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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center &
D i kel Emarat / & 51/ <4 Eppeo / Enoc / O sl Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Q/O q Name Number Name Number | Name Number
4- b T T 11 ]
Gender Height Built [Spectacle Beard | Mustach ~  Ethnic Groups
MTF M [S | T IM [ F [Yes[No|Yes]No Yes | No |indian |Pakistani]Filipino [Expat. Arabs| Others:
I&DDEDDDDEDEDEEDD O O
EMIRATE ‘ﬁ:;'li:‘ AbuDhabi |  Dubai Sharjah Al Ain g‘:&"aﬁ" Ajman Kﬁ:ism“ah Fujairah
O O R’ O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
[Tlolgl4f o9 {11l |6 oll | 0|2 |16:35]1%:05
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 0 O R O 0 visit | [ O O X O O O

1. APPROACH AND CLEANLINESS A g ol B 1
Scores Critical Areas L1 ¥l L]
ves A a0 - .
1. Was there proper sign to the Lube dihie e AV sl ydad iy g ds 1
. Nno [ y e
changing bay? eyl s
na [ sy
. ves I a0
3 2. \é\:g::;i(;tf?be changing area clean and NO D Y A ye s Abydai M s dhiccdS Ja 213
na [ sy
ves [1 @ . . o
4|3 Was there any oil leaking and fallingon y sleae syl gldis s da 3 4
to the floor of the lube bay ? - S il s dilaie A )Y
na [ sy ]
ves 4w
214, Were the waiting area and table clean?  NO [ Yy Chadas Al Ul Uaniyl Adkie clS Ja 4|2
wa [ shuy
Wasih YES ax
. the television i iti T e
2 5 Woe:"s(inge?eewsuon in the waiting room NO D N ¢ Uyl A e b et 5 f S Ja 512
NnA [ shuy
YES o e -
6. Was the board displaying complimentary o ] g il e eda Gl Al clS ds 6
services neat and clean? fadudat g A e duilaall Cilaaall
na [ sy
2. GREETINGS AND INITIAL CHECKS Y wilspdnll g qua 3l 2
Scores Critical Areas EEWR IR LI PO Jalail
3| 7. Wasthere any delay in approaching ves [] pd i/l gl B ali gl s 8 s 7 3
customers? NOo [X ¥ ol g Cala gl
8. Were you greeted in a friendly manner ~ YES X p casbly) 4y Ak dh i Al G ds 8
(pleasant feeling)? No [ N ¢ (z o
S o b sall @i Chia g a8 sl ) Y 1Y)
51 If no, please describe behavior. Was it © e \:;X . Jj; j:.!i N ). e 5
arrogant, without any expression, normal Ggale (M Oa A (05 AR R
etc..... ?---Gj‘
+ 1 +
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Scores Critical Areas At el . PR
9. Did he guide your vehicle for positioning YEs X A Ciall ) el GlidiE s g
3 at the stopper and asked you to switch e;ﬂ |“J il o el i.L. . “‘. . (3
the engine off? No [] ¥ el aall il bl g 3 )bl Calay
10. When asked by customer, was the . NS o edaaall e il gall 5 Lerie
5 attendant knowledgeable of different YES m = S:j:l‘jll o ‘_')gl c.;l_\w; / ‘}f;d dsy 10
- grades of oil, filters and their relative no [J q S el i V‘h S
benefits? leda JS il 4d g
) " YES i - .
4| 11. Did he offer the waiting area to you? NO % '\: OOBDY A e 6 ey elle e b 19 4
i ] YES ;
4 12. ggivggg’)staff thank you as you wer{gﬂ L £ 3l o€ Laiy o €8 syl Ads 124
" Dip Nt ot THAR Yoy NO R by
3. APPEARANCE AND BEHAVIOR OF STAFF 1pgS sl g (il gall e 3
Scores Critical Areas Lol ciylanalf Lmﬂ
. Yes I w0 1
3 13. \;\r/]zsﬁt:;)umform of the attendant neat NO D Y U5 es gl jealall Ciligall Ll S b 13 (3
NA O sy
YEs A s .
3| 14 Was the attendant wearing visible no [ g Ok Ay (61 3y 35 gl Cila sl S 14 3
nametag? Sz 3va 50 dand Lyl
NA [ geiy
YES [X] .
15. Was he able to communicate with & dealsill e 108 Gl ol S Ja 15
3 Nno [J ¥ - 3
customer? sl
NvA [ sauy
YES i
4| 16. Was staff courteous / friendly? Nno [ ¥ Slhal/fa gy cabs sl IS Ja 16 |4
na [ sy
4. SERVICE daadll 4
Scores Critical Areas - o ) e )
; IS ) Gaaad Siaill Cala bl B Ja 17
3 17. Did attendant check whether you need YES m o hu u ij,ul).j‘ PR Lj:‘_. ? Ll 3
top up or complete oil change? TR el S
No [ ¢Sl
3| 18. Did attendant check with you whether ~ YES 0 a S 13 Lad elia il gl 3ia3 s 18 3
only oil is to be changed or oil with filter? No [ Yy €l g <y 3l ol dadd i s
19. Did he check using gauge the quantity ~ YES % ard plaiely Cull (s e iy Cabasall A3 Ja 19
3 required to be topped up and informed [NE S| UITR i WX | P W elsall 3
you? Nno [J Sellly il L)
P08 a3l Gl e Gaaall il A8 a0
3 20. Did the attendant check for oil Ieakages YES m s ;\Hﬁ}jﬁi} Sl e bjdj Cans 3
under your car from filter and drain bolt? NO D y " fc )
3| 21. Did the attendant drain the used oil YES m A el Cu 3l S i Cala gl A8 da 21 3
completely from your car? No [ Y Sl Hlw (ge
2| 22. Did he ask whether you want the engine  YES [X] A e dae oy peak o alila Ja 22 2
to be flushed and did it if you agreed? Nno [ y Sl 5o Jla b Al
3| 23. Did the attendant fill the correct grade as  YES m A Sllas ofe s Adlal Cala sl W Ja 23 3
you requested? Nno [ y flgidh Al dsnall
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Scores Critical Areas IR A EW | Jataits
24. Did he request you to startengine and  ygg Bl s as s, dpaal Judi o of e il Ja 24
3 leave it running for one and a half s S iy A 50d] gl Al 3 3
minutes? NO b} &
25. Did the attendant ensure that the carter YES m pud CJU“ e/l ye C:" o ‘—daﬂ\ ASL:' ‘:u 25
3 . bolt is tightened and there are no leaks? et lin Gl 4315 LS 8 he w 3
no [ ¥ gy 30
26. Did attendant carry out the following Lilaall Clia il ol jaly alasall 8 Ja 26
complimentary checks: -y
ves X~
31a. Battery Water top up NO D b el ele dils) 31a.
na O sy
ves X
31b. Coolant Water top up NO I.__l b coolant/s sl cle Adlial 31b.
na O adsy
. YES % = STV Al BB e ) ALl 31c
31¢. Auto Transmission Fluid top up NO b i @M\ﬂ‘j )
na [ ki
ves X =
31d. Brake Fluid top up Nno O y Jal il iy Ail) 31d.
na O sy
ves .~
31e. Gear Oil top up no [ Y s A/ all 5 AL 3e.
nva D sduy
YES % ol
31f.  Air filter cleaning NO b ol selt yilh Capdais 31f.
na [ sduy
YES % ol
31g. Wiper Water top up NO b gla i sl ela dilal 31g.
na [ sbuy
YES Pk
31h. Clean engine using air gun NO O Y gl e plaaiily o el Caais 31h.
na [ smiy
‘ YES i .
3| 27. Were any of your questions related to " ] g Adlaidl il (5o gl g;—.li 471\9\;1‘ ot da 27 3
lube change answered? S 3l Adany
A [ sy
5|28 gig (t:r:: staff place the mileage sticker in :lis % ‘: e ;:ﬁﬁ‘:&ﬁﬁ;\ﬁ 28 3
' va O sy €
ves I
4] 29. Were you offered a receipt voluntarily?  NO O i G LAt a3kl Gosdlle nye Ja 2914
wa [ sbiy
5. REST ROOMS AND MOSQUE s dauwall g (e&.ﬂ\ IL\,\.“,S) dal e 5
Scores Critical Areas Aol il PATH]
=~ -
3 30a. Were they adequately stocked with all YES Bl il el ens 3 3¢ S b 302 3
necessary supplies such as soap? NO 3 oglall Jie
nva O ghiy =
3
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@res Critical Areas LR LA PR PAHI]
. ves B L
30b. Were they adequately stocked with all NO D v A5 pall cile il &y 8 g S o 30b
necessary supplies such as toilet tissue? Cull gl (3)99 Jia
NA [ sy ==
30c. Were they adequately stocked with all ves [ an sl clliud) &2 3 3¢ <ilS Ja.30c
necessary supplies such as paper towels? No [ v 48 ) ol Chdiall Jia
(paper towels are not required where fully Cldiae 8¢5 die dyllhe e 4 sl cadliall)
operational hand dryers exist) N/A m Gbi Y (AN 2
- TR RPIAIERTS
31a. Were sinks clean? . YES IE = Ll ‘,,y,fjfl:;rf 'LSJT'I.31a
require comment when marked ‘No’ no [ ¥ Gl oy MY AdaY) s 1y
NA [J sbsy
; Akl U al s
31b. Were mirrors clean? YES Zl = il g 1 L):‘y'lu Kd‘:.‘.31b
require comment when marked ‘No’ no [ ¥ sl o MY Ayl s 1y
NA [ sy
; ki oy Cilidas il
31c. Were hand dryers clean? YES m (an o i ‘ﬁﬁf,\g,:"h:;rf ,‘Sdr. 1'31(:
3 require comment when marked ‘No’ no [ Y ot e T A Qs ) 3
nvA O gayy
> faabas ) plall clisSte il
31d. Were dispensers clean? YES EJ P . ):;“ o ,,\J,:_Ly;—'j 'Lsdj\hjl.31d
require comment when marked ‘No’ NO E] b e > S ) SOS )
| wa [ geiy
veEs I
31e. Were toilets and urinals clean? Nno [ v faas Tl LSa S Ja 31e
NA [ gbuy
32a. Were doors clean? YES & pa o gl ! ",,.\1.,,;" ALJI:J\‘J\LU L.SLSJTMSZa
require comment when marked ‘No' no [ Yy & i PR R
na [ gwuy
ves K
32b. Were walls clean? no [ Y $auai laaall S Ja 32p
NA [ gwyy
ves X
32¢c. Were ceiling clean? NO D N feadas Caadl K s 32¢
NA [ amsy
ves &
2| 32d. Were vents clean? no [ ¥ fagka Mudl sl Ja 3249 |2
vA [ gy
; fAidas il Y1 il
32e. Were floors clean? YES g e o gl ’ ..;.f :\_,fm - -LSJT;)\.SZe
require comment when marked ‘No’ no [ ¥ G e i
va [ sy
ves B
32f. Were baseboards clean? Nno [ ¥ $4aki saclall o o) flailall )5 culS Ja 32f
NA O gy
ves A
32g. Were grout clean? NO D b Seadas L3 K Ja .32g
nva [ gauy
4

Lube change.doc




5 +
Scores Critical Areas Aguleallt CYlaal) Jalasl
ves Y
33a. Were trash containers clean? NO EI ¥ i Aabadll iy o S Ja 33a
NA [ @by
2 - 2
YES & prd
33h. Were trash containers not overflowing? NO O ¥ fhaild e Al s il da 33b
NA [ @iy
ves 4 e )
2 34. Was the restroom smelling clean & NO D N @b Q) Aliaie s Adhai pleall A3l oS Ja 34 5
fresh (without any offensive odor)? Selasll B A S a3l
NA [ asiy
H Jaxd alaall (8 &l jaeaalh sea CailS Ja |
35. Were all the facilities inside the ves B4 e e e S, 35
restroom in good working condition? L. s P
2 require comment when marked ‘No’ no OO ¥ gl (o2 MY Y S Y 2
NA [ sy
; (5 ks el 228 5l e S
36. Was the Mosque premises clean? YES D (e ( ), JEA\ i ,,;j LL?"%\S “JT 36
2 require comment when marked ‘No’  NO O gt e gl s 2
N/A [B iy
Comments: Uaadlall [ gadaslt
FOR OFFICE USE ONLY Lagd igall FARER N
Uaal) Jalail JEFRTREEN RN s
o, g ian- .Y
t ACTUAL SCORE | maXimum | Evatuation: el

Approach and Cleanliness

R.QUA."\XU k__J\):\é‘)“ 1

Greetings and Initial Checks

EPYJCINTR L PRNIVENG L

Appearance and Behavior of
Staff

i pall sk e [3

Service daasdl |4
Cleanliness - Restroom and Clelaad) — Aalb 4
Mosque Saall

TOTAL £ garall
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ENOC

I Quist ’ Date: ___u;ﬂ’lo_l‘b

) S NE, e
adopfo o Q) [

Jite MEM—’

SALES INVOICE

VEHICLEMAKE: M) | 151042 ISH |

e . HEPA
CUSTOMER NAME : ﬁ P MODEL D LMUCER

ADDRESS

Dhis AT TYPE . CA

CONTACTS YEAR ; woq

moBILE ogt- $H w00l PLATE NO. 1 20597

TELEPHONE KMREADING || Q - 7] nGy
JopoetaLs  IMNKCLIA T T 11%Y )
DESGRIPTION ary UNIT PRICE TOTAL
weons e oL Ouly / 2 oy
PARTS: ‘P” o [ S / Go e

a0

TOTAL AMOUNT
PAYMENT MODE Rez € veticle = QoL comgiion
—_ ' ; a“g wad '0Es Ce'ln' Mg 2s realesiec
Z(CASH ] CREDIT CARD 7 FLEET CARDSELECT CARD
IGURD BY :
e e ! N
AUTOPRO SUPERVISOR

CUBTOMER'S SIGNATURE
“ie-Casto~a't Cogy. Blua-Fie Copv, Pin-Acnaintng Copy

OATE
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10







