L]

“

&'jﬁé—ﬁm&m ;F]"[ﬂ*

1

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

SERIAL NO.

T

2|9

A \ )

—,

P
Pan Arab Research Center &

O < Emarat 10 s Eppco / Enoc / m%ﬁa\ Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
}55 Name Number Name Number | Name Number
thedeep [CloloR]
Gender Height Built _ Ppectacle Beard | Mustache] Ethnic Groups
M F ITIM]SJIT [MIF |Yes]No [Yes [ No | Yes | No_|Indian [Pakistani[Filipino [Expat. Arabs| Others:
ROODKRODOROOROKRO X O 0O O O
EMIRATE V;:Ztiz;" Abu Dhabi |  Dubai Sharjah Al Ain g’:‘;‘aﬁ: Ajman Kﬁ:?m‘:h Fujairah
O < O O O O O O |
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
Yool 0| T[S 18[9 [0l | 0l ¥/ 55118:3¢
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday I Sunday| Monday | Tuesday ‘Wednesdayl Thursday I Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 ] PAY OF
vt T O O 2®O vst | O O O a a B O
1. APPROACH AND CLEANLINESS ;35\233\‘9 g\)ﬁ\‘ll 1
Scores Critical Areas Al ¥l Lial
ves B} o5 .
1. Was there proper sign to the Lube no [ q dihie e AVl dsalydaddia GlS a1
changing bay? Sy U
na [ shiy
_ vEs R
3 2. \o/\:::r:ihzzcijlf?be changing area clean and NO D S0 jes didi Cu ) uis Atk cilS Ja 2 |3
T RETY
vyes [ = . ‘
4|3 Was there any oil leaking and falling on = q e aedgs sl cui gl di s da 3 4
to the floor of the lube bay ? S W s Aslaia A ()Y
va [ ks :
vEs (A =
2| 4. Were the waiting area and table clean?  NO O Y faaday A glall g jUaniVt Aghaie K s 412
nva O shiy
o N ves I =
2 5. woarski;hge?telewscon in the waiting room NO D YUY R b e Osl S s 512
na O sdny
ves o i
6. Was the board displaying complimentary o ] y Ll lgle el Aldadl S ds 6
services neat and clean? faalsd g A8 e dlaall Claaadl
NA [ any
2. GREETINGS AND INITIAL CHECKS Al Y il g cua 2
Scores Critical Areas Gulual) el L
3| 7 Was there any delay in approaching ves [] p PR S TENC R JE LT S 3
customers? Nno A y Sorbl s Cals gl
8. Were you greeted in a friendly manner ~ YES O pr Gstal) A3, da kil 5 de 8
(pleasant feeling)? no BB ) ’ i (B
: S8 Ja rals sall &gl Caiaga Al elay (Y 1Y)
5| If no, please describe behavior: Was it - Lf R 1:33 . }S; ;E o J..‘ > 5
arrogant, without any expression, normal @ GIE omd e oA el
etc..... . e
No Gxo D’ia,r\%fg
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Scores Critical Areas bt cylal BATH]
9. Did he guide your vehicle for positioning  yEgg @ A auiall Sl N il Cals pall 5 Ja 9
3 at the stopper and asked you to switch ol L il o s ' . o 13
the engine off? No [ v el el Gshuldaau._nlh)a}:ud\ul.g}(
10. When asked by customer, was the . IS b Jraall (e il gall g Lonie
5 attendant knowledgeable of different ves M P :tﬂi“ - )]l d:,: / ﬁf‘d ]y e 10 5
grades of oil, filters and their relative NO D v S ~J &;9" . A
benefits? A fleia JS il 4
EY
YES i .. .
4| 11. Did he offer the waiting area to you?@ D £ ¢ Uaniyl 48 e oY e e da 11 (4
1o_rior olfer wating oA NO [ v
i YES :
4 12. ggjv?:e’)staff tfjank you as you wer@ ; es ] o € alas i€ Ly o K8y il pal s 124
9" i wal feuy enilh N0 R ¥
U J Q)
3. APPEARANCE AND BEHAVIOR OF STAFF tadSolg Cpiligall Lekia 3
Scores Critical Areas Ll ciylaal) PR
_ YES [
3 13. \a/msﬁ?;?umform of the attendant neat NO D ¥ 9Ly Gl elal) Gl gl Gl S Ja 13 (3
Na [ sy
YES D4 .,
14. Was the attendant wearing visible oy A3l (65 50 3 g sall il gl S b 14
3 nametag? No [] ¥ o . 3
NA [ sy
YES o .
15. Was he able to communicate with e dhal sl e 108 Gals all IS Ja 15
3 ” Nno [] ¥ o 3
customer? . Ol
NA [ sy y
YES A
4| 16. Was staff courteous / friendly? No [ y Sakalflagay alpdl IS s 16 |4
L nva O abdy Y
4. SERVICE sdadl 4
Scores  crificalAreas T T T T - C Lal@ovaa L]
: L saaills Cals gl A8 .
17. Did attendant check whether you need YES m e hu uu‘)uj _— }A{ ¢ 17
3 top up or complete oil change? S0 i ol Sl AlaY plias sl 3
pup pie ger NO D b ¢ JalsIl
3| 18. Did attendant check with you whether ~ YES px 8 S 1Y Lad lia Cala sl 3885 Ja 18 3
only oilis to be changed or ol with filter? @ O y RPACUPRUIR IR R RUNET I
19. Did he check using gauge the quantity ~ YES %4 pad il 5l (s e iy Cala sall LB Ja 19
3 required to be topped up and informed i A AwS I Gl ulgall 3
you? Nno [ ¢l il L)
o 00 Sl G e Gl ik G e
3| 20. Did the attendant check for oil leakages YES BJ s o ufu/f o gy fij e 20 3
under your car from filter and drain bolt? Nno [J I Ryas Loz
Syl
3| 21. Did the attendant drain the used oil YES DA a0 gl Sl IS & i Cala gall B8 o 21 3
completely from your car? NO D y el Jlus (4a
2| 22. Did he ask whether you want the engine  YES [A  a Ay el iy 5 S o @il Ja 27 5
to be flushed and did it if you agreed? Nno [ N fliad] ga Jla & Slly
3| 23. Did the attendant fill the correct grade as  YES 4 ax Syl Aa e 5 ALl Cali gall Adda 23 3
you requested? Nno O y il Al dagaiall
2
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Scores Critical Areas WU [ JEN FOL il
24. Did he request you to start engine and YES P oag .o sty a g3 ) e calla
3 leave it running for one and a half s ﬁu" PN e);u L5l ‘dl;dA 24 3
minutes? no O 3 final g Adda aal Jpaddl <
. ol 8 e/l ebia (f (g il gall <G Ja 25
25. Did the attendant ensure that the carter YES m px Ju .)j. U . . san
3 bolt is tightened and there are no leaks? et i ol il LS (g T B 3
olt is tightened a e 'NOD N eyl
26. Did attendant carry out the following Lilaall Clia saill ¢l ol alagall Jl3 o .26
complimentary checks: -adul)
YES pad
31a. Battery Water top up NO [_-_l bl Ay el ele A8l 31a.
na O sduy
ves A
31b. Coolant Water top up NO O ¥ coolant/3_all sls ddlz) 31b.
na [ sy
ves X o Y1 A8 jall J8U ) AL} 31
Cuy ) 48l
31c. Auto Transmission Fluid top up NO D b A )‘*,* Rt c
(Crshponait il
na O bsy
ves Xl
31d. Brake Fluid top up NO D ¥ bl ey ALl 31d.
nva [ sy
YES o
31e. Gear Oil top up no. O v ses i by dlal 31
na O sbuy
ves
31f.  Air filter cleaning no [ Y el ks 31,
na O iy
ves R}
31g. Wiper Water top up NO [:I ¥ Fla ¥ Sl slo il 31g.
nA [ by
ves A _
31h. Clean engine using air gun no [ Y elsell etae planiuly o el alas 31h.
nva [ sy
ves X L ]
3 27. Were any of your questions related to O ?’; Al Al (e ) Je Bl Ci da 27 3
lube change answered? NO Syl el Adasy
va O sy
‘ _  yesK 0= s e Ghuale gy alisall i s 28
3 28. glg ::r: gtaff place the mileage sticker in NO D N Y L Alesall [ jia LS 3
o A [ sy 9l
1) ves[O &
4| 29. Were you offered a receipt voluntarily? ~ NO 4 Y LA ol dha g e a ye Ja 2914
J howl® audt Aoy e A DD sy
ENY: e =
5.  REST ROOMS AND MOSQUE sdaeuall g (alaad) [l 5) Aai M i E 5
Scores Critical Areas Tl el Jalaih
3 YES i 3
30a. Were they adequately stocked with all %‘ e’: ) g_pall e lnall aren 3 jeae ilS Ja 302
necessary supplies such as soap? NO ¢ogball Jia
na [ gy
3 +
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Scores Critical Areas Ll et PATHI]
ves A
30b. Were they adequately stocked with all 0 ?“; “osall Sl ludll fiens 5 30 culS Ua 30D !—
necessary supplies such as toilet tissue? NO Sl il 344 Jia
NA O gy —=—ed
30c. Were they adequately stocked with all ves [] an Lyl e Sl & 8ee S s 30c
necessary supplies such as paper towels? Nno [ N 48 ) ol cadlialf Jie
(paper towels are not required where fully Gldiaa g aie 4llae 4 ad,dl aaliall)
operational hand dryers exist) NA B gy (331 2
" Tiada Jubdl eals
31a. Were sinks clean? ves X4 i il '"y"dfwﬁ ,&%."318
require comment when marked ‘No' no [J ¥ Tl o2 T A s iy
| NA [ gayy
: PR PRERTS
31b. Were mirrors clean? vEs DY il g 1 ijr'j 'tSdT' |'31b
require comment when marked ‘No’ no [ ¥ sl (o2 YT Ala ) s 13
vA [ sy
N Cadla; R | e i<
31c. Were hand dryers clean? ves 4 . T“L” "séfé,:"h:;‘u .&dr. "310
require comment when marked ‘No’ Nno [ b el s Al ol 3
vA [ gy
- TR T
31d. Were dispensers clean? YES E o . ,“ u’ehfi!,ﬁhi;ﬁ \S\Sd‘:‘ 31d
require comment when marked ‘No’ Nno [ b e Al e MY ALY sy
NA [ sy
ves M
31e. Were toilets and urinals clean? Nno [ ¥ ik Joatl A€l il 31
NA [ sy
32a. Were doors clean? ves B pad o) i "vab\f;ru&&)? "328
require comment when marked ‘No’ no [ Y g2l o2 MY ) S 1y
- N/A D (hiy Y
ves K
32b. Were walls clean? Nno [ y fAada lanll cuilS s 32p
NA [ Gy y
vEs DY
32c. Were ceiling clean? Nno [ ¥ feiki el IS s 320
Na [ sy
ves X
32d. Were vents clean? Nno [ N $adalas Ml S o 32d | 2
NA [ sy
; P culuca Y1 cul
32e. Were floors clean? ves X - o gl M'A‘m,,y"", i{y‘u" ’LSJT‘ “326
require comment when marked ‘No’ Nno [ Yy sl o2 MY sy S 1y
NA [ gy
ves A
32f. Were baseboards clean? NO D N faa,day sac Al z AR 5 culs Ja 32f
NvA O gy
ves X
32g. Were grout clean? NO D b4 Sk b S Ja .32g
NA [ sy
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Scores Critical Areas Tl ¥l pATHY]
YEs IX| e
33a. Were trash containers clean? NO L__] ¥ eaaudas ddbaill iy gla S Ja 333
5 NA [ asuy )
ves ]
33b. Were trash containers not overflowing? NO D ¥ faald e dalaall Chda S da 33b
NA [ iy
ves i e s ,
2 34. Was the restroom smelling clean & no [0 sl Os) Adimte g Aikai leal) Aadl ) CilS o 34 2
fresh (without any offensive odor)? f(plandl A gy S Aadl
NA [ iy
3 Jand alaadl 8 G jagadl anea <l Ja 35
35. Were all the facilities inside the YES & g ¢ @ d—‘*‘(‘: Sy
restroom in good working condition? L. = e ot
2 require comment when marked ‘No’ no OO ¥ aasill (o MY AV S 2
NA [ ey
; $(5) ik daal 2B i e S
36. Was the Mosque premises clean? YES D f‘” ( ), );J\ ’ N Lt‘g;";‘is“j.; 36
2 require comment when marked ‘No’ Nno [ ¥ et oKt S : 2
NA B sy
Comments: clBadlall / galedlf
FOR OFFICE USE ONLY Jasd Cigall plasiud
Alaacall Lalail sl ey sl .
y . luation: : aadill
o ACTUAL SCORE | _ MAXiMum . | —vauation el
Approach and Cleanliness aalkailly ool 8 11
Greetings and Initial Checks | s Sl cua il 12
ég}fearance and Behavior of il gall sy ek [3
Service iaaall (4
Cleanliness - Restroom and Slelasll — 2kl )
Mosque dneall
TOTAL § ganall
5
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KHAL.LFA CITY
KHALLFA
ADNODC DISTR
ABU DH

DESCRIPTION Q1Y

“Voyag-31 lveril 4,50

New N)ssan Al
TOTAL
CASH PAYMENT

You were served by Operarm

DATE 12/07/2012 18:30

PRICE TOTAL
4.00

53.99
26.00

29.00
#9.06

3
12 83 03 8379

THANKS FOR SHOPPLNG .

" SERIAL NO.

2

9







