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PROJECT : ELARA (Lube Change - FINAL 2012)

PROJECT: ELARA - Lube Change
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o
Pan Arab Research Center E

Df—'b‘d,‘ Emarat | [0 <58 Eppco / Enoc / &y Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Q 028 Name Number | Name Number ‘Na&ni Number
0 wotelnd 91912131218
Gender Height Built pectacle§ Beard | Mustache] Ethnic Groups
M F |T M ]S [T [MIF |Yes[No|Yes[No]Yes[ No |indian [Pakistani[Filipino [Expat. Arabs] Others:
ROOROONOORORROO O O K O
EMIRATE ";:Ztlz:' Abu Dhabi |  Dubai Sharjah Al Ain ammat | Aiman cas M| Fujairah
O X O O ] O || . O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
2154 0|2 |R1F | 6013 oL | O|8 18 10]/3.36
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday | Monday | Tuesday IWednesdayI Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
st T 0 RO O wst | O O X 0O O O O
1. APPROACH AND CLEANLINESS A8 5 o By 1
Scores Critical Areas Tl ctaall AN
YES o g
1. Was there proper sign to the Lube no [ q Aihie e WYl daaljdadallia S da 1
changing bay? S iy
nva [ sy
. YES pal
3 2. \é\:gasr:igzétébe changing area clean and NO D § e b eyl i diliecilS Ja 2 (3
na O sy
ves [1 w ) . ©
4|3 Was there any oil leaking and falingon ' ©7 y e ae 5wl s gl i S ds 3 4
to the floor of the lube bay ? o 0 M it Adhaia 8 ()Yl
va [ sy ?
ves X m
2| 4. Were the waiting area and table clean? NO O Y ke A gall g el ddhic cllS Ja 42
nA O sy
5. Wasth ision in th iti YES E =
2|5 Woe;ii;ge?telewsmn in the waiting room NO I:I N ¢yl & e S sl S ds 5 (2
NnA O sy
ves A o . s
6. Was the board displaying complimentary \ o ] q il lgale pelai AMdsdl cil<da 6
services neat and clean? faadas g 435 e Aplaall Cileaaldl
nA [ adiy
2. GREETINGS AND INITIAL CHECKS Y il g cua 3l L2
Scores Critical Areas Lot caalt BN
3|7 Was there any delay in approaching ves [ p s/l 8l 3 pali gl dia S da 7 3
customers? NO [ Y Tl ol ga ol gall
8. Were you greeted in a friendly manner ~ YES X px slal)) L35 A8 ks eb o Al S ds 8
(pleasant feeling)? Nno [ y (g
TS Op ib sall gl a3 a8 slay oY 1)
5| If no, please describe behavior: Was it u‘ e Lj;X Jj; jﬂi é.'J, |5
arrogant, without any expression, normal A (R 08 R E ) e
etc..... ?,_,cj\
1 +
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Scores Critical Areas L) e pATH]
9. Did he guide your vehicle for positioning YES [X] M cliall S N s Gl gall JE Ja
3 at the stopper and asked you to switch o beil o e L o g i ¢ s 13
the engine off? No [] ¥ Sead) il 1oy 8 ) iy
10. When asked by customer, was the . IS da cdaaall o Cals gall o Ladie 10
attendant knowledgeable of different YES m L GL;U o d )T! J“ ’
5 Y g . . k—l‘).lh!‘}k_lﬁ).“;ﬁl%)ﬁ/&‘yk—ﬂhw?j; 5
grades of oil, filters and their relative No [ N o O
benefits? flgd JS i 4d
YES i . .
4| 11. Did he offer the waiting area to you? . ™ ¢ iy ds e s e m e da 11 (4
NO ¥
4| 12. Did the staff thank you as you were Yes [] p a3 i€ Lai o S Galipall 26 Ja 12 |4
leaving? Nno ] y 7 =S ¢ :
3. APPEARANCE AND BEHAVIOR OF STAFF taeSslug Cuiligall Leha 3
Scores Critical Areas Lt L Jlai
, YEs XI |
3 13. Z\rlssﬁ?;?umform of the attendant neat NO D Y0 e Gl ealal s sl Gl S s 13 (3
NA [ sy
ves i m
14. Was the attendant wearing visible ey AUy (55 3 3 g sall il gl S Ja 14
3 nametag? No [] bl o . 3
NA [ gasy
yes A )
15. Was he able to communicate with &e dualsill Lo 1508 Cabagall S Ja 15
3 tomer? No [ ] o 3
customer? ) s 3l
na [ ey
YES ]
4| 16. Was staff courteous / friendly? No [ Y $adal/ls g3 5 il gall S Ja 16 (4
NA [T sssy
4. SERVICE Aaadll 4
rS;res Critical Areas T el PANH(]
: 208 o) 38a3lL ab gall S8
17. Did attendant check whether youneed ~ YES B i < o i S 2 sl i da 17
3 top up or complete oil change? S0 i el Sl ALY pliad s 3
- No [ Y eIl
3| 18. Did attendant check with you whether ~ YES X p B8 S 1) L i cals sall (3885 Ja 18 3
only oil is to be changed or oil with filter? No [ N el 5 3l dads 3l s
19. Did he check using gauge the quantity ~ YES [X] prd Il Cu Sl (5 she Gty ol sall W8 Ja 19
3 required to be topped up and informed g Al 3 S I Gajanl] il 3
you? No [ Y Sl il Lgiils|
[ "'l_ i “55;.\.‘"1._:&_3.& ‘Gd«t
3| 20. Did the attendant check for oil leakages ves [X] s uﬁjft: i *}ij‘ .. 20 3
under your car from filter and drain bolt? Nno [ N SEeas O BTl
pYGITRA]
3| 21. Did the attendant drain the used oil ves [X] o el Gyl JS iy Calasall W6 21 3
completely from your car? NO D y £l b (ya
2| 22. Did he ask whether you want the engine  YES M iyl Jue i€ o) il Ja 22 5
to be flushed and did it if you agreed? Nno [ v kil go Jla 8 el
3| 23. Did the attendant fill the correct grade as  YES X pa Sl Aa pfp o Adlaly Caba sall G5 Ja 23 3
you requested? no O v el il dajanall
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Scores Critical Areas Al il - Jalail
24. Did he request you to start engineand ygs [N pl S iy oyl Juidiy o g o dhia calla Ja 24
3 leave it running for one and a half . MR L aetl = . 3
minutes? no O ¥ Pl s 4882 Baal Jlill Al (3
3 25. Eid t_he'attendant ensure that the carter YES m P uﬁﬁﬁﬁﬁjiji\:ja j!ﬁb.‘% 25 3
olt is tightened and there are no leaks? no O N e
26. Did attendant carry out the following Igladl Gl sadll o) jaly calagadl B da 26
complimentary checks: -l
vées Xl =
31a. Battery Water top up no O v LyhdcLdila)  3a,
na O sy
ves [ o
31b. Coolant Water top up no O ¥ coolant/s,ll sle il 31b.
NnA O] iy
YES o AVl B Shea ) Al 31c
31c. Auto Transmission Fluid top up NO D b} - (U)"‘"““‘”\ )ﬂ\j ’
va [ adsy
ves X]
31d. Brake Fluid top up no [ ¥ de il cyjiilal 31d.
na O auy
ves X
31e. Gear Oil top up no O ) ool el ey dilal 3te.
na [ sy
YES ol
31f.  Air filter cleaning no [ ¥ el ks 3f,
wa [ sbyy
YES X axi
31g. Wiper Water top up no O ¥ el sl cilabinal ol 3Lz 31g.
wA [ sbuy
YES KX axi
31h. Clean engine using air gun NO D Y elsel Getae Al & jaall Calaid 31h.
wa O aduy
3 27. Were any of your questions related to ::ZS % ?: Ashaid) il (e ol e Y cwi da 27 3
lube change answered? eyl uad Aleny
nva [ abuy
3 28. chi: (t:r:: gtaff place the mileage sticker in :lis % e’; e @mﬁij};ﬁ;ﬁ 28 3
‘ na O sbuy €5 and
ves K]
4| 29. Were you offered a receipt voluntarily?  NO |:| ¥ NIPIEEN P bV Gaslle e Ja 29 14
nva [ sy
5.  REST ROOMS AND MOSQUE paall y (alaall sl 55) dal il g .5
Scores Critical Areas Al pATH}
3 30a. Were they adequately stocked with all ves P4 Ay g puall e el mrany 3 2w S Ja 30a 3
necessary supplies such as soap? NO D b 91 gball Jia
nva O gy =
3
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Scores Critical Areas LI (PO PO Jal&ih
ves [1
30b. Were they adequately stocked with all X "; Ly rall e il puen s e cilS Ja . 30b
necessary supplies such as toilet tissue? o Sl gl (5,99 Jia
NA [ gy
30c. Were they adequately stocked with all ves [ pri A pall e Jliud) gans 8343 S Ja.30C
necessary supplies such as paper towels? NO E N 48 )5 chdial) Jia
(paper towels are not required where fully Cliiae 347 dic 4yl ye 48, adliall)
operational hand dryers exist) nva [ ki Y (Y1 A
- RPN
31a. Were sinks clean? ves X P o al o ,fj‘fu‘ \ujls dA. 31a
require comment when marked ‘No’ no [ Y gl (o2 MY ALY sy
NnA [ gy
31b. Were mirrors clean? YES m i L. * ,.,' .,; \.""f“ u\s dA. 31b
require comment when marked ‘No’ no [J ¥ g
NA [ sbuy
31c. Were hand dryers clean? YES K g . m*b ‘;Af,y‘,ffuw u\s db 31c
3 require comment when marked ‘No’ Nno [ ¥ g sl (o Y eyl il 1) 3
na [ gayy
. Al - 1. P
31d. Were dispensers clean? ves X o u;a\-fﬂ ::L’*SLA uls s .31d
require comment when marked ‘No’ no [ ¥ gl sl o Y Yl s 1y
NA [ adyy
YES [XI
31e. Were toilets and urinals clean? No [ N Ak Joall LSl S Ja . 31e
NA [ sy
32a. Were doors clean? YES m o L. ! V',,. ',,L'flﬁw ufls dA. -32a
require comment when marked ‘No’ no [ ¥ a2 YT Y s 1y
nA [ Gy
ves I a
32b. Were walls clean? no [ ¥ fdgdas el cuilS o 32
va [ sy
ves ]
32c. Were ceiling clean? Nno [ N fenk Gl oS Ja 320
NA [ sauy
ves I
2| 32d. Were vents clean? Nno [ y Phads Ml ils o 32d | 2
NA [ gasy
32e. Were floors clean? YES pd L. ?%,,Q?%J o wLS dﬁ. 326
require comment when marked ‘No’ Nno [ b gl o MY ALY s 1Y
nA O sy
ves I
32f. Were baseboards clean? no [ b Yk sl & 5l fladlall )5 calS Ja 32f
na [ gy
YES pad
32g. Were grout clean? NO ¥ feaulai W3 oS da 32g
nA [T gy
4
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Taslod) c¥aal Jalailt

Scores Critical Areas
YES s
33a. Were trash containers clean? NO E] b faaudas Adladll il s S s 333
” NA [ sy )
ves A
33b. Were trash containers not overflowing? NO O b fAaild e Aaladll cilla <ilS da 33b
NA [ asiy
YES pad
9 34. Was the restroom smelling clean & no OO % @) O5%) Alinta g Aiai plaall wb uﬂ—‘- dﬁ .34 2
fresh (without any offensive odor)? (plaall 2 gy S An,
NA [ auy i
35. Were all the facilities ir}side the_ . YES ‘E o Jusd sl f s t‘“@:‘i;i %
2 | fiomngocdwokngndle? no [y ceadlesRSSH |2
NA [ @by
36. Was the Mosque premises clean? YES D e f¢) u:dm M:,fu. B ""'.qaffts d“ 36
2 require comment when marked ‘No’ Nno [0 ¥ sl o MY aY) S N 2
NA B by
Comments: scildaadlal} f gaasll

No L1400 awew'éqlﬁ lo

FOR OFFICE USE ONLY

18 Al )2

Alyasall LG LA Aoy aal . .

9 : Evaluation: il

o ACTUAL SCORE MAXIMUM valuation o
Approach and Cleanliness Adlaill 5 ol 38V |1
Greetings and Initial Checks | &s¥1 cilSpddlis s Al |2
Appearance and Behavior of il ool A b
Staff Cpidagal) sl g yedae 13
Service i.aall |4
Cleanliness - Restroom and Gilalaal) — Aaaill 5
Mosque ) g
TOTAL £ ganall

5
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R 'W | SERIALNO. _

e ‘ ‘ 110

SHAWAMEKH (1. S/S 754
A AFRAG. — . DUBAT ROAD
ADNOC DISTRIBUTION
» ABU DHABI

- DESCRIPTION QTY - PRICE TOTAL

VoyagrSi 1verdlL 1,00 63.00 63.00

TOTAL 63.00 "

CASH PAYMENT 63.00

You were served by Operator 1
DATE 27/02/2012 13:36 1182 01 4640

THANKS FOR SHOPPING -




