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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center w
&f—'\}»} Emarat | O s Eppco / Enoc ] O 4y Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
’O 63 Name Number Name Number | Name ‘Nurrliber‘
Gender He|ght Built Bpectacled Beard | Mustache] Ethnic Groups
M | F M ST ) M [ F_|Yes] No lYes] No | Yes | No ]Indlan [Pakistani] Filipino [Expat. Arabs] Others:
West . . . . U Al - Ras Al -
EMIRATE R:Zieo:‘ Abu Dhabi Dubai Sharjah Al Ain QT\:.vnain Ajman Kh:ismah Fujairah
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
063160 o9 0] [ 109 [olz ]| of3 IR0 50
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

VISITDEDDDV'S'TDDDDDD

1. APPROACH AND CLEANLINESS TP R R |
Scores Critical Areas Laalal) el Jalall)
YES N o .
1. Was there proper sign to the Lube dihie Lo AVl dsal g dad el S s 1
. o no [ ¥ o s
changing bay” GITR (YT
nva [ sy
. ves K]
3 2. \é\igzggzé%be changing area clean and NO D S ey Abdal oy ) s Aikaie 2l 3 2103
na [ sy
YES E] o C .
4|3 Wasthereany oil leaking and falling on g Seae dysonllcd gl s s 3 4
to the floor of the lube bay ? : 3l s Aadaia b Y
N/A [j by 3 )
ves @ =
21 4. Were the waiting area and table clean?  NO | b ¢aada Al Ually Myl ddbie S Ja 402
nva [ ssny
. . ves )
2 5. w;ls(itnhge?telewsmn in the waiting room NO D N ¢ LBV A5 3 Jeny el S s 512
L wa [ ssey i
| ves (]~ o . . :
6. Was the board drsp!aymg complimentary ] q Aals lgle ol b sl culS Os 6
services neat and clean? $aadal g Ax ya Ailaall Cilendl)
na [ sy
2. GREETINGS AND INITIAL CHECKS ) g il g cun A 2
Scores Crifical Areas ) - JE ST JXERT
3|7 Was there any delay in approaching ves [] px sl @ 8 pali g e S Ja 7 3
customers? no (B y ol gad ala gall
8. Were you greeted in a friendly manner ~ YES e slal) A A8 sk b il 25 s 8
(pleasant feeling)? Nno [ Ny $ (z oA
R TNEE IR N o
5 If no, please describe behavior: Was it “ :3: u-:fj . }L\; ¢ Yj 7 )a‘y K 5
arrogant, without any expression, normal e R e JA sk o
etc..... ?---C‘“
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?cores Critical Areas A Lt PAYH]]
9. Did he guide your vehicle for positioning  ygg ; il - | shle AL 3
3 at the stopper and asked you to switch [ . :“ el uls.ﬁj,‘ “;l %AL‘J‘L" g-,daﬁn “\.ﬁ "h -9 3
the engine off? No D Y .Lj_“)a.a” Z:"L" LJ‘ Lﬂm k_-\U::J b)t:h.n.n L_QLQ;’Y
10. When asked by customer, was the ™ . 1< Liasdl o il gall o Lans
5 attendant knowledgeable of different YES - ﬁ‘ dA ‘).J"' ,:‘:/ ‘).TI de e .10
grades of oil, filters and their relative NO D y = I TR SRS . . eh 5
benefits? fleia JS il 8
) - YES i o .
4| 11. Did he offer the waiting area to you? NO I'%‘ P: Ay A8 e G oY e e da 11 |4
12 Did the st -4) YEs [] ’ . C o s
4 Ie;ving’?s aff thank you as you were (&% px  ola5 S Laigy o 8 il 6 Ja 12 |4
Do noTem Mankvor NO [ v
3. APPEARANCE AND BEHAVIOR OF STAFF (S sy (il gall el 3
Eores Critical Areas Al ¥l PR
13 h f f th YES IE -
. i t t . _— 1.
3 Z\r/l(ajsﬁtd;?um orm of the attendant neat NO D Y Ol e Gl sealall Gili el Ll oKds 1313
NA [ sy
YES [ s
3| 14. Was the attendant wearing visible No [] q e Ay (55 0 355 sall Calh gl S 14 3
nametag? 7 35 danl Lgile
Coury wMOT Rerp NA [ sy
YES K] .
3| 15. Was he able to communicate with no [] y o ool sl e 1 a8 Cala gl S s 15 3
customer? NSEB!
NnA [T sauy
YEs @
4| 16. Was staff courteous / friendly? No [ ¥ Sakal/lsgag cabasall S o 16 |4
NA [ sy
4. SERVICE daadll 4
Scores " Critical Areas ) T  hel@iaved ]
S O i ad el R TLG Os {7
17. Did attendant check whether you need YES m e \—u dq/-ﬂ‘," . yd e
3 top up or complete oil change? R s el Sl Bla g lias s ) 3
pup P ger No [ ¥ ¢l
3| 18. Did attendant check with you whether ~ YES 1y pxd R SIS 1 L dlie Cala gl 3as3 Ja 18 3
only oil is to be changed or oil with filter? o ¥ Ay 50 A dada oy sl
19. Did he check using gauge the quantity  YES i an ol Sl 6 S el il sl JE s 19
3 required to be topped up and informed oy Al S I Gl oaladall 3
you? no 1 v iy a4 Lyl
! o3l ol e Gl GBLATB O 20
3 20. Did the attendant check for oil leakages YES E o ujjfta il u‘j}ij s 3
under your car from filter and drain bolt? no [ ST 2T =
pSAvR
3| 21. Did the attendant drain the used oil Yes [x] B Jeseall 20 S i (il gal) A ds 21 3
completely from your car? No [ y el Hl (e
2| 22. Did he ask whether you want the engine  YES [¥] el Jue b i S o) il s 29 5
to be flushed and did it if you agreed? no [ Yy flidd) g0 Jla 4 ey
3| 23. Did the attendant fill the correct grade as YES Al Gl s e s ALl Calisdl B Ja 23 3
|~ you requested? no [ y flgidla ) da sl
2
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Scores Critical Areas Al Ll Jalah
24. Did he request you to start enginefz and  ygs A8 s o el Jsdin a5 o clie alla Q24 3
3 Irtre]iar;/li;tsr’;mmng for one and a hal vo [ J € in y Ao daal ikl Al 8
25. Did the attendant ensure that the carter YES E p u)n ezl u‘ o L_A.L_,A.“ ﬁf d“ 25
3 . bolt is tightened and there are no leaks? i s Gl a5 LgilSe B T w 3
no O y gy 3l
26. Did attendant carry out the following dilaall Cilea sadll ol jabs cabgall A3 Ja 26
complimentary checks: saglull
ves [d
31a. Battery Water top up NO D N Ay e ela dil) 31a.
na [ sy
YES o
31b. Coolant Water top up no [ Y coolant/ ull e Al 31b.
na O by
YES m & SYTAS Al JiU ey ) dila) 31c
31c. Auto Transmission Fluid top up NO D b . (QM\)ﬂ\j .
na [ abiy
YES pa
31d. Brake Fluid top up NO D b} Jat el y Aslal 31d.
nva O sduy
YES oo
31e. Gear Oil top up no [ Y Cos A ol dilal 31
na [ sbiy
YES oo
31f.  Air filter cleaning no O b ol selh ilh Cada®s 311
‘ NA [T shiy
YES o
31g. Wiper Water top up NO [:] zla i lalial clo ddlal 31g.
NA [ sany
ves @
31h. Clean engine using air gun NO O Y elsgll ere laaiily At cadas 31h.
L
Al .
5| 27. Were any of your questions retated to ;is H; Ailaiall A e qu: :‘f.‘k—?-\_!‘ %—w S 27 3
lube change answered? S 3l s Aleay
7N M RS A
B \ - - . .y -
3 28. aig ;r;? gtaff place the mileage sticker in :lzs % (»: )iﬁmﬁhﬁf)\iﬁ 28 3
' wa [ zsuy 93 kol
ves B a
41 29. Were you offered a receipt voluntarily? ~ NO O b L Lasd 2l dagdide m e B 2914
v D sy
5.  REST ROOMS AND MOSQUE saaecall g (akaad) [l g8) A1 W i L5
Scores Critical Areas Fpubualy) Ylaal) Jaad
3 30a. Were they adequately stocked with al VES % I TV RET DT g3 8 da 30a 3
necessary supplies such as soap? NO ¥ o gdall Jia
na [ by =
3
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Scores Critical Areas Falady) el Jatdidt
YES N o
30b. Were they adequately stocked with all NO D v A2l il il asens 3 g0 cuilS Ja 30b
necessary supplies such as toilet tissue? Sl sl (399 Jia
NA [ sy
30c. Were they adequately stocked with all ves L] aui A all Sl il & 856 <€ da 30c
necessary supplies such as paper towels? NO D v ) adlall i
(paper towels are not required where fully Gldse g die dyglhaa e 34 4l auliall)
operational hand dryers exist) na [ Gkl ¥ (a1 At
31a. Were sinks clean? YES p o all ’ .’..;.%Lr;fms&d?‘s‘]a
require comment when marked ‘No’ no [ b sl om 5 MY A culS 13
NA [ gy
31b. Were mirrors clean? YES o | “f,‘;',‘ l::\f;‘u&&d‘: |31 b
require comment when marked ‘No’ no [ Y a Al o Y AaY) ks 1
nva [ gauy
fAadai oY) Cliia. cuils
31c. Were hand dryers clean? YES . i ol - ‘ééfé,:_hwu LsdT;|31C
3 require comment when marked ‘No’ no [ ¥ ot > = 3
N/A D Gk ¥
Ak ) pbeall culigle cul
31d. Were dispensers clean? YES pd ) ,::Il o "Y'TJLL,YILU \Sdllaw
require comment when marked ‘No’ NO D Y (Cand SRE S —
nva [ gluy
YES pai
31e. Were toilets and urinals clean? NO D y Yagdas Joall Sl culS Ja 31e
Nna [ gy y
s Qb Y1 culS g
32a. Were doors clean? ves [d pd ol ",,y,:‘_‘&_’iy;—f 'LSUT‘J\'326
require comment when marked ‘No' Nno [ ¥ gl oa Rl
na [ gy
YES pd
32b. Were walis clean? no [ Yy faalas landl wilS Ja 32p
NA [ oy
vEs [
32c. Were ceiling clean? no [ Y feadas i oIS s 32¢
wa [ ekl Y
YES Xl
2| 32d. Were vents clean? no [ Y Sk Mudl w324 [ 2
vAa [ sy
. \ ; ialay Dl vl oils G
32e. Were floors clean? ves (8 e a5 WT"\;"‘JM:\_M Q\SJTM.SZe
require comment when marked ‘No’ NO D b o A T :
T A O Gy
ves 4
32f. Were baseboards clean? Nno [ ¥ fadudas sacldll & ) /adalt ) 51 il Ja 39f
NA [ iy
vEs B
32g. Were grout clean? no [ Y ik L3 IS Us 329
nva [ sauy
4




Scores Critical Areas Taboy) ¥laall Jalaist
ves [ o
33a. Were trash containers clean? no [ ¥ Caiuas daladll iy s cailS Ja 33a
NA [ abuy )
2 YES g
33b. Were trash containers not overflowing? NO D b Piiaild e daladll iyl <ilS Ja 33b
NA [ oy
YES oL

i Ty o) Aiiaie g dsulai alaall dally colS Ja 34
34. Was the restroom smelling clean & no [J gy $0s 1) 5 Adgdad ol L= 2

2 fresh (without any offensive odor)? olasd) 4 A S Al
NA [ aiy
e 3 Qass alaall 3 < jeailt area cilS Ja 35
35. Were all the facillies inside the YES e e e s
restroom in good working condition? L. = e
2 require comment when marked ‘No’ no O v ol (o2 MY AN S 1Y) 2
NA [ iy
; £(5) aabai dawall 42l g e S Ja 36
36. Was the Mosque premises clean? ves 1 p ( ). JEM : g Lti,-;i.:.’\s 1l
2 require comment when marked ‘No’ Nno [ Y S At e sk : 2
NA [d asuv
Comments: slBadiall [ gaadll
FOR OFFICE USE ONLY b CoSall alasiuy
Aaual) Ll sl JeY) sall .
9 : luation: percail
% ACTUAL SCORE mAXMuM | FYaluation o
Approach and Cleanliness AdUasll g ool BV |1
Greetings and Initial Checks | #d5¥) DSl s woa sl 2
/S\Eapﬁearance and Behavior of i gl sy setae 13
Service daxall |4
Cleanliness - Restroom and lelaad) — Adhadlt |
Mosque el
TOTAL £ saxall
5 +
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ranch: AL AMEEN
Tel. No: 04-3320866 fasttrack ellg-cuuls [off)

Fax. No: 04-3429745
INVOICE

Date: 06/09/2012 Invoice Number: 00377992
JobNo:  AA023925 » v JobClass: Servicing

SERIAL NO.
Fast Track Minor Service 0.10 150.00 15.00 1
Qil Filter 1.00 33.00 33.00
Consumables 1.00 5.00 5.00
Lubricants 4.00 14.00 56.00
|
|
|
Dhs. one hundred nine and xx / 100 Only Total Due: Dh: 9.00
Payment Receipt ;
Payment Information Fast Traék Stai
VISA Payment 109.00 Code | : -~ .
Total Amount Dhs. 109.00 ' Name
Signatt\l{e .

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

Customer Signature







