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PROJECT : ELARA (Lube Change - FINAL 2012)

PROJECT: ELARA - Lube Change
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{[°" SERIALNO.

HRE

o
Pan Arab Research Center &

DL’-\U\A) Emarat / E] 45/ <4 Eppco / Enoc I E 4y Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
q Name Number | Name Number | Name Number
[0l HERE
Gender Helght Built Bpectacled Beard Mustache] Ethnic Groups
MI[F JTM [M [ F |Yes] No|Yes] NojfYes[ No [Indian [Pakistani[Filipino [Expat. Arabs| Others:
DIZIDDDEIDDIEDIZIDIDD O |
EMIRATE V;:Z’I‘:‘“ Abu Dhabi | Dubai Sharjah Al Ain g‘:\:{“ﬂﬁ: Ajman K':a.s A'LI Fujairah
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
31518 ole | 2[* [ #[2 [ ol | ofz |11:051:28
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
0 O O O O O ® O 0O o O
1. APPROACH AND CLEANLINESS A g wl B8y 1
Scores Critical Areas Al claall BAYH]
ves [ » s
1. Was there proper sign to the Lube no [ ?“; dibie e A¥Mldaatgdad ia S da 1
changing bay? eyl s
va O sy
2. Wasthel hangi YES & o
3|2 org:nizzd%be changing area clean and NO D Y S ey Ak cy s dbieciS s 2103
nA O iy
ves [ ;
4|3 Was there any oil leaking and fallingon < ?: e 4c gg il i gl dlia S da 3 4
to the floor of the lube bay ? Syl yunt Aslaia A (i ,Y)
na [ sduy :
YES o
21 4. Were the waiting area and table clean?  NO O b fagdas A Uall g st dshic S Ja 4| 2
na [ sksy
5.  Was the tel h YES m *
. the t ision i iti TR . .
2 W;iinge? elevision in the waiting room no [ ¥ YR b de il JS s 5 |2
va [ skny
YES oo o .
6. Was the board displaying complimentary n g Aalld e el Alda i il da 6
services neat and clean? NO 2a8,051 5 A5 e Apilaall Cileaaldl
va [ iy
2. GREETINGS AND INITIAL CHECKS Y sl g qua i 2
Scores Critical Areas daulul) cNLaall htais
3| 7. Wasthere any delay in approaching ves [] px Al il 8 el gl s S da 7 3
customers? NO E N ol eas cala gall
8. Were you greeted in a friendly manner ~ YES ] px sl LA d cm il s 8
(pleasant feeling)? NO [:] y $ (o
< cals gall @ gl Coum g3 8 gl 13}
5| If no, please describe behavior: Was it © _t' \:;j )L; yi ;.'J..‘Y k 5
arrogant, without any expression, normal e plaill e Jla 5 a0y :ﬂ;-\-"
etc.....
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Scores Critical Areas Dl Yl BATH]
9. Did he guide your vehicle for positioning ; - . Ry :
3 at the stopper and asked you to switch YES m ow u‘%{‘ “4‘ é.hu}" e ?L:! dA -9 3
the engine off? No [ Y el fiks of i g 5 ) aliyY
10. . . . .
0. When asked by customer, was the YES o Sle DS da sl ya b gl Jpw Ledic 10
5 attendant knowledgeabie of different o kil e 3l cils bl alas
grades of oil, filters and their relative [ G5 sl s s e s ? ?k‘ 5
benefits? NO ¥ fleia JS il 53
. . E i
41 11. Did he offer the waiting area to you? :Os % P: ¢ ey 48 e GV e age o 11 (4
12. Did the staff thank you as you were ves [] paxd et . .
4 leaving? g Y no [R q £l S Ly o S0 Gl all B Ja 12 (4
3. APPEARANCE AND BEHAVIOR OF STAFF 1pgS sl (il gall jelia 3
Scores Critical Areas LI I LAY PO pATH]
13. Wasth f f the attendant YES& P.
. as the uniform a t . . .
3 and tidy? rorm otfhe afiendantneat  ng O Vo ey Gl sualall calagall Gl S s 13 |3
NA [ shyy
ves [ i
3| 14 Was the attendant wearing visible NO : a8y (o1 5 3 g sall il all S Ja 14 3
nametag? g~ 7 s 53 Al Lgle
NA [ sy
YEs P )
3| 15. Was he able to communicate with No [ g g dual gl e 108 ala gall (S Ja 15 3
customer? ST
NnA [ sy
YEs A .
4| 16. Was staff courteous / friendly? No [ y Slaal/Ta oy aba ol S Ja 16 [ 4
NA [ sy
4. SERVICE Ll 4
Scores Critical Areas Al C¥laal Ltasl
3 : 2S ) Gl Baailly Cala gall B b 17
17. Did attendant check whether you need YES X i u- uu),’-d S }A] e
3 i r complets oil chanae? S ol ol Syl ALY Fliag s L) 3
op up or complete oil change? No [ N ¢ s,
3| 18 Didattendant check with you whether  YES X pal 3y 5. ca€13) Lo e Cila gall Gin3 b .18 3
only il is to be changed or oil with filter? no O ) €Al 5 30 af dagd g 5Ny
19. Did he check using gauge the quantity ~ YES [X] an phAEul a5l 6 s aly cals all W6 o 19
3 required to be topped up and informed i Al G AeS I Gl ulaall 3
you? Nvo [ Y Sallly Wil 5 Lol
PO Sl Gl e Baadll il gl BlE 2
3 20. Did the attendant check for oil leakages YES m g uﬁ;ﬁt}:} Al e bj:{j i 0 3
under your car from filter and drain bolt? NO D y i tc 3
3| 21. Did the attendant drain the used oil ves K] P atnall 0 IS &g i Cala gall 6 Ja 21 3
completely from your car? Nno [ ) Pl o (pa
2| 22 Did he ask whether you want the engine  YES pe Al el el dae oS ol il Ja 22 5
to be flushed and did it if you agreed? NO |:| Yy £2lisd) 9o Jla ot iy
3| 23. Did the attendant fill the correct grade as  YES P axd Cu ol Aa jofp o8 Adlaly Calh pall W8 s 23 3
you requested? NO O y fleidh Ll dsgaall
2
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Scores Critical Areas Aol e aall L\a
3] e or ovaand apalf | YES 4S5 a0 f e b a 24
minutes? NO D y $lai g 43 saad Jaeill s &
3 25. Did t.he_attendant ensure that the carter YES m pu wfiﬁﬁﬁmﬂﬁs j::‘;‘_ﬁ‘ 25 3
bolt is tightened and there are no leaks? NO 0O y e 3l
26. Did attendant carry out the following Aglaall il saill ol jaly calagall o8 Ja 26
complimentary checks: _ sagial)
ves @~
31a. Battery Water top up no O Y A jthdl el AiL) 31a.
na [ by
YES ool
31b. Coolant Water top up no [ ¥ coolant/s ll sledilsl  31b,
NIA % Sy ¥
YES i ;
31¢c. Auto Transmission Fluid top up NO D e: YV AS el i JLP u.\_) 43\_..;! 31c.
(O sdpant )
NnA O asyy
YES pal
31d. Brake Fluid top up no O ¥ del il cys el 31d.
NvA [ sy
ves I
31e. Gear Oil top up no O Y oAl el dia) 3e.
Nna [ iy
YES ol
31f.  Air filter cleaning vo O N Syl ks 31f,
Nna [ ahiy
YES ol
31g. Wiper Water top up no O N a3l allual sle dils) 31g.
na [ sy
YES axl
31h. Clean engine using air gun no O ¥ ehsall Getese aladiudy ol il 31h.
na [ sbay
N/ .
3| 27. Were any of your questions related to :;E:‘)S ?’; Aalaiall elilind oo o e 37"%\.!‘ um Jda 27 3
lube change answered? o 3l et Alany
na [ by
A R T e 2 . 1. R
3 28. ais (t:r:re staff place the mileage sticker in :'ZS ?: ‘Lsﬁm?‘:i:ﬁf;ﬁ 28 3
' na [ ssny € ol
YES ax
4] 29. Were you offered a receipt voluntarily?  NO O Y SLobaa i) Jemy e e Ja .29 |4
va [ by
5.  REST ROOMS AND MOSQUE saually (laadl [l ) Aai Gig 5
Scores Critical Areas Al el Laaitt
3 30a. Were they adequately stocked with all ves Bl A5l e Jliall arana 3 e CilS da 302 3
necessary supplies such as soap? NO D ¥ Sosiall Jia
NA [ Gy y =
+ 3
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Scores Critical Areas Aol e Jatai
30b. Were they adequately stocked with all ves K] = s pall il jliual asens 3 3¢ cuilS Ja 30b
necessary supplies such as toilet tissue? NO D v Coall s (599 Sia
NA O by
30c. Were they adequately stocked with all ves X s 4 galt il 3l & B eae ilS a 30c
necessary supplies such as paper towels? NO D y 4.8 13 dliall Jia
(paper towels are not required where fuily Gliae ji 55 vie 4y glhaa ye 4460 adliall)
operational hand dryers exist) nva [ sayy (Y1 )
31a. Were sinks clean? YES i ks dulad "“LS e .31a
require comment when marked ‘No’ no O ¥ gl (oa s Y eyl S 1)
NA [T sy
31b. Were mirrors clean? YES pd o TalLLd S ds 31D
require comment when marked ‘No’ no [ ¥ gl (o2 MY Ada Y cals 1)
NnA [ gy
31c. Were hand dryers clean? YES i . fm ‘*sAf,w,,i_'u"“ ujls d“. 31c
3 require comment when marked ‘No’ no [ ¥ grasll 2o Y ey cals 1) 3
NA [ sy
; ves [ ; Ak ) slall Sl culs d .31d
31d'yggﬁ:?&:ﬁfgsv?:::?narked ‘No’ No [ ?:: gresll o2 MY eyl cals 1)
NA [ sy
YES pd
31e. Were toilets and urinals clean? no O ¥ fagk Sl Al cilS Ja 31e
N/A E Gl ¥ —
YES A ‘-'","u.-:be ) wils da 32a
sz :/t;lqedieredgg;frﬁfr?tnvzhen marked ‘No’ NO D by R R R A
(V7N I SRR
ves Kl
32b. Were walls clean? Nno [ N i Uaall il Ja _32b
NnA [ gy
YES s
32c. Were ceiling clean? Nno [ N ik Gl S Ja 32¢
NnA [ gy
ves
2| 32d. Were vents clean? no [ b $agdas bl i€ da 32d | 2
na [ sy . —
ves [0 o i Claia Y1 248 Ja 32
329.£§Jﬁ;]28$n2|:§tnv’.\?/hen marked ‘No’ no X Yy gl o MY el s 1y
FLOOR WAS WET NA O sy
ves
32f. Were baseboards clean? No [ ¥ $1ak saeldll # ol fhailall )50 el Ja 32f
na O sy
ves I o
32g. Were grout clean? no [ N fads LW oIS Ja 329
NnAa [ sy
4
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Scores Critical Areas FEWI LA POX | Jalaal
YES pi
33a. Were trash containers clean? no [ k' $ia,kn daladll by sla il Ja . 33a
NA [ @iy
2 - 2
ves D
33b. Were trash containers not overflowing? NO [ b} fhaild e ddadll chda calS Ja 33b
NA [ gy
e =
2 34. Was the restroom smelling clean & no [0 ¥ ) ) Alaiay digdai sleal) Aadl ) il Ja 34 2
fresh (without any offensive odor)? planll 4 Agu S Aad,
Na [ gsuy
; Jand aleadl b i eatl) asan i€
35. Were all the facilities inside the ves B e A di; 35
restroom in good working condition? . N e (]
2 require comment when marked ‘No' O O v g sl o2 MY AaY) s Y 2
NA [ iy
3 9(5) waulai anauall A8 i L ¢
36. Was the Mosque premises clean? YES D ax ( ), :‘ ’ ,,:; ,L“;r"u:‘ﬁ 36
2 require comment when marked ‘No’ no [ ¥ gl o> Ayl s 2
NA [ asiy
Comments: silaaall [ gadedlf
FOR OFFICE USE ONLY 388 i<l aladiuy
Aaaual) LlaL LAY e sl .
0, O . o
% ACTUAL SCORE maximum | Evaluation: sl
Approach and Cleanliness Aalaill g ol B |1
Greetings and Initial Checks | &1 cilSudill y cas il |2
é{)ap;fearance and Behavior of il pall ol g selae |3
Service daaall 14
Cleanliness - Restroom and Clalaadt — ddtlailt |
Mosque dasaall g
TOTAL £ gaaall
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MUSAFFAH Ind. u\ty S/S - 758
Mussafah Ind, l}
ADNQOC t%?rRIB TION

DHABI
DESCRIPTION Q7Y  PRICE TOTAL
VoyagrSilveriL 4,00 18.00 72.00
TOTAL 72.00
CASH PAYMENT 72.00

You were served by Operator
DATE 27/02/2012 11:28 Ti 32 01 3312

Thanks for Shopping .........

SERIAL NO.







