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PROJECT : ELARA (Lube Change - FINAL 2012)

SERIAL NO.

+

o
PROJECT: ELARA - Lube Change an Arab Research Center w

D‘-’JULA! Emarat | E & 5/ < Eppco / Enoc /1d 4t Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
’ O 2ﬂ Name Number Name Number | Name | lNurtlrber| I
Gender Height Built Spectacles] Beard Mustache] Ethnic Groups
M ] F [TIM][S|T [MIF JYes[No]Yes| No Yes | No |Indian [Pakistani]Filipino [Expat. Arabs| Others:
NOoOOO0OROOMOEEAON O O O O
West: R . . R u Al . Ras Al -
EMIRATE R:;if):] Abu Dhabi Dubai Sharjah Al Ain QT\:I"ain Ajman Kh:ismah Fujairah
O O X O -O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
] '
Q2 o9 [[9] 8le [ oI [ol2 {0540
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 D m D D

O

wst ' 0 O O 0O K 0O 0O

1. APPROACH AND CLEANLINESS

AN I 8 1

Scores Critical Areas Al c¥laal PRYH]
ves K1 a0 o
1. Was there proper sign to the Lube no [ q dihic e AWl daalydaddllia S da 1
changing bay? eyl e
A [ gy
_ YES o
3 2. X\ﬁg:nt;ee(lj%be changing area clean and NO D Y Sy Ak Cy i dilie i€ Ja 2|3
nva O ssy
ves [ o o
4|3 Wasthere anyoi leaking and faling on : e ae Fogcnllopigldia g8 ds 3 4
to the floor of the lube bay ? - S 3y dilaie b Y
NnA [ sy )
ves K
21 4. Were the waiting area and table ciean?  NO O b eaada A Uall g ety ddlaie clS a4 (2
na O sy
o N YES ax
2 5. \v/vvoarii:]hge?telewsmn in the waiting room NO D N ¢ Y1 A 8 Jens il S s 52
na [ sy
YES pxd s .
6. Was the board displaying complimentary ' [] g LWl lgle edn SN Aa i cis s 6
services neat and clean? fadlai g A0 e Aglaall Cilenall
wA [ seuy
2. GREETINGS AND INITIAL CHECKS A gY) clnddll g a2
Scores Critical Areas Al YLl R
3| 7 Was there any delay in approaching ves [] px adifeal ) & als ol s S s 7 3
customers? NO y SOl gai cals gall
8. Were you greeted in a friendly manner ~ YES | ax csbl) G da i i i ds .8
(pleasant feeling)? no [ y ¢ (z e
S8 da rcak gall & a9 a8 ela Y 1)
5| If no, please describe behavior: Was it Lj e L:‘;l . ’j\; j:ﬁ 2 15
arrogant, without any expression, normal A R O O €3 A
efc..... A
1 +
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Scores Critical Areas Al el hlah
9. Did he guide your vehicle for positioning  ygs K ; Ll Sl @ils o il o) 6
3 at the stopper and asked you to switch i ~ :“ © ‘511 S o & d“ -9 3
the engine off? D N .LJJ.;A.“‘GA.LJU dL\AL_\LLJ a_)l.)u.“ k_ﬁl.sey
10. When asked by customer, was the . S cdsandl e il gall Jas Leic 10
5 attendant knowledgeable of different YES IE p i:lf]l & _)l‘l Q\:A / ﬁf ]J“ e ' 5
grades of oil, filters and their relative no [ q 3= e o e
benefits? fleda JS il g4
YES X4 ; .. .
4| 11. Did he offer the waiting area to you? NO E ‘: YT e b Y e a e da 11 14
LN
4| 12. Did the staff thank you as you were (5% /YES [ a  alis € Lk oSty il pall A5 Ja 12 |4
leaving? 5| J =0 ¢
“Dip T 38N THA Mg NO ¥
3. APPEARANCE AND BEHAVIOR OF STAFF 1pdS sl g (il gall H#he 3
Scores Critical Areas ) Nl Ltaih
. YES [
3 13. \;\r/lz(ajsﬁ?;?umform of the attendant neat No [ Y8l e Gl ealall s sall Gl S da 13 (3
NA [ sayy
ves [J o .
3| 14. Was the attendant wearing visible B ek A8y (535 3 3 sa all il sl S Ja 14 3
nametag? NO k Sz s danl lgile
No mPme Thg 2 W R
YES [¥] .
3| 15 Was he able to communicate with no [] y o Gealsill e 1506 Gala gl Sy 15 3
customer? S
NA L iy
YE px
4| 16. Was staff courteous / friendly? Nno [ Yy Sakl/lagay calasdl IS Ja 16 (4
Na [ sy
4. SERVICE el 4
Scores  Critical Areas T I, ¥l L]
D S Gl el Gl ol G Ja
17. Did attendant check whether you need YES o _u uu),—ﬂ Ta . jAI ‘2 7
3 top up or complete oif change? S ot ol Syl ALY liali 5 L) 3
NO D Y S
3| 18. Did attendant check with you whether ~ YES axd 28 S Y Lad i Cabasall (3853 Ja 18 3
only oil is to be changed or oil with filter? 3 € el g <y 3l aF Jasd oy 30t
NO S a SR
19. Did he check using gauge the quantity ~ YES ard ehRials Sl s e iy (ol sall G s 19
3 required to be topped up and informed g Ay 3l A N G anl] ual 3
you? No [J el Gl Lz
PO Sl Gl e @aailly Calagall WG o 20
3 20. Did the attendant check for oil leakages YES m P uﬁ;ﬁ;ﬁ:} Al ;k:ﬁj e 2 3
under your car from filter and drain bolt? No [ y N fey 3l
3| 21. Did the attendant drain the used oil YES A dentall 30 S g Cili gl Ad da 21 3
completely from your car? No [ N Tl Jlw (ye
2| 22. Did he ask whether you want the engine  YES [X] ey el daue b i o eliln da 22 5
to be flushed and did it if you agreed? Nno [ N felidd) po Jla 4 Sl
3| 23. Did the attendant fill the correct grade as  YES A bl A /e o Ailal cabigall A Ja 23 3
you requested? Nno O y gidh Al daaiall
2
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Scores Critical Areas Tl e Laalt Lash
24. Did hg requgst you to start engine and YES E] o a8 gy & jaall Qi o 5 o e il Ja 24 3
3 ﬁ?r:/lieltsgjnnlng for one and a half vo [ g iny A 50 Jl Al
3 25. Eid t'he.attendant ensure that the carter YES o wﬁﬁﬁ(ﬁﬁﬁ;i?jﬁg 25 3
olt is tightened and there are no leaks? NO D N ey
26. Did attendant carry out the following , Llaall Clia sadll o) jals calagall B Ja .26
complimentary checks: -agiul
ves [
31a. Battery Water top up NO [:I ¥ A jtaall ol A8z} 31a.
na [ iy
YES pri
31b. Coolant Water top up NO [:I b} coolant/2 .l ¢le 4z 31b.
na [ ssay
vesD o~ .
31c. Auto Transmission Fiuid top up NO D b e JLP w“ m“ 3te.
(0 sdaanst )
va [ assy
YES o
31d. Brake Fluid top up no [ ¥ Sl cuydilal 31d.
nva O sy
ves Bl a
31e. Gear Oil top up no [ Y oo A [yl oy 5 Al 31e.
na [ ki
YES o
31f.  Air filter cleaning no [ y Sl s oaks 31f,
A [ sy
ves
31g. Wiper Water top up NO D b gla ol Cilaliead ele dilz) 31g.
va [ kyy
ves Xl
31h. Clean engine using air gun NO O Y bl eane pladiul o el canbs 31h.
na [ sbiy
5|27 Were any of your questions related to :I(E)S % P’; Aol lilind e g L_,—\fj ?\?:\é}!\ L—w da 27 3
lube change answered? Sl i Alany
na [ asuy
3 28. Ichig (t:t;? gtaff place the mileage sticker in :(E)S % e: Am@“&iaﬁf;ﬁ 28 3
' na O ssuy 5l
ves 0
4| 29. Were you offered a receipt voluntarily?  NO a v $hlial a3k Jagelble (mye b 29 |4
na [ oassy
5.  REST ROOMS AND MOSQUE s 33sall g (plaadl [l 5) Aall G g 5
Scores Critical Areas PRI U POX ] Lawasd
3 30a. Were they adequately stocked with all ves (& = Ay gl Cile el areas 3 jeme S o . 30a 3
necessary supplies such as goap? NO D ¥ oo gball Jia
' nva O by —_—
3
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Scores Critical Areas fpauallt Laalt Jalai
. ves d L
30b. Were they adequately stocked with all no [ v sl e il aieny s e <ilS Ua 30b
necessary supplies such as toilet tissue? Coll il (3599 Jia
NA [ gy y
30c. Were they adequately stocked with all ves [ pad A5l e il & B gae S o 30c
necessary supplies such as paper towels? no [ ¥ 48, 6l Cislial Jia
(paper towels are not required where fully Gldiae B¢ sie 4y llan 2 438 4l adliall)
operational hand dryers exist) N/A Gl Y (1 A
5 $aal Jubdl cais
31a. Were sinks clean? ves @ - ’"Y'%‘CXYI ,.LSdT."B‘la
require comment when marked ‘No’ no [J b gl an MY e g 1y
NA [ gbuy
31b. Were mirrors clean? YES s 2l ! ,,y,, lf‘f\ljrulslsd’;ﬁm
require comment when marked ‘No’ no [ ¥ e sl o MY ey S 1)
nva [ gy y
; 2055 509 Cliias cilS
31c. Were hand dryers clean? ves Kl e ol “sjfzz,,hf \;wuj ,\Sdr. "31C
3 require comment when marked ‘No’ no [ ¥ gl (YT Ay s 1y 3
nva [ ghuy
. faaks o sleall Culisle il
31d. Were dispensers clean? YES i , }33\ o ,,Y,,ua_‘{_\y‘uf "&JT' |'31d
require comment when marked ‘No' NO D ki S A s
NA [ sy y
ves [
31e. Were toilets and urinals clean? Nno [ ¥ faghs Joall el culs Ja 31e
na [ gy
3 faddas il ¥ cails
32a. Were doors clean? YES ] P Ll g 'ajfy' . 'ISJTA\. 32a
require comment when marked ‘No’ no [ ¥ gl o i
nva [ sy
ves D0
32b. Were walls clean? no OOy ik sl il s .32b
NA [ iy
YES i
32c. Were ceiling clean? no [ b fahai il S Ja 32¢
NA O gy
YES o2
2| 32d. Were vents clean? no [ ¥ Paglai MUl il Js 329 {2
Na O sy
: X RETINONVTIENTS
32e. Were floors clean? YES Kl i o gl Mem,‘?,," Uiy‘uj EJTS‘QZe
require comment when marked ‘No’ no [ ¥ T o> R
va [ gauy
YES pod
32f. Were baseboards clean? NO ¥ $aada sac Gl > o dailadl ), 50 ciilS Ja 30
T

32g.

Were grout clean?

fiubi LU oS ds 32g
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Scores Critical Areas Tl eyl . Ja\ashy
YES pal
33a. Were trash containers clean? Nno [ b $aalas Aalaill by s il Ja 333
> NA [ Gy 5
YES [A
33b. Were trash containers not overflowing? NO | b fhailh e Adladll Gy la cuilS Ja 33b
NA [ iy '
ves @ m o ,
2 34. Was the restroom smelling clean & NO D N L;i OY) Adinda s Aihas plaall Andly cilS Ja 34 9
fresh (without any offensive odor)? olaall B Aga S A
NA [ aiiy
3 Jexd alaadl 8 < eadll aea <ilS Ja 35
35. Were all the facilties inside the ves ] e e e e e s 3
restroom in good working condition? . et
2 require comment when marked ‘No’ no OO ¥ sl o2 YT ALY QS ) 2
NA [ gy
; £(5) waulai dswall deld ) e oIS
36. Was the Mosque premises clean? YES D pa ( ), };” ’ ,,;,G, LL‘;T“,‘_’\S“? 36
2 require comment when marked ‘No’ Nno [ ¥ ol NESSE e 2
NA BT i
Comments: sciBadtal [ gabadlt
FOR OFFICE USE ONLY JaBd uiall aladiu N
Tl BEL) | LGN oY) aall
9 . luation: perci]
o ACTUAL SCORE MAXIMUM | Caluation rusd
Approach and Cleanliness aadadll g o iyl 1
Greetings and Initial Checks A5V Sl A |2
éfa;;fearance and Behavior of il sl gl s sakie |3
Service iaaadt |4
Cleanliness - Restroom and Slabaall — ddtail 5
Mosque dasall
TOTAL £ yanall
5
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, . cd Quisl
' i ‘ %ENOC
loaisygile Date : l?‘?»/ e gyl
No. 1377336 Cash Memo SERIAL NO.
Site & B ash flemo TIME & o] c&_;,,; 6
Name & ..coooerviirine e e rteen et aea e e r e e sats Make / Model : .............. (7‘““(’)"/ .......................
TEL NO. ottt s Reg. No HOUOTORORON 3'178‘# ................ i
KM PrESENt : coovveeeeeiieininieci ettt Next Oil Change Km: ...
Descripion | PLU# | UnitPrice | Qty. ohe O FEE
B 1- OILCHANGE
Petrol / Diesel Engine Oil
Additional oil 500 ml =R
Service charges 56 e
Y & =0
M 2- PACKOIL S735
Service charges )
Heavy Vehicle service charges o< b
]
3-OIL FILTER
]
4 - OTHER SERVICES
Air Filter / Battery ;
Engine Flush / Others / ]
/
SERVICE CHARGES
TOTALAMOUNT g[/ eo
r/")A . -
I \
i '
All above 20 points have been checked s ¥ el Stal 3 LB Y s \Q_
Thank you for your visit PO S Y NP ) PO S
G Wl 338t 2t & ?
Received the vechicle in good running conditicn
7
Customer’s Signature Joses!t v o255 QOC Operator’s Signé‘ fre ¥ i e na 25







