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PROJECT: ELARA - Lube Change
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SERIAL NO.,

/
1 ™~

S

Pan Arab Research Cent}

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
2\ | Quay 2ol [Pesre | ZodNovackeded T 1 [ ]
Gender Height Built  [Spectacle Beard Mustache] Ethnic Groups
TIM ]S | T [M [F |Yes[NoJYes|No Yes | No |Indian [Pakistani[Filipino [Expat. Arabs[ Others:
IDDEDDIDDEEDEDDD X 0O O
EMIRATE V;:Z:f)‘;" Abu Dhabi |  Dubai Sharjah Al Ain g’;‘:v“a::" Ajman | R2AL ) Fujairan
O || O n O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
ol 7Bl olalale | FIL |l o2 | ol2 hol2llons
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday I Sunday | Monday | Tuesday |Wednesdayl Thursday l Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
visT 7 O O O visit | [0 O O O O O
1. APPROACH AND CLEANLINESS -A8Us3 «,ﬂ)ﬁ\‘!\ A
Scores Critical Areas . Al il A}
ves 4 -~ o4 .
1. Was there proper sign to the Lube no [ q dilaie o AV sl ydadalis glS s 1
changing bay? ey i
wa [ gy
_ ves X
3 2. X\:ga:r:il;zcli%be changing area clean and NO D % ey didi cy ) s ddhiecalS Ja 2 |3
na O sy
vyes [ L L
4|3 Wasthere any oil leaking and faling on q e de gyl ot gl daa K a3 4
to the floor of the lube bay ? Sy Wy dakaie b LY
N/A I:I ki Y j
YES pes
2| 4. Were the waiting area and table clean?  NO D Yy faadas 4f gUalt 5 jUaty) dshie cl€ ds 412
va O shoy
5. Was the television i iti YES . ~
2|5 Woariitnge?te evision in the waiting room NO E.I v ¢ Uyl de b Jes sl S da 512
na [ sbuy
ves [ . s .
6. Was the board displaying complimentary o ] q i e edad Al ds Ml S s 6
services neat and clean? faadai g A je dpilaall Cleadl)
na [ ssuy
2. GREETINGS AND INITIAL CHECKS A Y el g cua il 2
Scores Critical Areas At el AN
3|7 Was there any delay in approaching ves [] p o/l ) b ali gl s S ds 7 3
customers? Nno R y ol i gas Cala gall
8. Were you greeted in a friendly manner ~ YES | pri sl B3 da ke dh s i 5 ds .8
(pleasant feeling)? NO D N S (g
S O caks gall @ gli Cia g 28 Ela <Y 1)
51 If no, please describe behavior: Was it Li e \j; ):; . j:_‘i ;.').‘ ‘15
arrogant, without any expression, normal G R ORI LS T
etc.... el
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Scores Critical Areas Ll ol Jalai
9. Did he guide your vehicle for positioning YES B4 ; Ll Sl el b s ol LG
3 at the stopper and asked you to switch . ™ :: |"f 0. “’E!él“ ‘j}a . :j‘ ".L;JA N 3
the engine off? No [ ¥ S ik g =8 5 bl ey
10. When asked by customer, was the . IS b Jraall e il gall Jun Ladie 10
attendant knowledgeable of different YES a - “.;bu AR }d e )
5 g . . u‘ﬂi;uﬁj’ul;ﬁlﬁly‘uhweh 5
grades of oil, filters and their relative No [ N o - A
benefits? fledo JS 21 8
YES p e
4] 11. Did he offer the waiting area to you? No [] ) SRV A8 e 4 Uyl @lde e Ja 11 4
4| 12. Did the staff thank you as you were YES B ¢ i i€ Laiy ol Sy iyl o5 dn 12 |4
leaving? No [J y =S ¢ :
3. APPEARANCE AND BEHAVIOR OF STAFF :HSJL&J Gl galt Hha 3
Scores Critical Areas CEWRIW N PR sl
_ YES
3 13. \a/\r/](ajsﬁtdh;?umform of the attendant neat No [] Y ey Gl enlal) Gl sl il S s 1313
vA [ sy
YEs [ i .
3| 14. Was the attendant wearing visible NO g R A (5 sm sl il gl S a4 3
nametag? - T s 99 danl Lgile
YES ey T
3| 15. Was he able to communicate with no [] q & dual gl e 150 Galagall 1S Ja 15 3
customer? SO oM
NA [ sy
YES 4
4| 16. Was staff courteous / friendly? No [ ¥ fadal/la oy b gl S Ja 16 (4
NA [ sy
4. SERVICE dandll 4
Scores Critical Areas Ll ol Lalai]
: ot L Giadlh Cabs gall A8
3 17. Did attendant check whether you need YES E e _,:j )iﬁ)j)n ul...ay Cé: Shj 7 3
. o) ] e ol ¢ e
top up or complete oil change? NO D N ¢ LSl
3| 18. Did attendant check with you whether YEs B px S ) e elia Cala gl (3823 o 18 3
only oil is to be changed or oil with filter? No [ Y ¢l g oy 3l ei dadd <y M s
19. Did he check using gauge the quantity ~ YES K i P8Rl Sl (6 la Guliy el sall JE Ja 19
3 required to be topped up and informed e el M AS I Gl il 3
you? Nno [ b felly il Lgidlica)
2O Gl 3 e (38a3lly Cals gadl B8 Ja
3 20. Did the attendant check for oil leakages YES E P qﬁ;ﬁg) Jﬂﬂ‘.d)ﬂ bj:ij' Cins 20 3
under your car from filter and drain bolt? NO D y : cey 3l
3| 21. Did the attendant drain the used oil YES E M el 3 S & i (il gall A da 21 3
completely from your car? Nno [ Y el Sl (e
2| 22 Did he ask whether you want the engine  YES P il dae 3 S o) @l Ja 22 5
to be flushed and did it if you agreed? No [ N Caligd) g0 Jla iy
3| 23. Did the attendant fill the correct grade as  YES X px Gl A /g 5 Adlaly ek gall A6 Ja 23 3
you requested? No OO N el Al dapaall
2
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Scores Critical Areas PRI RO (PO lalail

24. Did he request you to start engineand  ygg ATy e paall Qi o i of e alls b 24
3 legave it running for one and a half D Cint s 438 saad izl Alla 3
minutes? NO ¥ 5 g «*
3 25. bDid t_he‘attendant ensure that the carter YES E p qiﬁgdﬁjlijj&fﬁ: 25 3
olt is tightened and there are no leaks? NO O N e 3l
26. Did attendant carry out the following Ailaall Clia gadll ol jaly il gl Q8 Ja .26
complimentary checks: -4l
YES ol
31a. Battery Water top up no O b Ay el el ddlia) 31a.
na O sy
ves I
31b. Coolant Water top up NQ D b coolant/s el sl 2Ll 31b.
na O sy
vEs b ~ VA B e ) Al 31c
31c. Auto Transmission Fluid top up NO D b “ (d}@,ﬂ)‘ ’
va O sy
YES pad
31d. Brake Fluid top up no O3 ¥ dedlcy3lal 31d.
na [ sdbiy
YES ol
31e. Gear Oil top up Nno [ b oo Al el j A8l 31e.
nva O sy
YES ol
31f. Airfilter cleaning no [ y sl ks 31f,
nva O iy
ves M =
31g. Wiper Water top up no [ N 3l clalual ol i) 31g.
na [ sy
ves D4 .
31h. Clean engine using air gun no O Y elsedl udae pladiuly O el Cadais 31h.
na [ ahuy
3| 27. Were any of your questions related to :I(E)S % ?: Lalaiall clilind e 51 e 3?*\.:‘?1\ C-w 27 3
lube change answered? Sy st Aalen
nA [ gdyy
3 28. It?}ig ér;(: gtaff place the mileage sticker in ::)S % ?’; Jiémﬁ:ﬂjd;j;\jﬁ 28 3
' nA [ sy €5 and
ves A w
4| 29. Were you offered a receipt voluntarily? ~ NO O ¥ STLIA DUl Juaselle mye da 29 14
na [ sy
5. REST ROOMS AND MOSQUE sauaall g (?\.’ul\ IG\:JUS) Aal g 5
Scores Critical Areas Al clanal) Jalail
N .
3 30a. Were they adequately stocked with all VES el e Sl a3 e i€ o 30a 3
necessary supplies such as soap? NO D ¥ 90y sall Jia
NA [ sy =
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Scores Critical Areas At CYlaal) Ltaih
' ves B . . e
30b. Were they adequately stocked with all O . Lol Sle il arens 8 jeae culS Ja 30D
necessary supplies such as toilet tissue? NO callglll g, 59 Jia
NA [ abuy
30c. Were they adequately stocked with all YES ai Aol Gl il g 5 jeae cilS Ja30c
necessary supplies such as paper towels? No [J Y 48 ) olf Ciilial) (Jie
(paper towels are not required where fully Clidaa Ji 55 die dy5llaa e 45, ) Cadliall)
operational hand dryers exist) NA [ sy (Y
- RPN NEN
31a. Were sinks clean? ves X ol e ,fl:‘l:j‘ ;_':liSdT.[S‘la
require comment when marked ‘No' no [ ¥ aaesill o MY Ay cals 1y
NA [ sy
. Q‘ . ]. - -
31b. Were mirrors clean? ves [d P Al ) g \:"‘in r‘ﬁsd:"‘?nb
require comment when marked ‘No’ Nno [ ¥ sl o2 MY Al s 1)
NA [ gy
N ?u ot 1 -] g
31c. Were hand dryers clean? YES e . ,'?"LJ ‘ﬁf,y ‘,,“fm\:‘ l"fl,stsdr. |'31C
require comment when marked ‘No’ no [ ¥ casill (o Y Ay cals 1)
NA [ smuy
¥ : P07 ) siball CLSL e
31d. Were dispensers clean? YES px o U}’L',‘;Sy,:'ibf;rf Lsth 31d
require comment when marked ‘No’ no [ Yy el oo MY Ayl cals 1y
nva [ gy
YES pai
31e. Were toilets and urinals clean? Nno [ N faiyda Syl A <ilS Ja 31e
NA O gy
; Sdayas Ll ¥
32a. Were doors clean? YES - ol g g ijw LSLSJT ‘.32a
require comment when marked ‘No’ no [ ¥ caasill (o2 S eld )
va [T gy
ves i
32b. Were walls clean? Nno [ y fadai el <l Ja 32b
Na [ sayy
ves R
32c¢. Were ceiling clean? Nno [ ¥ feabsi caul 8 s 32¢
NA [ sy
ves X
32d. Were vents clean? Nno [ Y fAadas MUl oS Ja  32d
Na [ gyy
32e. Were floors clean? YES i 2 9%,;‘:“\);1;‘“‘5;’: l.32e
require comment when marked ‘No’ Nno [ ¥ gl (o2 YT Al s 1y
na [ sy
ves
32f. Were baseboards clean? no [ Y A0 sae ) > ) flailall )50 S Ja L 32f
Nna [ sauy
ves B4
32g. Were grout clean? NO D Y fdas Lo S Ja .32g
nva [ ghuy
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Scores Critical Areas FEWRIA (LA PO Jtaiy
YES X o
33a. Were trash containers clean? NO D ¥ fAada) Aaladll L s ilS Ja 333
’ NA [ @y )
YES pai
33b. Were trash containers not overflowing? NO [] 3 fhaild e dalasll s <ail€ Ja  33b
NA [ sy
YES X o o ]
2 34. Was the restroom smelling clean & NO EI N 4‘ Os) Adiaia g Al plaall A ciilS Ja 34 5
fresh (without any offensive odor)? fplaall 8 gy S Aai
NA [ asiy
; 3 kel 8 &l Jsgaill asen CailS Ja |
35. Were all the facilities inside the YES m g et ¢ @ S tm".:dsm 35
restroom in good working condition? . % e it
2 require comment when marked ‘No’ no [] ¥ g sl MY AR Yl S 1Y) 2
NA [ Gy
3 2(5) ciaai dandl Acld i i IS
36. Was the Mosque premises clean? ves @ o ( )‘ s ,,::;, ML“;‘“U\Sﬁ 36
2 require comment when marked ‘No’ Nno [ ¥ e A gl s 2
N/A Gibiy ¥
Comments: clBBadalf f galadll

FOR OFFICE USE ONLY

b Sl plaiuy

Alaaalt WAl Jalaill Ut aalt .
" ACTUAL SCO:2E MA‘);(-I‘;\{;M Evaluation: et
Approach and Cleanliness Adllaill 5 ol Y |1
Greetings and Initial Checks | s¥! Sl s cus 5l 12
/s\?apﬁearance and Behavior of ol gl Sl selia |3
Service sl 4
Cleanliness - Restroom and boload) — ALkl |

Mosque Aaall
TOTAL £ saxall

5
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SERIAL NO.

115

SHAWAMEKH (25 SIS IS5
DUBAT - MAFRAQ ROAD
ADNOC DISTRTBUTTION i

ABU DHABI X

DESCRIPTION QTY  PRICE TOTAL

VoyagerBronz4aL 1,00 50.00 50.00

VovagerBronzil 1,00  13.00 13.00

VoyagerBronzil  1.00 1300 13.00

TOTAL 7600

CASH PAYMENT 76.00

You were served by Operator 1 .
DATE 3070372012 10:25 T1 52 01 8294

THANKS FOR SHOMPeT MG







