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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research,Genter g
O i jw Emarat / KI <5/ 5S4 Eppco / Ene Enocfrﬁ; 4 2l Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA/ SR. #
Name Number | Name Number | Name = Number

[0%.3 (11 [

Gender Height Built _ [Spectacles] Beard | Mustache] Ethnic Groups
T[M ]S |T IMIF |Yes|No [Yes | No | Yes | No |Indian [Pakistani[Filipino [Expat. Arabs] Others:
EDDNDDEDDED.D. O O 0Od n
EMIRATE V;EZ‘;': Abu Dhabi |  Dubai Sharjah Al Ain g’:;,"aﬂ Ajman Kﬁ:ism‘:h Fujairah
O.] O | X O O O O ] O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
oo o9 [H3 [ g4 | o]l _[oll |90/
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

VISITD&DDDV'S'TDDDDDD

1. APPROACH AND CLEANLINESS ;&émssu t.,abﬁ‘.ﬂ A
Scores Critical Areas IR LA POA] pATH]
vEs B oA s
1. Was there proper sign to the Lube no [ g dahaie Je AVl daualgdagl s S a1
changing bay? Sy ) yuas
na O sbuy
' ves i
3 2. \é\:g:ntihziéu?be changing area clean and NO D A e il cuy s Ailaia S B 2|3
wa O sy
ves [1 . , i
4|3 Wasthereany oilleaking and fallngon | v |3 q Seaedyscu o gldian gl ds .3 4
to the floor of the lube bay ? Sy 3l s dilaie & (a )Y
nva O sy ]
YES axi
2| 4. Were the waiting area and table clean?  NO O Yy e AUl g jUanY) dibie S J 4|2
na [ sy
Was t levision i iti YES ~
2 5. Woziiinhge?te evision in the waiting room NO D N ¢yl &b e Je s il S da 5|2
na [ sy
ves B &
6. Was the board displaying complimentary [ y Aald lggle jedat AN da M culsda 6
services neat and clean? £aaa) 5 43 ya Apilaall Coleadlt
na O aduy
2. GREETINGS AND INITIAL CHECKS A5 g udal g caa il 2
Scores Critical Areas Loy Lol PATR]
3| 7. Was there any delay in approaching ves [] pad i/ Bl 8 el gl el S s 7 3
customers? NO [ ) Sl sas aka gall
8. Were you greeted in a friendly manner ~ YES X pd Gl Sy dask dh cua il S ds 8
(pleasant feeling)? Nno [ y S (o
TS b byl ol im g9 o8 2la ¥ 1)
5| If no, please describe behavior: Was it © ;LJ: \:;S . }j; jj: N J.. K 5
arrogant, without any expression, normal CERE Rl 08 I (5 R R
etc..... ?---Cj‘
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Scores Critical Areas Al Lol PR
9. Did he guide your vehicle for positioning  ygsg : Gl Al 3 ol L il ol A6
3 at the stopper and asked you to switch E = :: |L‘J . bfd.:«_ik . L‘}j « d& 9 3
the engine off? Nno [ ¥ el il ~ha g B ) alay
10. When asked by customer, was the 57 . S da danldl g il gl J Laie 10
attendant knowledgeable of different YES i ch . < }d i )
5 oo . : u‘ﬂﬂl;uﬁ)}\u\;):/&|y‘ulaw?k_ 5
grades of oll, filters and their relative no [J v o - AR
benefits? . fleta JS il 4
YES : . .
4| 11. Did he offer the waiting area to you?@ [l e oY dd e 8 jUanyl el sase da 114
¥ )
Dip not oHeR weTivg Atep -NO [X
12. Did the stafffhank you as you were @YES | e ¢ 5oli S Ly Sty iyl A 12 ]4
e2ving? i nefl QamyamthioNno @ v
Jg Y0
3. APPEARANCE AND BEHAVIOR OF STAFF tadSobus Cuiligall jelia 3
Scores Critical Areas Al Y Laalf Jalash
. YES B4
3 13. \a/:/135titclj1ye?un|form of the attendant neat NO D Y ey Gl el il sl G S s 13 (3
nva O ssuy
YES = .
14. Was the attendant wearing visible e A8y (o3 3 g sl il ol S Ja 14
3 nametag? + No [] Y o . 3
vt nigT  Keap wpme NA [ sany
YES oo .
15. Was he able to communicate with & dual il e 108 Cala sl S s 15
3 customer? No [] ¥ PO 3
. O
NA O sy
YES [4
4| 16. Was staff courteous / friendly? No [ Yy Slahal/laga g als sl IS Ja 16 [ 4
NA [ sy
4. SERVICE daadll 4
scores T Grticalareas T T e — T
; 23lS o sl ol ool L8 |
17. Did attendant check whether you need  YES - = Uuﬂ s L }AJ i 17
3 ¢ mplete oil change? S0 ool Sl ALRY et s 3
op up or complete oil change* Nno [ g sl
5| 18. Did attendant check with you whether ~ YES X o 28 S 1Y) Lad dlia Cabagall Bias Ja 18 3
only oil is to be changed or oil with filter? No [ Yy S CPRCITRT IR IS A SV R
19. Did he check using gauge the quantity  vgs [X] prd @hial ol (6 e i Cala il JE s 19
3 required to be topped up and informed g Al LS Gl ) 3
you? No [ Y Sl il 5 L)
i 0030 oy e (35l i gl B O
3 20. Did the attendant check for oil leakages YES & e uﬁ;ﬁi} )BSASIIQA Djij i 20 3
under your car from filter and drain bolt? NO D y 7 e
3| 21. Did the attendant drain the used oil YES B el cu 3 JS & i Cala gl ald Ja 21 3
completely from your car? No [ Y feli Hluw (e
2| 22. Did he ask whether you want the engine  YES B i el dae a5 o @llilu Ja 22 5
to be flushed and did it if you agreed? Nno [ ) ki) g Jla 8 iy
3| 23. Did the attendant fill the correct grade as  YES pa! sl Aa g 5 dlaly Cili sall A Ja 23 3
you requested? Nno [ y flgiabla ll dsjniall
2
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Scores Critical Areas Tl el Jataih
24. Did he requestyou tostartengineand  yeg [ 555 oyl ity 58 o e 0 b 24
3 Ief—.\ve it running for one and a half D S y Ao 5aal Jyiil Al 3
minutes? NO k| S g ¢
3 25, Eid t_he‘attendant ensure that the carter ~ YES E o %fi);ﬁﬁjli\:bjiﬁ 25 3
olt is tightened and there are no leaks? NO D y tcy 3l
26. Did attendant carry out the following Lol Glia il ol jaly alisall a8 Ja 26
complimentary checks: R
ves I
31a. Battery Water top up NO D k' A thdl el A8l 31a.
A O sy
YES pa
31b. Coolant Water top up no [ ¥ coolant/: dll sle iilnl  31b.
va [ sy
ves g SISl U S cyslila) 31c
31c. Auto Transmission Fluid top up NO D b} — (C.J)-:':;““ﬂ‘)' .
nA [ by
ves Dd
31d. Brake Fluid top up NO b Sal ity ALl 31d.
na [ absy
ves DA
31e. Gear Oil top up no [ b O [l ) Adl) 31te.
Nna [ gy
ves B{ =
31f.  Air filter cleaning no [ ¥ sl a3,
na [ sy
ves B
31g. Wiper Water top up no OJ y 2l lalinad ol i) 31g.
va [ abuy
ves K =
31h. Clean engine using air gun NO O N elsed patee plasiuly & el ol 31h.
na [ sssy
3| 27. Were any of your questions related to :ES % ?: dalaiall clilind e gl u-‘f— %\.ﬂ uA-' Js 27 3
lube change answered? Sy M sl Aglass
na [ ssuy
3 28. chig (t;r;? gtaff place the mileage sticker in :ES % r"; Jmﬁmﬁ:&ﬁf;jﬁ 28 3
‘ A\NA O suyy €5 )
fq:r bves O
4| 29. Were you offered a receipt voluntatiy?” no DXL Y SR 2B deas e i e s 20 |4
Jhodde ostforthe bill  na O sy
|
5.  REST ROOMS AND MOSQUE daacall g (alaall [l ) Al g 5
Scores Critical Areas Al ¥l aail
3 YES . ?“ 03l e ) gt e S Ja 3081 |

30a. Were they adequately stocked with aII
necessary supplies such as s g”
NIA D ue’a-e ¥

S gabuall Jia

jo) Soo.{o
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Scores

Lol c¥laall Llail

30b. Were they adequately stocked with all

ves 0 =

y

MJJ)AluLAJL.mH a3 8 e S Ja 30D

necessary supplies such as toilet tissue? u.dl il 399 Jie
Notueued (su A O] gy = S
30c. Were they adequately stocked with all k;b} ves O] axd Al e il aians 3 3¢ae <ilS Ja,30c
necessary supplies such as paper towéls? NO m ¥ 32\ Adlall Jia
(paper towels are not required where full Glidse 8 g e -’a.,}lLA BUEE SPRER LN}
operational hand dryers exist) %% N/A D Gahli Y G i

31a. Were sinks clean? @ YES D pd ol ?M',,;,‘,'LZML:!;;;%L,SLSJT.“SM
require comment when marked ‘No’ NO ki st o MY A s 1y
1 NA O sy
N ; faak Ul gl il
31b. Were mirrors clean? ves b P ol ':y"\?fy;—\j 'LSJT'I.31b
require comment when marked ‘No' no [ b sl 2 Gl il
—=—  NA [ sy
N . ?“~ ;.. B2 ‘ e PP
31c. Were hand dryers clean? w YES pr Ll i ‘5%21,,‘_“\:“@15\;% "31C
3 require comment when marked ‘No’ no [ Y N 3
No _+{err0 DEYER NIA PR
H Saaudai o gleall caliste Cuil
31d. Were dispensers clean? q:ﬂ YES P - o "y-:_i L}y‘u lsd»:‘31d
require comment when marked 'No' no [ ¥ gre sl o2 MY ALY s 1
No DiSPENGER — A B gy
qb‘ ves [1
31e. Were toilets and urinals clean? NO ¥ fAida el Sl il Ja 31e
. 4
oined Venw dn T, na O gy
32a. Were doors clea}')? q YES lx ps ol ! ';,;,ﬁ"f‘;ﬁﬁsﬁ"sza
require comment when marked ‘No’ no O ¥ gl o MY e Y s 1Y
nva [ gy
YES pas
32b. Were walls clean? no [ ¥ fagle el S Ja 32b
na O sy
. ves R =
32c. Were ceiling clean? no O Y S Caull S da 32¢
Nna O gy
vEs X
2 | 32d. Were vents clean? no [ Yy faada; Mudl cils Js 32d |2
o~ NA O gy
b ; faiday il YWY g
32e. Were floors clean? @I YES D e Ll iy ,,;,", fy\u ~SJT.‘.326
require comment when marked ‘No’ No A ] g2 sl o2 Dl il )
Joadirpnthe Hopre—— i 0 s
’ ves Bd
32f. Were baseboards clean? Nno [ ¥ Al sac il - o [iladl 1530 cwilS Ja 32f
nva [ gy
ves B4
32g. Were grout clean? no [ b feipdas B S Ja 32g
na [ gy
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Scores Critical Areas Al claal) 4 Llail
YES pi !
33a. Were trash containers clean? NO I:I b Sdauda; ddladll by gla ‘;.sits Jda 33a
' NA [ Gy
2 = - 2
YES pai
33b. Were trash containers not overflowing? NO [] ¥ flaild e ddlaill ciygls il Ja 33b
NA [T gy ‘
ves [ au L ) 2
9 34. Was the restroom smelling clean & NO N ) Osy) Adaia s Al slasll Aad) C-\BLS‘JA .34 2
fresh (without any offensive odor)2— Splendl 3 Agy S A ’
Nony hed lob WA [ oy
N—— .
3 Jad alaall 2 eadl) Az S Ja 35
35. Were all the facilities inside the ves K] e e e
restroom in good working condition? . % e
2 require comment when marked ‘No’ no [ ¥ ol 2 MY Al culS 1y 2
NA [ gy
H (5) aukai dswnall Acld Gl e o)\S
36. Was the Mosque premises clean? ves LI o ( ), L ,,:;', LLL;TAHS%T .36
2 require comment when marked ‘No’ no [ Yy Gt A AR AR N 2
NA B gmiy
Comments: UBadlall [ gadedl)
FOR OFFICE USE ONLY Jadd Al aladiuy
Ugsall LAAL LAl ey aall . .
9 . : wif]
o ACTUAL SCORE | MAXiMum | -valuation P

Approach and Cleanliness

aalaill ;b @Y |1

Greetings and Initial Checks

LY Sl s s 12

Appearance and Behavior of

O sall sl selao [3

Staff

Service daailt |4

Cleanliness - Restroom and clbeleal) — ddtailt |
‘ Mosque 2l

TOTAL £ saxall
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Site /ﬁﬂ(g .................... el Cash Memo TIME oo’ gl
NAME © oo Make / Model : ... j@ﬁ Y V4 W— :
TEl NO. T ooreveeeeeesesseesemes s Reg. No H 3%3 ..................... ,
KT PIESENT © cevvevvvssresissssssnisasinn st Next Oil Change KM: ...
Description PLU # | UnitPrice Qty. DhSTota| Price Fils !
W 1- QCHANGE

Petrol / Diesel Engine Oil
Additional oil 500 ml
Service charges

M 2-PACKOIL
Service charges
Heavy Vehicle service charges

- .
3 (OIL FILTER

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

All above 20 points have been checked

Thank you for your visit

'\..x’ : 3 i ] H i
J,L;_’- \_v\_x “L&S\.AJ‘A\)M‘QJ
Received the vech(c!e in good running condition.
T

L8407

s No Y e Sl 35S RAE Y e
c.._S-——\)L_.J)J |)___{___.‘.
31 L350 Sl et Lalla

S WTEN -
OC Operator’s Signature

et 30 e g By







