|Yes [ No|Yes]| No | Yes [ No [Indian [PakistaniFilipino [Expat. Arabs] Others: YRR o
EDDEDDEDDEDED&DDD O B

EMIRATE V;:;ff;‘" AbuDhabi | Dubai Sharjah Al Ain g’:"v’;‘ai‘: Ajman Kﬁ:ismAlah Fujairah

O [ O O O O O J X
SITE iD Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
Glal ol olg | 1T/ 14 olt [o]3 N0 oo]io:&¢
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday | Monday I Tuesday |Wednesday I Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAYOF

VISIT VISIT
1. APPROACH AND CLEANLINESS o PR (R |
Scores Critical Areas Agala¥l cLaal LU

ves 4~
1. Was there proper sign to the Lube no [ 9 dilaie o AYall dnual 5 da gl s oS dA A
changing bay? Sy M s
na [ aduy
. ves [
13 2. \c/)\;{g:ntiii(lj??be changing area clean and NO D g PR ey Ak cy s Aikie cuilS o 2|3
na [ akuy
ves [0 = . . o
3. Was there any oil leaking and falling on e as gy cuill gl da Q8 da .3
4 no [ ¥ e st i 4
to the floor of the lube bay ? Sy it Adlaia 8 (ayY)
na [ sy ;
YES ¥
2| 4. Were the waiting area and table clean?  NO O Y Caaydas 4l Ul 5 Uyl ddhie ol Ja 4| 2
R ETCY
o y ves B o
2 5. \\//VVOariiE‘hge?teIewmon in the waiting room NO D N ¢ Uiyl i e i Jan s il S Js 5|2
na [ ssy
ves B4 e o
6. Was the board displaying complimentary o 7] q Al lple ek Al sl s a6
services neat and clean? eaalai 5 A ya Alaall Claaal)
va O sbuy

2. GREETINGS AND INITIAL CHECKS S Sl g cua 3l 2
Scores Critical Areas Al Latgilt
3|7 Was there any delay in approaching ves [] pr /) il b pali gl s S da 7 3

customers? Nno B4 Y SN g Calasall

8. Were you greeted in a friendly manner ~ YES B o~ bl Gy dih d s i S da 8
(pleasant feeling)? . no [ Y (g

TS b - Cals gall &l i g o8 el <Y 13

51 If no, please describe behavior: Was it Y Lj . ’j; j;fj P g
arrogant, without any expression, normal @ L oo O LA o
etc..... ?,__GS\
+ 1 +
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+
rg(mes Critical Areas LI PR | Jatad
9. Did he guide your vehicle for positioning YES m P aidl S N i L kil 5 Ja 9
3 at the stopper and asked you to switch e;ﬂ Lo ib o ol uLL. 5 el ¢ s 13
the engine off? Nno [ ¥ el il =18 8 bl alayy
10. When asked by customer, was the 4 . S b cdsandl (o it gall s Lonic
5 attendant knowledgeable of different YES X e iﬁ‘ - ‘ j‘ c_,l:: / ‘)? .;.u e 10 5
grades of oil, filters and their relative no [J y = patide) } e
benefits? Lo JS il 8
YES E§ Y . .
4| 11. Did he offer the waiting area to you? no [ ": SV A8 e b llanY) elle e Ja 11 4
12. Did the staff thank you as you were YES prl € an et N .
4 leaving? NO D g .Jabqgusua:q&ﬂ)&gu.k}dl‘,bdm 12 14
3. APPEARANCE AND BEHAVIOR OF STAFF saeS oty Cuiligall jekia 3
Scores Critical Areas Dbl @Yl Lia
| ESE
3 13. \;Y]zsﬁgx;?umform of the attendant neat No [J Y e, Gl el s Sl Gl oS 13 (3
NA [ sy
YES ; .
14. Was the attendant wearing visible = oada Ay (535 3 3 5a sall Calasall (S Ja 14
3 nametag? NO D b C> g 3
Nna [ sauy
ves ) .
15. Was he able to communicate with &a Qealsill e 1,0l Cala gl (S Ja 15
3 Nno [] ¥ - 3
customer? ol
NA [ sy
vEs i
4| 16. Was staff courteous / friendly? No [ y fladal/lagny Cab sl IS Ja 16 | 4
NA [ sy
4. SERVICE daadll 4
Scores * Critical Areas i B 7 Ll Sl Liai
; bt C Y sl als gall A8 .
17. Did attendant check whether you need YES E f”" u-’ uu)’d Py }A ? 17
3 t let il ch o s_LlJ‘)J:gu(a‘s_.lJ)“ﬁL;A}[CLma‘)Ml 3
op up or complete oil change? No [ y ¢ dlsll
3| 18. Did attendant check with you whether ~ YES E pxd A S 1Y Lad elie Cals sall (333 Ja 18 3
only ail is to be changed or oil with filter? nq O y IS E PRIVt I B SV TP
19. Did he check using gauge the quantity  YES Bg an el Co 3 (s gise s ol sall 8 Ja 19
3 required to be topped up and informed e ) W el el sl 3
you? no [J Y Sllly elalf Ll
; 0n W e e Gl Gl pall A6 da
3 20. Did the attendant check for oil leakages YES g el uﬁjj“i il j\‘i;w 20 3
under your car from fitter and drain bolt? no [ N e OR oI »
S
3| 21. Did the attendant drain the used oil YES P s e Sl IS G cala sl B8 a2 3
completely from your car? Nno [ Y EEL i EN
2| 22 Did he ask whether you want the engine  YES M el adl e y S ) il Qo 22 5
to be flushed and did it if you agreed? Nno [ v ki) o Jla b iy
3| 23. Did the attendant fill the correct grade as  YES axd S W s o 5 Al Cala gl GE Ja 23 3
you requested? No [ N b Al daa il

Lube change.doc




3 +
Scores Critical Areas Al ) PAY]
24. Dd hg reque_st you to start engine and YES & P aS iy &l paal) Jardiy o 58 ol dtielh da 24
3 leave it running for one and a half iy« 5 paad Ll Alla d 3
minutes? no [ ¥ fhualy 438 53al Jpldl &
. W A8 e /A gala (f (e il sall XU da 25
25. Did the attendant ensure that the carter ~ YES Kl B T Ll & e 454
3 bolt is tightened and th no leaks? s lin Gl 45 LS A Tam e 3
olt is tightened and there are ? vo O N eyl
26. Did attendant carry out the following Lilaall Gla saill o) jaly calagall B Ja 26
complimentary checks: sa il
ves B
31a. Battery Water top up NO D N I Ul pla dilial 31a.
na O sy
ves A
31b. Coolant Water top up NO D b coolant/s ! ele dili) 31b.
na [ sy
ves K]
i B Slea ) il
31c. Auto Transmission Fluid top up NO D b R )Le_j\ JQ \ 3tc.
(Osanst i)
Nna [ sbuy
YES E{ o
31d. Brake Fluid top up NO D bl el ity ) ddla) 31d.
NA [ abiy
ves B o
31e. Gear Oil top up no [ Y oAl el cyyiiial Bie.
va [ abuy
ves D4 -
31f.  Air filter cleaning no O N ool jlicubs 31,
va [ asy
ves A
31g. Wiper Water top up no [ N ol alinal ele il 31g.
va [ asuy
ves B4 -
31h. Clean engine using air gun NO D N sl et plasiuly o sl il 31h.
NA [ biy
YES S SO ¢ . .
3|27 Wereany of your questions related to % ?’; aalaial) ilind (e gl e WYY QS s 27 3
lube change answered? NO ey Mt Adany
na [ sduy
_ _ o vesBAL - e O Grale guin s calasall B Ja 28
3 28. ?hlg (t:r;? ;taff place the mileage sticker in NO | N o L RETECI] [ sia LI 3
na O abuy 5 o)
ves B
4| 29. Were you offered a receipt voluntarily? ~ NO EI v L HLia) oM Jea g clile (a e Ja 2914
va [ sy
5.  REST ROOMS AND MOSQUE saneaall g (plaadl [l g5) Aai ) G 5
Scores Critical Areas IR LAY PN pAKH]
3 YES i 3
30a. Were they adequately stocked with all %\ ?’: g el Gl el areny 3 jeae <ilS 2 30a
necessary supplies such as soap? NO S guall Jia
NnA [ gy
3
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Scores Critical Areas Lol YLl oty
_ ves B 0 e
30b. Were they adequately stocked with all 0 v L all Sl il jeay s jeae cilS Ja 30b
necessary supplies such as toilet tissue? NO Callsill 99 Jia
NA [ sy
30c. Were they adequately stocked with all ves [ ax 45wl e jlicdll e B eae CilS Ja.30c
necessary supplies such as paper towels? no [ N TA8 ) oll Ladiliall Jia
(paper towels are not required where fully Cildae g5 die dygllae e A, auiliall)
operational hand dryers exist) N/A E Gy (Y a1
; ik JoGd) ol
31a. Were sinks clean? YES m o gl "'Y:j:«:l;yr‘j "\SJTL\IISH
require comment when marked ‘No’ NO D b =5t > Ha ) Qs )
: A [ gy
e ; $aski U al oS
31b. Were mirrors clean? YES pad ol g :;_.)tjyﬁ 'LSJT'{31b
require comment when marked ‘No’ NO D b Tt > Sy QS )
NA [ Gy
' faslas : I Cldsas cuils
31c. Were hand dryers clean? ves B4 pr ol v "Safé,,uué'yrf 'lsd? |'31C
3 require comment when marked ‘No’ no [ b sl o ol Al 3
NA O sy
H el o sliall CiliSle et
31d. Were dispensers clean? YES E o . )fll o "Y':JL'L;Ytuj .\SJT_J‘.31d
require comment when marked ‘No’ no [ Y (G R Al
NAa [ gmyy
ves [
31e. Were toilets and urinals clean? Nno B N Fagdal Jpall Ll culs Ja 81e
whnod wed dinksg na [ sy
; ©ofAak O Y1 g
32a. Were doors clean? ves X o o il "'\J""—’&_.}L:yr‘j '1_<.JT3|.32a
require comment when marked ‘No’ no [ Yy Gl o> AR
vA [ Gy
vEs D4
32b. Were walls clean? NO D ¥ fadky el i€ Ja 32b
NA [ sy '
ves A
32c. Were ceiling clean? no [ ¥ Sk Caaldl S Ja 32¢
NA [ sy
ves K
2| 32d. Were vents clean? No [ ¥ gk Ml clS Ja 32d |2
Nna [ gy
: $adlal il Y1 g
32e. Were floors clean? @YES | [ o gl ) |.Y..'Liy‘uj .ISJT_-“'Bze
require comment whgn marked ‘No' no N Y S RS A= N
Loadet on ihe Lloon. nA [ by
ves B au
32f. Were baseboards clean? No [ N A sae il & o) il i 5 cilS Ja 32f
Nna [ gsuy
ves A
32g. Were grout clean? no O v Sl L3 IS b 32g
NA [ gy
4
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Scores Critical Areas Agaludl) ¥l Jatauh
ves i~
33a. Were trash containers clean? no O Y $aakas Loladl) s ilS Ja 333
NA [ @iy
2 2
ves B
33b. Were trash containers not overflowing? NO O ¥ fhails e Aaladll Gy da il Ja 33b
NA [ abuy
ves [0

i 1 o) Adinia g Adadai laaldl da ) cailS
34. Was the restroom smelling clean & NO g ¢ Os%) 5 Adydai L @ilS Ja 34 )

fresh (without any offensive odor) ; (sl 8 A S And
Aod N\@j {06 Inva [ oy
: —

35. Were all the facilities inside the

T ISy

restroom in good working condition?@ L. " s e i
2 'H require comment whben mar;f ‘No’ no B v g sl (2 MY Yl il ) 2
e dmd@v Mol w2 \7 NA [ by
i 3 €(5) ki sl Zeld ) e oIS
36. Was the Mosque premises clean? \YES D i ( ), };S\ ' ,,;: aj\é‘?;"'df&ﬁ 36
2 require comment when marked ‘No’ Nno [ N el el N el 2
NA B gy
/
4 /
Comments: sclaadiall [ gabedli
-
FOR OFFICE USE ONLY Jasd Gisall ‘a\.x';:u‘a’

Aleadl) BAD | BE oY) sl <
o > ion: )
& ACTUAL SCORE |  maximum | Evaiuaton et
Approach and Cleanliness adlaill g ol yBY1 |1
Greetings and Initial Checks | sY) DlSulill s wum 5l 12
/S\{)apf?arance and Behavior of il sl Gl s setae |3
Service aaaill {4
Cleanliness - Restroom and Glabeall — 2dlad |

Mosque RENVON
TOTAL & gaaall
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SERIAL NO.

" Branch: Marwa |
nnn fasttrack elly-cuulg
Tel. No: (09) 2237 767

Fax No: (09) 2283 279

No: 1356 INVOICE
Dateftﬁ)qhz ' JOb NO: oo

Name’\/{(g ....... ' A&‘&A) | \D&J( | Make:.\/fe:jt%a Plate No: 26 0106 |
Tel:. N Cﬂb\j}&/“ Model: t(H Q-«Q»\“ Emirate: qu
Mobile No: Q 9:0"5 VA 80/4/ . Year: . .. Category: 4

Details Qty. - Unit Price Total:

() <% EFf ke T/ X T

Payment Receipt

Payment By~ Received by Fast Track Staff
Cas Safeer[]  Master[J  Visa[l Code  : . ,

&

Name : L .....................................
Totat Amount Dhs. i :
Signature :

Received above vehicle in & good condition and the required jobs performed as requested.

Customer Signature







