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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Panfab Research Center gl
[ i w Emarat 1B e Eppco / Enoc | [ @43 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
‘O 6#— Name Number Name Number | Name l lNun‘ﬂ:«zrl l
Gender Height Buﬂ pectacle: Beard | Mustache] Ethnic Groups
M| F JT[M[S|T M |F Yes | No | Yes | No | Yes | No [indian [Pakistani[Filipino [Expat. Arabs| Others:
EMIRATE V;‘:Ztlz'r:‘ AbuDhabi |  Dubai Sharjah Al Ain ‘é’:&"aﬁ' Ajman Kﬁ:?m“ah Fujairah
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
Glolell L 014 1R13 | *13 o [% [lp:05110:40
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sundayl Monday I Tuesday |Wednesdayl Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAYOF
VISIT O R O 0] ] vISIT O O O | a O
1. APPROACH AND CLEANLINESS bl g <l 8y 1
Scores Critical Areas o) et PATHI]
YES X r‘"
1. Was there proper sign to the Lube no [ dshie o AVl Asial 5 da gl s OlS db A
changing bay? ' S ol yuad
nva O _,Auy
‘ ves X
3 2. \c/)\:g:r;tir;icli%be changing area clean and NO D NI TRV T RRENGU BEWHLE CURIRER T+ Ja 213
na O sduy
ves [ &
4|3 Wasthereany oil leaking and fallingon o g e 4 gy el i gl s S a3 4
to the floor of the lube bay ? = Syl i Adlale (3 i Y)
na [ abuy
ves D o~
2| 4. Were the waiting area and table clean?  NO O Yy Saaday A sUall g UanY ddhie <l Jo 412
na [ by
W ves (I o
2 5 Woarii:]hge?te evision in the waiting room NO D N ¢ Uyl 4 e e sl S Ja 5 (2
nA [ gy
YES X pes: L N
6. Was the board displaying complimentary [ ’ Ll el A aadh oS ds 6
services neat and clean? Cdaudni 5 A5 pe Anilaall Coleaall
na [ shuy |
2. GREETINGS AND INITIAL CHECKS g sl g qua Al 2
Scores Critical Areas Aot claall Lia
3|7 Was there any delay in approaching ves [1 i aifal g8l A il s S e 7 3
customers? Nno K Yy ol gaa Cala gall
8. Were you greeted in a friendly manner ~ YES p cslul) A aa e cua a8
(pleasant feeling)? NO D Y ¢ (z o4
NS ik gall & ghu Cana ga a8 Bla y Y 1)
5| If no, please describe behavior: Was it Lj e 1:‘;3 ﬁ:\ ;i;)‘ 15
arrogant, without any expression, normal gl R O IS O et
etc..... €.
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Scores Critical Areas Dl eV Laaih
9.  Did he guide your vehicle for positioning  ygg ; Gl Sl I il b ol ol B0
3 at the stopper and asked you to switch K e~ :,:; ’Lf‘ o ‘fi‘ﬂu\“:‘l}k ubdjl ~ dA -9 3
the engine off? No [ ¥l ikt o elie a5 5 Caligy
10. When asked by customer, was the e . S o cdsandl (o i gall J e Lonic
5 attendant knowledgeable of different YES - ﬂ‘ - ‘ )n d:y: / ‘j:?j d!y 10 5
grades of oil, filters and their relative No [J g I = ™) ﬁ‘f‘ . : ?x“
benefits? Plete J< 2l 5d 4
YES X g . .
4| 11. Did he offer the waiting area to you? NO E ?’; ¢ oUaiy) ds e @ OEEY el (me Ja 11 14
12. Did the staff thank you as you were YES I @ it eug | s _— <
4 leaving? NO D q .JJLJ;&SL&J:\,\&]A)SMQLJ.E‘}AH\AB& 1214
3. APPEARANCE AND BEHAVIOR OF STAFF agS by Cudld gall e 3
Scores Critical Areas Sl C¥ ol Llai
. YES o
3 13. \a/zgsti?;?umform of the attendant neat Nno [] Y L es il el il Gl S s 13 |3
nA [ smy
YEs [1 .. . .
3| 14. Was the attendant wearing visibl (% ey Ay (55 5 3 sall i sl S Ja 14
Nno X y . 3
nametaggr . 1’ 0O T e Al Lgale
NOT Wearug hame Tagy  NIA R R
N N ves oo
| 15 Was he able to communicate with &o deal sl e 108 Gala ol S Ja 15
Nno [ ¥ N 3
customer? AR
NA [ sy
YES M w
4| 16. Was staff courteous / friendly? No [ ¥ flakal/lagny Caba sal S Ja 16 (4
| NA [ sy
4. SERVICE il 4
Scores Critical Areas T - T lldraved b
: 2l ) b el 38 il ek I8 s 17
17. Did attendant check whether you need YES B‘ a w U ‘)’de . P! ?
3 i ‘-\,4,));\9,145 uJ\)”‘ULmth_\;Ja\)LuJ\ 3
top up or complete oil change? NO D ¢ LaSIL
3| 18. Did attendant check with you whether ~ YES pxd S 1Y) Lad el <aba sall Bias Ja 18 3
only oil is to be changed or oil with filter? Nno [ y € oAl 5 M ol dadd ol s
19. Did he check using gauge the quantity ~ YES pad el Su 3 (s gia Gl alasall JB Ja 19
3 required to be topped up and informed g Al S M S L G el il 3
you? Nno [ Sallly lal Ll
P Om S G (e Fiadly il gall W8 Ja 20
3 20. Did the attendant check for oil leakages YES m o :_: /;);ut: }L‘]r . a}liiﬁt Cand 3
under your car from filter and drain bolt? ) 0 q I Toas R Oe B e
o
3| 21. Did the attendant drain the used oil YES P deusall 3 S iy il gl a8 Ja 21 3
completely from your car? Nno [ Y 0li Hlas (ye
2| 22. Did he ask whether you want the engine  YES Ml el Jawe 3y i o) il Ja 22 2
to be flushed and did it if you agreed? Nno [ y Plisd) o Jla oy
| 23. Did the attendant fill the correct grade as YES M el A ofp B Al calasall JE Ja 23 3
you requested? no [ N gl Al dapaall
2
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Scores Critical Areas ) Ll Ll
3| e e e A Bl o sy mad it i f i ol 2 24 1
minutes? no OO Ty 4 3add Judll s 2
3 25. E;?ttit;etiattendant ensure that the carter YES g ujﬁﬁd’:}:ﬁ;ﬁ;% j\_\fﬁ 25 3
ghtened and there are no leaks? NO D N ecy 5l
26. Did attendant carry out the following dilad)l o saill ¢l b cabagall JB Ja 26
complimentary checks: sl
ves I ~
31a. Battery Water top up no [ b ] el Al 31a.
na O sduy
ves A
31b. Coolant Water top up NO O b coolant/auall els dila) 31b.
NIA % bl Y
YES i .
31c. Auto Transmission Fluid top up NO D P; I Aol ’Lz:;:jﬁj; 3tc.
na O sy
ves R &
31d. Brake Fluid top up no O Y Jeldll cyjiila) 31d.
va O aduy
ves A &
31e. Gear Oil top up no [ ¥ oA mllcyydls) 3e.
na O ks
ves I -
31f.  Airfilter cleaning no O ¥ el s 31F.
na [ ghiy
ves
31g. Wiper Water top up no O y sl el e dilal 31g.
va O gy
ves I =
31h. Clean engine using air gun NO d Y slsell et plaadiidy o el cadass 31h.
na [ sy
3| 27- Were any of your questions related to :KE)S % P: dalaial) il e g L,—‘f— 7*7'\-}}1\ h—w Ja 27 3
lube change answered? S st Adany
na O sy
3 28. aig (t:t;i gtaff place the mileage sticker in :(E)S % ?’; AL@mﬁ‘:&ﬁﬁ;ﬁ 28 3
' A O sy % e
ves A -
4| 29. Were you offered a receipt voluntariy? ~ NO O Ny LA il daas e yae dd 29 14
wa [ sbuy
5.  REST ROOMS AND MOSQUE 33saall g (alandl [l 55) Aal M i & 5
Scores Critical Areas At Yl Laail
3 30a. Were they adequately stocked with all.- :KE_,S P; g pall e el aaeag b jeae <ilS Jo .30a 3

necessary supplies such as soap?

A4/ na O gsny

e giall Jie

—

NO ganP
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Scores Critical Areas Llady @ Ylaall pATH(]
ves [1 =
3Pb. Were they adequately stocked with all X e’: sl Sl il tass s jeae clS Ja 30b
4 necessary supplies such as toilet tissue? NO Sl il d)99 Jie
(« No M*M NA [ gy
30c. Were they adequately stocked with all ves [J axi A5 pall il il &2 e S a 30
necessary supplies such as paper towels? no [J ¥y A8 ) 5l Cidliall Jie
{paper towels are not required where fully o Cldiaa 855 e 4y llas e 3l o R E))
operational hand dryers exist) N/A b Y (A8 o
; il Juldl cals
31a. Were sinks clean? ves P gl d‘""yl('-lz_,byr? .\SJTM.318
require comment when marked ‘No’ Nno [J ¥ G i
nva O gy
e : Tiaday Ul culs
31b. Were mirrors clean? YES e a5 ..'y.. ;:_‘fyr‘: .lSdT_-ﬂ's‘]b
require comment when marked ‘No’ Nno [ ¥ S R
NA [ gssy
H 8055 o0 l\]l Slada e CailS .
31c. Were hand dryers clean? ves X - ol e ?'Y':JLL;YIL:Q\SJTA\ 31c
3 require comment when marked ‘No’ no [ ¥ Gt o> R - 3
7N I RN
s Sdaday Loall clisle il Ja |
31d. Were dispensers clean? ves X o g ¥ ,,y,:_‘iéyids mS1d
require comment when marked ‘No' no [ ¥ e ks g
Na [ gy
ves X
31e. Were toilets and urinals clean? NO EI ¥ $agubai (Joth Al cilS Ja 316
NA [ gy
: fAshi Ol oW S s 32
32a. Were doors clean? YES m o ) "'\J':-)Lj\;yltulsd‘:;ﬂs a
require comment when marked ‘No’ NO D ¥ & X T ’
NA [ gauy
ves X
32b. Were walls clean? NO D v fRidy glandl clS Ja 32b
NnA [ gy
ves |
32c. Were ceiling clean? Nno [ ¥ feadhai calll S s 32¢
Na [ sy
ves X
2| 32d. Were vents clean? No [ y 43 Jai MLl cils Ja 32 |2
Nna [ sy
. faidi (s Y1 cilS s 326
32e. Were floors clean? YES m P M}L“ ’ n-gu Lliy\ Sl 1)
require comment when marked ‘No’ NO D ¥ & i T :
NA [ Gbuy
ves X
32f. Were baseboards clean? No [ ¥ ik sacll - o flailadl )0 cwilS Js 32f
na O gy
YES % pad
32g. Were grout clean? NO ¥ Piadas Lol )\ Ja .32g
Na [ sy
4
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Scores Critical Areas Aailaa) ¥l Jaail
YES % pa
33a. Were trash containers clean? NO ¥ iyl Al s il da 33a
) NA [ ey )
ves K]
33b. Were trash containers not overflowing? NO | b fhaild e daladll Clygls S Ja 33b
NA [ iy
YES = N .
2 34. Was the restroom smelling clean & no O 0¥ b 0r5n) Rnia s Rl plasdl Aail ) calS a 34 9
fresh (without any offensive odor)? Splanll A S A
NA [ ey
Can alaall i &b peadll azas S da 35
35. Were all the facilities inside the YES m = e @ = @A?_: S
restroom in good working condition? L. w4 e
2 require comment when marked ‘No’ no O v gl (o2 MY ALY S Y 2
NA [ @y
¢(5) Lok anunadl Ac\d e ()S
36. Was the Mosque premises clean? YES E\ g (b), ):ﬂ\ ’ ..;‘.:. LL;TAH\Sﬁ 36
2 require comment when marked ‘No’ NO D ¥ et el E Al s 2
NA [ ey
Comments: sclaadlall / gudadlt
FOR OFFICE USE ONLY Lagd Cugall (z\.h.wa' WY
Laocall sl LAl i) 2l )
Y : ion: )
to ACTUAL SCORE MAXiMuM | EValuation “p
Approach and Cleanliness Aalkaal g ol Y |1
Greetings and Initial Checks Al ¥ Sl 5 cus A 12
gfapf?arance and Behavior of il el sl s el [3
Service daxall |4
Cleanliness - Restroom and Glalasdl — Adlail) 5
Mosque daall
TOTAL £ ganall
+ 5







No3299 74 laasioile

Site e éOO. YRV Cash Memo TIME & oo | g

NAIMIE © oo sresesees s s msbesssees s nasaasssnssssenes Make / Model MF)ZDQ—;Z ...................

TOL NO.  eeeeeeeeeeeeresee e Reg. No M-{D-’S}.\Qéd ..........................
Km Present : o ABASS Next Oil Change Km: ...}.. gL J. D {.=L00(e

Description PLU # | UnitPrice Qty. Dhs. Fils

M 1- OILCHANGE
M Engine Oil 17N
dditional oil 500 ml 10\9

Service charges 19

W 2-PACKOIL
Service charges
Heavy Vehicle service charges

7

L] N i \ %
3-O|LFILTERl/\l ainy O F—\\{f

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

SERVICE CHARGES

cO

TOTALAMOUNT

All above 20 points have been checked s —5 ¥ o SMels Sl alad T s \;\5
Thank you for your visit S S

N s . I\
Wt als S2as ! \_\)L":u\ \Q_]
Recenved the vechicle in goog runnirg condition.

Customer’s Sign\at\&xre/‘j__wu@ 35 QOC Operator's Signature ~ m! RS Y T BN EY PR T







