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PROJECT: ELARA - Lube Change

SERIAL NO.

P
Pan Arab Research Center &

B i u Emarat 10 Eppco / Enoc | O @y Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
|68 Norel | ||
olejeen
Gender Height Built pectacleﬂ Beard | Mustache] Ethnic Groups
TIM [S | T [M [ F |Yes|NofYes|No Yes | No-]Indian [PakistaniFilipino [Expat. Arabs| Others:
EDDEDDBDDBDB\DBD o O O
EMIRATE V;::tl‘::‘ Abu Dhabi |  Dubai Sharjah Al Ain o | Aiman as My | Fuiairan
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
el Vo[ 1R [ lcdo | + | ollL /130105
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday| Sunday I Monday [ Tuesday IWednesday| Thursday [ Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
VISIT D & D D D VISIT D D D D ﬁ D D
1. APPROACH AND CLEANLINESS Bl g oY 1
Scores Critical Areas Lnlal o) Lalail
ves &
1. Was there proper sign to the Lube no [ q dihie Jle AVl daaljdaddia S da 1
changing bay? ey Ml
NA [ sy
. YES ol
3 2. \é\:s:ntir;cl;;be changing area clean and NO D Y i e ik 3l jeis Aikaie S b 213
NA O gy
ves 0 . ‘ -
4|3 Wasthereany oil leaking and falingon o =3 q e 4o s cuill i ol s S a3 4
to the floor of the lube bay ? Sy 3l it dikaia 3 )Y
wA [ gy ]
yes A =
21 4. Were the waiting area and table clean?  NO O y faglas ad el Uiyl Ao cilS Ja 42
nva [ sbiy
5. Was the tel ves &
2 W;ii;ge?te evision in the waiting room NO D N ¢ Yl A2 e il S Ja 52
nA O smy
ves [ s R
6. Was the board displaying complimentary . [ q Aaild Lgle jedai (M Assll oS b 6
| services neat and clean? fadudal 5 A4 ye dpilacall ileaadl
na Bk
2. GREETINGS AND INITIAL CHECKS AN clSadll g qua 32
Scores Critical Areas Tl VLl Jaasl
3|7 Was there any delay in approaching ves [] ax i/ B b el gl dia (S da 7 3
customers? Nno X M) Sl 3l ga ala sall
8. Were you greeted in a friendly manner ~ YES K sl L daoheh il ds .8
(pleasant feeling)? no O ¥ $ (z e
1S da b gt & i Caea g o8 Bl (Y 1Y)
51 If no, please describe behavior: Was it u‘ e . \:‘;‘l . )j; jjdi N 15
arrogant, without any expression, normal A ORI O IR L) R
efc..... g
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Scores Critical Areas Al ) LAl
9. Did he guide your vehicle for positioning  ygg [X] P il Sl il b Galasdl 8 s 3
3 at the stopper and asked you to switch ol bk o) olie (il g 3 jand] CalisY
the engine off? NO D 3 ol Y T AR
10. When asked by customer, was the ves R} pal oo OIS da cdiandl (e il sall 5 Laxic 10
5 attendant kpowledgeable of dtffergnt il &gyl s o /t‘}ii i oy r‘h 5
grades of oil, filters and their relative no [ y Sleie JS il g
benefits? P ' 53
< YES i el 2E e i lees
4 | 11. Did he offer the waiting area to you?@ - Uiyl 48 e o MY e e da 11 (4
(0 NOT offe€ commag peep  NO ¥
12. Did the staff thank you as you were YES ~ 15 € Lot ] S il oall L6
4 leaving? No [ ¥ o e B 1214
3. APPEARANCE AND BEHAVIOR OF STAFF iptioluy cpiligall yeha 3
’a:res Critical Areas ALl ¥l pAHI]
_ YES K]
3 13. Z\rlzsﬁt:ye?umform of the attendant neat Nno [J Y 9L e Gl el Gyl G S s 13 |3
NA [ amsy
YES B W ”
3| 14. Was the attendant wearing visible no [] g Deay Ay (55 3 5a gl il sl S Ja 14 3
nametag? $ 3o 51 dal Lgle
NA [ by
YEs K <
15. Was he able to communicate with &o deal sl e 158 Cals ol S Ja 15
3 customer? No [J ¥ o . 3
! HSESY
NA [ sy
YEs . w
4| 16. Was staff courteous / friendly? No [ ¥ Skl lasa s cals sl S Ja 16 [ 4
NA O sy
4. SERVICE dadll 4
Scores Y — T Tiaewes T nEw
Y COU ECEN IS PR (IR
17. Did attendant check whether you need ~ YES E * u Uu)ddhﬂ . )AS £ A7
3 top up or complete oil change? S0 el i ALY s 5 k) 3
! Nno [ ] ¢ JalSIL
3| 18. Did attendant check with you whether ~ YES [R i LA S ) Lad slie Caba gl 3ia3 Ja 18 3
only ail is to be changed or oil with filter? g O N € lall g e M AT dadd 3 s
19. Did he check using gauge the quantity  YES z ari Pl Sl (s shsa iy ikl o8y 19
3 required to be topped up and informed g Gl 3l A G el ol 3
you? Nno [J Sallyy il 5 Ll
- § G0 3l G e il Gl el 6
3 20. Did the attendant check for oil leakages YES E o uﬁjft: ‘ﬁ\' . :,Jlidﬁ\ i 20 3
under your car from filter and drain bolt? Nno [ y S e e 03
Sy 3l
3| 21. Did the attendant drain the used oil YES [ i Jea Sl IS G cala gl Q8 s 21 3
completely from your car? No [ Yy el (e
2| 22. Did he ask whether you want the engine  YES s el ey g€ g el Ja 22 5
to be flushed and did it if you agreed? Nno [ y Pusligh) 4o Jla PLREIAN
3| 23. Did the attendant fill the correct grade as YES B~ m Sl A jofp 5 il Cala gl Q6 Ja 23 3
you requested? Nno O Yy el Al dapaall
2
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Scores Critical Areas Fulult claall Lail

4|24 Didhe reauestyoulo statongireand  ves B gt s, e i 5 f e il 0 28
minutes? no O ) fbuaiy Ay sad Joudal) Al (A
3 25. Eid t‘he.attendant ensure that the carter YES & p wfﬁﬁﬁﬁ:‘j\}i&j{‘fﬁ 25 3
olt is tightened and there are no leaks? no I N ecy
26. Did attendant carry out the following Lilaall Clia il o) ab alasall JE Ja 26
complimentary checks: LAl
ves A
31a. Battery Water top up NO |:| b} Ay jUall ele i) 31a.
na [ asiy
ves ]
31b. Coolant Water top up NO D N coolant/a_all ¢le ALl 31b.
nva O sy
YES : -
31c. Auto Transmission Fluid top up NO % ?’; G Al B JLP u) A\Aj‘ 3te.
nva [ sduy (0t
ves . -
31d. Brake Fluid top up NO D ¥ el iy ) Al 31d.
nva [ sy
ves B
31e. Gear Oil top up no [ b ool [yl Al 31e.
na O abuy
ves X
31f.  Air filter cleaning no O Y ol ks 31F.
na O sy
ves Rl &=
31g. Wiper Water top up NO [:I ¥ gla i el el 2Ll 31g.
na [ sy
ves B/
31h. Clean engine using air gun NO [:] Y ehsell (e alaainly o jaall Cadan 31h.
nA [ sy
3| 27 Were any of your questions related to :‘is % ?: dileid) Sl (e s sk— :\?'L;}?\ um ds 27 3
lube change answered? Sy i uid Alany
na O sy
3 28. R]is g: ;taff place the mileage sticker in :‘lcE)S % ?: Aiﬁmﬁigﬁﬁ;\ﬁ 28 3
na [ by 5 sl
ves B o
41 29. Were you offered a receipt voluntarily?  NO L—_] Y G sl a3k Jasdle jayxe Jo 29 (4
na O absy
5.  REST ROOMS AND MOSQUE saaeaall g (alaadl [l 53) Al M g 5
Scores Critical Areas Aoalud) @¥laal) Lalaily
v . :
3 30a. Were they adequately stocked with all YES gl e i s 8eae <SS Ja 30a 3
necessary supplies such as soap? NO [:I ¥ o sekall Jie
nva O gy =
3
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Scores Critical Areas

Al a¥ladli Lalail

30b. Were they adequately stocked with all

ves O
[ v

Al e jlivall e 3 3¢ae <l o 30b

- N NO C .
necessary supplies.such as toilet tissue? Gl gl Jia
Ao FiSsu e s @U ﬁ\NIA Gkl ¥ S
30c. Were they adequately stocked with aIIWEs ] axd sl il jliuat aaang 8 e <€ o 30c
necessary supplies such as paper towe s? NO v 4.8 38 cadliall Jia
(paper towels are not required where full Cldiaa g5 vie 4gilan ye 468l Cadilial
omal oo e 3 [T oy e A5 e dpslae g 480 Caslidi)
operational hand dryers exist) N% [O1CEL /A CGabi (91 o

31a. Were sinks clean? YES m i fhiphs dfu‘ — d“. 31a
require comment when marked ‘No’ Nno [ ] sl (o MY AaY) il 1y
NA [ Gy
31b. Were mirrors clean? YES [3 o2 ik %l)dl s Lh. 310
require comment when marked ‘No’ no [ ¥ crasl o Y AaYl cals 1)
= Na [ sy
31c. Were hand dryers clean? @ YES D pd ik L:'L“M s “u 31c
3 require comment when marked ‘No’ no [ ¥ gl oa MY Ay culg 1) 3
_IND_#Hanop 0£Y¢85 N/A B Gkl ¥
31d. Were dispensers clean? YES g ik sl ULHSL“ — JA. -31d
require comment when marked ‘No’ no O b sl o MY AlaY) s 1)
NA [ Gauy
ves A
31e. Were toilets and urinals clean? NO l:] b FAaki Joall K4 el o 31e
NA [ gy
32a. Were doors clean? YES m s Fahs ol o) 2ulS da 322
require comment when marked ‘No’ NO D ¥ g sl o Y AaYl s 1y
Nna [ shuy
ves A
32b. Were walls clean? no Oy i el culS Ua 32b
NA [ iy
ves D .
32¢. Were ceiling clean? NO D ¥ fahl i IS s 32¢
NA [ sy
YES pai
2| 32d. Were vents clean? no O v it Bl S s 324 | 2
Nna [T adyy
32e. Were floors clean? YES pd . ek Q%ﬂl s JA. 32e
require comment when marked ‘No’ NO D Y ceal e T ALY s N
NA [ Gy
YES o
32f. Were baseboards clean? Nno O ¥ faadas il - o fladlall ) 3 il Js  30f
va [ syy
ves [1
32g. Were grout clean? No [ N fadas LW S ds 329
NA B iy
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Scores Critical Areas Lol Lol Ja\ai
vyes [0 o=
33a. Were trash containers clean? \V NO D ¥ 28,083 Aabaill iy sla cil€ Ja 33a
2 No TResA  (DrSTPIINVELS - N/A |Xl . 2
YEs [1
33b. Were trash containers not overflowing? NO |:| ¥ i e Adadll cilygla << da 33b
NA [ abuy
YEs X L ]
5 |34 Was the restroom smelling clean & no OO ¥ of Q32 Ay Aiglas ploall i)y S s 34 |
fresh (without any offensive odor)? Soleall 3 gy S Aad
NA [ gy
3 Saxd alasll & Gl jaeaill asea cilS Ja |
35. Were all the facilities inside the YES m & a4 tu:":d&w 35
restroom in good working condition? L. w4 RS
2 require comment when marked ‘No' no [0 ¥ gl (o2 " ey S Y 2
NA [ Gy
3 $(5) Cadal doowall acld 5l s IS
36. Was the Mosque premises clean? ves [ ( ). ;:S\ ' ,,:; I\_'Ltjyﬁts(\); .36
2 require comment when marked ‘No’  NO O oy o= e i 2
N/A Gy ¥
Comments: ridaaiall / galadll

OLPEN TYps, OF TOtLET @

FOR OFFICE USE ONLY

Jadd CiSal) aladiu

Alacalt Jalaitt

Bl e 2l

9 Evaluation: percall

%o ACTUAL SCORE MAXIMUM vaiuation =
Approach and Cleanliness Aaldaall 5 ot YY1
Greetings and Initial Checks | ¥} Sl s o i1 12
Appearance and Behavior of il sall b s edia 3
Staff
Service iaaall (4
Cleanliness - Restroom and ilalaadt — Adtkailt 5
Mosque Sasall g
TOTAL £ gaaall

5
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BAIBA

SENPRESS.

..
o YWY 0

-UAE. ot
danis d, gild / dand b -1 SL - TATRIVA G o
Y
SERVICE ORDERICASH INVOICE owte: [ 2= /a/ 12 &
sl MLEAGE: o " 120 4531
tgad REGN 24 _Qg_?: St o,
e Py
‘.' -UNIT PRICE TOTAL
7{79:‘\ 72400
AUTXOO
FREE Llaa
__FREE Lbs
S ? * FREE Llas
&WWE.’:‘JK’"% * FREE Liaa TN
P . |. FREE Llya )
) * FREE L
* FREE Llse
* FREE Lo | /
\
FREE Lilsa
FREE Lisa
Air Fmer Cleaned FREE Llaa
T J s iy pgucs dpllall lasdl el an baas dls 6 LS coalind ot S gl .
Lube Express In Charge Received vehicle in good condition after satisfactory work done GRAND TOTAL ( 0/) VTS
«UPTO 100 MLFREE Reg No. e om e e -
S | CUSTOMER SIGNATURE ledes
, Thankyou for wsning Lube Express _%_:
N, ol ol s ol (55,47
Emirates Generat Putroleum .‘.M:’...‘. T!'! -_“_nl'u_.-_l.]l _»“ucvg:_m__.







