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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change

] e wemarat | B @515 Eppeo/ Enoc | [J 459 Adnoc

PN
Pan Arab Research Center &

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
. 0 @ 6 Name Number Name Number | Name | |Number I
Gen;r-L Height Built Bpectacled Beard Mustachd Ethnic Groups
M F JTIMIS|IT [MF [Yes[No [Yes | No | Yes | No |Indian Pakistani[Filipino [Expat. Arabs] Others:
oOomoOooROONOROR® O 0O O O
EMIRATE V;i:fi:‘ Abu Dhabi | Dubai Sharjah Al Ain g’:;‘aﬁ" Ajman Kﬁgism:'h Fujairah
O | X O O . O O Ol
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
JTo8]6] 1o lo[g [&8l5 | ojz | 0|3 |54 (b0
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 = VISIT w
O O O O O o O O o O4d

1. APPROACH AND CLEANLINESS Bl g By

Scores Critical Areas Aol c¥ Jaldil

ves X
no [

?: fakia le Al danl s do sl dllia S Ja 1

Sy M sl

1. Was there proper sign to the Lube
changing bay?

na [ aduy
. YES o

3 2. g;:ntihzeegf?be changing area clean and NO D Y Sies dbdas oy 3l uidihie S Ja 2(3
na [ akiy

ves [0
Nno X ¥
wa O sy

ves M

o ae s il cyed gl s g8 da 3

4 3.  Was there any oil leaking and falling on
0l s Ak b Y]

to the floor of the lube bay ?

oo
2| 4. Were the waiting area and table clean?  NO O ¥ hadas A gUall ;i dshie culS Ja 412
na [ ahiy
5. Was the television in the waiti ves [l
e Woarls(mge?te evision in the waiting room o 1] ¥ SV A e A Jey el g8 A8 512
nA [ smny
YES ol s .
6. Was the board displaying complimentary ] q dald e el Al As Sl culS s 6
services neat and clean? faalat ¢ A e dpilaall Cileaaldl
na O] sy
2. GREETINGS AND INITIAL CHECKS g il s qua i 2
Scores Critical Areas Tonlu§t el Jaasy
3|7 Was there any delay in approaching ves [] pxd s/l i 3 bl dia (S da 7 3
customers? Nno X ¥ Sob 3l pa Cada gall
8. Were you greeted in a friendly manner ~ YES % pd sl s dhcmdiids 8
(pleasant feeling)? No [ ¥ ¢ (g oA
S O ek et S gl L g 28 2la Y 1A
51 if no, please describe behavior: Was it “ :3: ﬁ . }:; ji‘i N J ce 5
arrogant, without any expression, normal CEE L 08 R £ )5 2 e
etc..... .
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Scores Critical Areas Al cLaall PATH]]
9. Did he guide your vehicle for positioning  ygg m A il A N sl il i Ll Ja 9
3 at the stopper and asked you to switch "y o IPRG j o 13
the engine off? NO D N A_‘).;A.“ Z_.,A-E.' u‘ Slig ;.L‘LJ a)l,}.m“ h_iu‘a'y
10. When asked by customer, was the ve , A< Liaedl e Cibh sall Jte oic
5 attendant knowledgeable of different YES - z:j:i:]l gj ‘ ){\ d_\u-: / \}f dsy 10 5
grades of oil, filters and their relative No [] q 5= >R e . : ?"c
benefits? et JS il 5h 5
YES i
4| 11. Did he offer the waiting area to you? NO g ": ¢ Uiyl da e oY elle (e da 11 |4
4 12. Did the staff thank you as you were YES m pxd ¢ olad € Laiw o) €k Cala ol A5
leaving? NO D y X w o Sy 5l ¢ Ja 12 4
3. APPEARANCE AND BEHAVIOR OF STAFF 1pgS shu g (il gall she 3
rSt:ol‘es Critical Areas L) el Liad
. ves [
3 13. Z\ézsﬁt:ye?umform of the attendant neat NO D ¥ Sl es Gl ealall il Gl S o 13 |3
NA [ seuy
YES p - .
3| 14. Was the attendant wearing visible NO g q oakas A8y (55 33 3 5a sall il sl (IS Ja 14 3
nametag? Tz s 5 danl Lale
oun nor Eesp g, - NA [ gy
YES ] .
31 15. Was he able to communicate with No [ q &o deal sl e 1508 Gl sl IS 1 15 3
customer? ST\
I NA [ s
YES [X] axi
4| 16. Was staff courteous / friendly? No [ N Sakal/lagoy caba gl IS Ja 16 [ 4
NA [ geny
4. SERVICE daddll 4
[scores T T Chtcalmess T T T e ota
v L P P Goaill Cals gall AE U 17
17. Did attendant check whether you need YES E fx w uu)d Sa . JMJ e
3 B lete oil chanae? o0 ot al Gyl ALY s L) 3
op up or complete oil change? No [ N L,
3| 18. Did attendant check with you whether ves [ p B TS 1Y Lad i <ahsall Giai s 18 3
only oil is to be changed or oif with filter? No [ Ny € Aal 5 ol o dasd e i s
19. Did he check using gauge the quantity ~ YES R ard el ol (6 din ity Gl sall L6 a1
3 required to be topped up and informed g Al Sl RS G pail] bl 3
you? Nno [J felly dlaly ; L)
T e 77': . - y A i - . ]LA K..QL ‘ \3 Ljﬁ .20
3 20. Did the attendant check for oil leakages YES E s wﬁ;ﬁi} A e ajdj Can 3
under your car from filter and drain bolt? No [J y . ” fea )
3| 21. Did the attendant drain the used oil YEs [N P Janusall 50 S i il gl P8 Ja 21 3
completely from your car? No [ y el hw (ya
2 | 22. Did he ask whether you want the engine  YES M A padl dae gy e o dliln s 22 5
to be flushed and did it if you agreed? Nno [ y felidd) oo Jla 3 lly
3| 23. Did the attendant fill the correct grade as YES Bl e s sl sl 6 e 23 [
you requested? Nno O y flitls Al daaiall
2
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Scores Critical Areas Tl Silaall PATH]
24. Did he request you to start engine and  ygg px aS iy ol Juiy 65 0 clie cailla Ja 24
3 leave it running for one and a half it < Ao sadd Ll s 4 3
minutes? NO D fliual g 48 5ol Jprull &
.l A8 e /Al gaba of (e cals gall 05l Ja 25
3 25. Eiciitt_het.ait:tendznt egstlt:re that the fart(erq ves [ o iy llin (45 gilSa 3 T 25 3
olt is tightened and there are no leaks? o [] N ecy 3l
26. Did attendant carry out the following : dglaall Cla gaill ol ol alasall B da .26
complimentary checks: sail
ves X
31a. Battery Water top up NO I:l b g jUagll ele dila) 31a.
na [ sdiy
ves KI
31b. Coolant Water top up NO O b coolant/a yall ele Azl 31b.
na O adiy
YES o 1A el U Slea ) il 1
RETR
31c. Auto Transmission Fluid top up NO D b} o S )T 3te.
(05l )
na [ sy
ves I
31d. Brake Fluid top up NO D N Jal il <y 5 Adlal 31d.
va O sssy
ves X
31e. Gear Oil top up no [ ¥ ool allcys sl 3T,
nva [ adsy
ves Kl
31f.  Air fiiter cleaning no O y ol lwbs  31f.
nva [ akyy
ves I
31g. Wiper Water top up no [ Y gl Sl cle ddla) 31g.
na [ sdiy
ves B
31h. Clean engine using air gun no [ ¥ ehsell et aladiuly el adan 31h.
na [ sy
ves [l o .
3| 27. Were any of your questions related to O ) il e ol Sl eyl s da 27 3
lube change answered? NO K Syl s Agdang
na [ sy
_ A - yes@ - 338 06 (huale puin s cilagall i Ja 28
3 28. 5112 (t::? ;taff place the mileage sticker in NO D N R RRETEEI Jh 5ia shSH 3
NA [ iy 95
ves @
4| 29. Were you offered a receipt voluntarily? No L[] Yy sl il Jea g ille (e Ja 29 |4
nA [ by
5.  REST ROOMS AND MOSQUE rapeuall g (alaadl [l g8) Aal Ml i 5
Scores Critical Areas Attt claal) PATM]
YES o 3
30a. Were they adequately stocked with all O e:: A g pall e el aran 5 e <ailS Ja 304
necessary supplies such as soap? NO ?osball Jia
ey =
3 +
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Scores Critical Areas At ¥l Lta
ves 1 =
30b. Were they adequately stocked with all m ?’;‘ g mall Sl il paans 3 jeae cuilS Ja 30b
necessary supplies such as toilet tissue? NO Coll gl (3599 Jia
NnA [ by
30c. Were they adequately stocked with all ves [ ad Al Gl &8ss il da 30
necessary supplies such as paper towels? NO D ¥ 48, ) dliall S
(paper towels are not required where fully - Clidaa 845 dic 4yllaa ye 44 4l) ailiall)
operational hand dryers exist) N/A bl ¥ G )
H faauda Julaadl culg
31a. Were sinks clean? ves Kl px o il M"\j:i:.ﬂ_;w . '\sdel'ma
require comment when marked ‘No’ no [ Y Gt Al R
NnA [ gy
: Shada L) yal) culs
31b. Were mirrors clean? YES px 1) g u)\jyru ‘lsd‘\:I.mb
require comment when marked ‘No’ no [ ¥ Gk S NCS AR s
nA [ gy
; fAadai sl ilidae cullS
31c. Were hand dryers clean? ves Kl pr o F ‘ﬁéf,y,,uu;'y“'\f ,LS‘JE"MC
3 require comment when marked ‘No’ NO D ¥ = > el R 3
NA [ gy
fagdai ) sleall likle iilS Ja |
31d. Were dispensers clean? ves [ e o e Z\.'I.;Yr;uts ‘3‘31d
require comment when marked ‘No’ no [ ¥ Gt e .
NA [ gy
YES g P
31e. Were toilets and urinals clean? NO b faaks Sl ASal i< da 316
NnA [ sy
. Saada Ol Y il Ja
32a. Were doors clean? ves [ = i il g -L}\;Y:'_QEJTM 32a
require comment when marked ‘No’ no [ ¥ & S T :
na [ gy
ves [
32b. Were walls clean? Nno [ ¥ fAgks gUasall s s 32b
NnA [ iy
ves M
32c. Were ceiling clean? no [ Y fadat aill S Ja 32¢
nA [ absy
ves [0 .
2 | 32d. Were vents clean? NO D b faghs MUl oS s 32d | 2
Nna [ gaiy r
ves (A = ik Slm Y1 S Js 326
32e. Were floors clean? et W LAY S 1]
require comment when marked ‘No’ no [ ki camsill o YT AV s 1y
na [ gy
ves [d
32f. Were baseboards clean? no [ ¥ $Agks sacldll - o) /dailall )i )50 il Ja 32f
NnAa [ iy
ves [A
32g. Were grout clean? no [ ¥ b L3I (S Ja  32g
NA [ gy
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Scores Critical Areas Agulullt c¥Lawl Jatail
ves I 4
33a. Were trash containers clean? NO [:I k) fasai Aaladll by la cdS Ja 333
5 NA [ sy )
ves [ e
33b. Were trash containers not overflowing? NO [:I b fhails e dalall Clysa <€ Ja 33b
A [ asby
ves [ = L o
2 34. Was the restroom smeliing clean & NO D N g‘ OsY) Aisiay gy Hlaall Al s Jda 34 9
fresh (without any offensive odor)? bl B A S Al
NA [ aiay
NG H Jaxd aleall A il jgadll s Oi\S Ja 35
35. Were all the facilities inside the YES e ¢ '3 @avm S
restroom in good working condition? L. T e i
2 require comment when marked ‘No’ no O v e sl (o2 YT AN S 1Y 2
NA [ abiy
3 (5 it aawall 2l 5l e oS
36. Was the Mosque premises clean? ves (I e ( ), ;:d\ ‘ ,,;:,', Ltﬁ'elsﬁ .36
2 require comment when marked ‘No'  NO [ o el Al sy 2
NA X gy
Comments: sUaadlall / galedl)
FOR OFFICE USE ONLY Jadd Liigal) aladiuy
Usualt L&l FEFHTISION
o/ g i i
° ACTUAL SCORE | mAxiMum | Fvaluation: pasill
Approach and Cleanliness daldaall 5 b Y |1
Greetings and Initial Checks | ads¥! il s cus il |2
g{)apf?arance and Behavior of it gl Al s selaa [3
Service sl |4
Cleanliness - Restroom and Slelaall — Adail) 5
Mosque 2asall 5
TOTAL £ saaall
+
5
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4 T
0 R - v THAN.
caQist QUib @@ pate: O Jo 12 J PL EASE CD\”m AN N
ot o « @ | s 0152075 \
A Wb At - 7085
s % St Tel.No. 043470323 £X6¢ JONO! o —
y o e e . et. NO.! — oo
netame 18— SALES INVOICE i
CUSTOMER NAME :_ D RE A Parpes vewcLemake: M Mu: . \
ADDRESS ;. DUR A :VO::L L @ @
CONTACTS - ¥ <24 it
MOBILE ayr— 161231 :::E o N0 ; EpPCO gNOT \
TELEPHONE -_— MREADING : Jo¥ Foy~ ) L BARSHA
0B DETAILS ) ' S%‘EEEB?O ENDC/EPPCO
AELCENE 43473752
DESCRIPTION ary UNIT PRICE TOTAL ; )

o 1. B Sy

r % ! a . 4 )
(rv' Q _—_a ....___,..____-_____--_____----.--~-—--—-— -
Ay
‘ lCe Q-y a

@MQ&\MD product =0
Masafi D om! 1.

\ T AF "..50
b o L e ' Total 0T

' Ry R 1.50

2 , VL \(M_,—-—j INY 3%

B L AR £ 1.50
= _22 § % L -3° (e /(FC?‘ &l P'kjment Tote! ;;E% 0.00
' g change

e g012 18116 Cashier KATHYRINE
| Ddterm/%;?lt’imlé POsS No Receipt NO
Ref No 85 "3 38t

-_— R
I - 3662)
TOTAL AMOUNT 8(;— AaD 7 800_‘_523‘3 \((OU
PLEASE COME AGAIN

e
CASH [] CREDIT CARD O FLEET CARD/SELECT CARD

ISSUED BY

0 SUPERVISOR

Received above vehicle in good condition
and the reqyjred iobs pertormed as requested

777 SERIAL NO.

\Wite-Customer's Copy, Blue-File Copy -Accounting Copy







