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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center w
D <} Emarat / E 5/ S Eppco / Enoc / D S Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
' 20 Name Number Name Number | Name Number

Gender Height Built _ Bpectacled Beard | Mustache] Ethnic Groups
M| F JT|MIs|TIMIF [Yes | No [ Yes | No | Yes [ No |indian [Pakistani[Filipino [Expat. Arabs[ Others:

ROOROOROROROROR O O O |

EMIRATE V,‘_.’(:;‘Ii:‘ AbuDhabi |  Dubai Sharjah Al Ain g’;‘v’;‘aﬁ: Ajman Kﬁ:fm”ah Fujairah
O O & ] O O O O O
SITE 1D Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
llolsl0f O QIR T8leloll {1011 515115645
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 m O m 0O 0 visIT E O O O O O O

1. APPROACH AND CLEANLINESS U -HIPRE Ve I |
Scores Critical Areas gl ¥ Laall s
ves D a0 o i
1. Was there proper sign to the Lube ddhic Je AV dasljiaddua s da 1
. no [ b’ PR
changing bay? Sy )yt
na [ gy
. YES o
3 2. \é\i;\:r:igi(;%be changing area clean and NO D g TR ey At i Ailaie S M 213
wa O sbuy
ves [1 . o
4|3 Was there any oil leaking and fallingon g Sle e byl o gl i S s 3 4
to the floor of the lube bay ? - Sy 3l s Ailaie 3 o2,y
na O sdiy '
YES ad
21 4. Were the waiting area and table clean?  NO O Y aadas AUl eyl dshie cilS o 4|2
nva [ sy
o N YES oo
2 5. \\ilvoiskitnhge?telewsuon in the waiting room NO D g SV A 8 Jea Ol S s 5 (2
na L sy
YES axi L )
6. Was the board displaying complimentary . [] g Ll Lgle el M Aa M cnlS s 6
services neat and clean? aaulay 5 A4 e dplaall Claasll
na [ asiy
2. GREETINGS AND INITIAL CHECKS A ) il g cua il 2
Scores Critical Areas Aandba) ¥ all il
3|7 Was there any delay in approaching ves [ axd /el ) 3 pals gldi g da 7 3
customers? NO y ol ead Cads gall
8. Were you greeted in a friendly manner ~ YES B csll) Ay An b il 0 8
(pleasant feeling)? No [ Y ¢ (zoae
\SJA&Jla i} S fﬁ\; &Y\;}‘
5| If no, please describe behavior: Was it Lj Je ¢ L:;\S . )j\; . j:‘t‘ 5 J. ‘15
arrogant, without any expression, normal e R 04 .
etc..... C'“
+ 1 +
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2 +
Scores Critical Areas EEW I (LA PR P
3 9. Didhhe guide yow('j vef:(icl; for F:OSiﬁ?tr‘iEQ YES m 4 aliall ISl N @l Gl pal dids 9 3
at the stopper and asked you to switc e o . -
the engingpoff? ’ no [0 ¥ Sl o of el y 3 ol iy
10. When asked by customer, was the ; OS da cdpaall (e (ol gall Jpu laric 10
5 attendant kpov_vledgeable of differgnt YES m - Zlij:mu Cag 3l a /E‘J:‘i iliday ole 5
grades of oil, filters and their relative NO D y - ol .
benefits? fleda JS 3143,
YES i .. .
41 11. Did he offer the waiting area to you? NO % ?: ¢ oyl 4s e @ Y elle e da 11 (4
12. Did the staff thank you as you were YEs X € a5 S Laiy o) S il ol L3
4 leaving? No [] q PS5 S Lady o S5 Gala gl B a 12 (4
3. APPEARANCE AND BEHAVIOR OF STAFF pdS sl g il gall B 3
Eores Critical Areas Tl YLt BAH(]
. YEs [A
3 13. gzsti?;?unlform of the attendant neat NO D ¥ Uy Gl el Gali gl Gl S 1313
NA [ sy
YES pnd e .
3| 14. Was the attendant wearing visible NO g g e A oy 2 m sall Gl sl IS Ja 14 3
nametag? @ 2 30 5 dand Lgile
vt ~oT £émp NA [ smsy
YES [{ .
3| 15. Was he able to communicate with No [ g &o dealsill o 1508 Gl sl S o 15 3
customer? f05 0
NA [ sy
YES X
4| 16. Was staff courteous / friendly? Nno [ y flishal/la gy Cabasall S Ja 16 [ 4
L NA [ ssyy
4. SERVICE Aaddll 4
Scores  CrtcalAess T R ™ eI i)
it N sl cals gl A8
3 17. Did attendant check whether you need YES m = \_:;):JLT):;J)SI uL.a\J C‘j:j" 'e L\j a {3
top up or complete oil change? il S LR
p up p g NO D y ¢ A<l
3| 18. Did attendant check with you whether YES m pri 28 S 1Y Lag ol Caba gall a3 Ja 18 3
only il is to be changed or oil with filter? No [ y € alal 5 oy 3l ol dadd 5l
19. Did he check using gauge the quantity  YES R v o885l ol (st iy Gl s 19
3 required to be topped up and informed g Sl el Al apill Guladall 3
you? no O fallly il Lyl
R § 00 Sl el e 5l il Sl G
3| 20. Did the attendant check for oif leakages ~ YES ol u:‘f L_/::thu: W s }Cij dA 20
under your car from filter and drain bolt? No [J I sebas S a8 bl i 3
S 5l
21. Did the attendant drain the used oil ves [X] P Jeatasall 3l S i (s pall Qi da 21
3 ¢ 3
completely from your car? No [ ) Tl Jlws e
2| 22. Did he ask whether you want the engine  YES [X P sl a5 S o il s 22 5
to be flushed and did it if you agreed? NO D N Peslisd) oo Jla o8l
3| 23. Did the attendant fill the correct grade as YES ax Sl A g o Adlal b sall W5 da 23 3
you requested? Nno O Y flgidh Al dapaall
2
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Scores Critical Areas Al Yl Jalail
| Didrerequestyoutostantengnand  ves Bl ot 55, domd didis o5 0] e ot 0 2415
minutes? no [ ¥ fualy A8 5ad) Sl Alla (A

o 48 e /Al gaua O (e il galt oSG
3 25. Eci)(littlhe‘attendant ensure that the carter7 YES E pr i)u-');\/-ﬂid in& j ua 33‘{; 25 3
is tightened and there are no leaks? NO D y e sl
26. Did attendant carry out the following iladl Clia gadll o) el calasall 8 Ja 26
complimentary checks: -a il
ves I
31a. Battery Water top up NO EI b A Ul ele i) 31a.
na [ aduy
ves R
31b. Coolant Water top up NO D b coolant/s el el dél) 31b.
NIA % Skl Y
YES p . ] .
31c. Auto Transmission Fluid top up NO D b ISl )L("::M:?j)‘ 31c.
na [ sy
ves [
31d. Brake Fluid top up no O N Seljill oy § i) 31d.
NA [ iy
ves X
31e. Gear Oil top up no O N sl [l oy Al 31e.
NvA [ sy
ves [ &=
31f.  Air filter cleaning NO D N el sl yild cadass 31f.
A D abuy
ves X =
31g. Wiper Water top up no [ N clasl clalid il 31g.
NA [ abiy
ves R
31h. Clean engine using air gun NO D Y ehsell Getae aladiily o jaall cadats 31h.
na [ sbuy
3127 Were any of your questions related to :ZS ?’; daleid) il o sl g,—.\f: 3%.“%}” ~—w Ja 27 3
lube change answered? oy M s daleay
nva [ abuy
3|26 Didthe staf place the mieage sticker in ;zs % “: Aidmﬁgﬁﬁ;lﬁ 28 5
‘ na O aby €5 ol
ves X| o
4| 29. Were you offered a receipt voluntarily? ~ NO O Yy 9 sl 2wl Jua g dlile (a0 Jda 29 |4
va D ahuy
5.  REST ROOMS AND MOSQUE - sanall 5 (alaad) fel53) Aal M g L5
|Scores Critical Areas ESI (A POR Jatasti
3

3 YES : .
30a. Were they adequately stocked with all ?a; Ay gyl e Hlsall anens 8 e 2ilS Jo 302
necessary supplies such as soap? D $Osball Jie

Lube change.doc




4 +
Scores Critical Areas Lot i lanalt Jat&i
] YES pr R ce
30b. Were they adequately stocked with all nvo [ y s rall Gl il maens 3 e S Ja . 30b
necessary supplies such as toilet tissue? Sl gl 3 199 Jia
NA [ sy
30c. Were they adequately stocked with all ves [ ad Rl Gl i) aeay 8 ene il U 30c

necessary supplies such as paper towels?
(paper towels are not required where fully
operational hand dryers exist)

no O ¥
NA B sy

944 ) ol Cadliall Jie
liiae 55 3o Lglhe ye 480 Cailiall)
(AY1 o

- ok L cag
31a. Were sinks clean? YES 'Zl pa - al ',,y,‘,'jfl:jyr‘j ']SJT.‘.31a
require comment when marked ‘No’ no [ Yy il 2 MY Aa Y s 1y
NA [ gy

: Saik U, o
31b. Were mirrors clean? YES px o al o 3 ’:Yruﬁsd': |‘31b
require comment when marked ‘No’ vo O ¥ Gl o2 MY e s 1y
NA [T gy
. (b“ - ]~. 1 - gt - o
31c. Were hand dryers clean? YES m px . “'l” g%?‘,:fhzﬂr‘ﬁsd?"mc
require comment when marked ‘No’ no [ b sl o MY ey s 1y
NA [ gwyy
- TR R
31d. Were dispensers clean? YES q p .%Uﬁh,‘f} ,ﬁbiurfL.S\sdT."31d
require comment when marked ‘No’ no [ v sl o2 MY ey s 1y
NA [ sy

31e. Were toilets and urinals clean? Nno O Y $aakas Joall Ll S o 31
NA [ gy
32a. Were doors clean? YES m e ks L‘f"m s d“. -32a
require comment when marked ‘No’ vo [ ¥ Al om o Y el s 1y
F NA [ gy
YES % pad
32b. Were walls clean? NO Y faadss sl il Ja 32b
NA [ sy
YEsET s
32c. Were ceiling clean? NO ¥ fnbas Caaddl S Ja 32¢
NA [ sy
YES % pad
2 32d. Were vents clean? NO Yy fagdas Ml S Ja 32d
Na [ sy
32e. Were floors clean? YES m p . flapk d'”u.'."ﬂ‘ s '"h. -32e
require comment when marked ‘No’ no [J Y sl (o2 Y Y il 1y
na [ gsuy
ves X
32f. Were baseboards clean? Nno O ¥ ki sl & o [Lilad 15 cals s 32f
NA [ sssy
ves X
32g. Were grout clean? NO D b Saas LGN o\S Ja .32g
NvA [ sy
4
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Scores Critical Areas PRI A PO L
. ves X] -
33a. Were trash containers clean? no [ N faads; dalaall by gs S Ja 33a
) NA [ iy )
ves I  w
33b. Were trash containers not overflowing? NO O ¥ Siaild e dalall cilysla il Ja 33b
NA [ @hyy
YEs A a

2 | 34. Was the restroom smelling clean & no [ N 1 Osn) Rdaiey Aida leall adl ) <ilS Ja 34 2
fresh (without any offensive odor)? plaall B Ay S And )

NA [ sy
i Jazxd alaall & & jaeadl) aea S i
35. Were all the facilities inside the vEs [ i & dﬁ; 35
restroom in good working condition? L. B e
2 require comment when marked ‘No’ no [0 ¥ gl o MY Y S 1 2
NA [ @sy
H (5) Ladai daaadll deld 5l e S
36. Was the Mosque premises clean? YES D e ( ), J;Sl ’ ,,:; Z.i:\-;;é"els‘\)j .36
2 require comment when marked ‘No’ no O b et i ol A 2
NA X aaby
Comments: cUBadtall [/ galasll
FOR OFFICE USE ONLY J8d (i<all aladiu
Apasall BRI LAl eyl aall : .
0, v : . “ ‘
o ACTUAL SCORE | maximum | Fvataton el
Approach and Cleanliness Adlail) 5 ol BV |1
Greetings and Initial Checks | %453} SlSudill s s 1 |2
gi):ffarance and Behavior of il el gl s jekae |3
Service iaadll |4
’ﬁ Cleanliness - Restroom and cilebaall — 23kl |
Mosque daesall g
TOTAL £ ganall
+ 5
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Cash Memo

SERIAL NO.

911 |1

NAITIE oo eeeenereeieecsnes e s ses s s Make / Model :
Reg. No LR
Next Oil Change KM: ...

Total Price

UnitPrice Qty. Dhs. Fils

—1 \

B 1 - OILCHANGE 1
Petfol / Diesel Engine Oil J !

Additional oil 500 m! A

¥

SUN ]
A Service charges ~ \ '&@7 (SN

H 2-PACKOIL
Service charges
Heavy Vehicle service charges ™

3-OIL FILTER

AN
/

4 - OTHER SERVICES
Air Filter / Battery
Engine Flush / Others

V!

SERVICE CHARGES
TOTALAMOUNT g (9 ‘ 00

All above 20 points have been checked
Thank you for your visit U N .

Customer's Signaturs Jesd! gu2s5 QOCOperator's Signature aedt i s Sage p e







