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PROJECT : ELARA (Lube Change - FINAL 2012)

PROJECT: ELARA - Lube Change
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SERIAL NO.

3| 4

N
Pan Arab Research Center E

O < u Emarat 10O asvs Eppco / Enoc | B8 <9 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
,_4 / Name Number Name Number [ Name - Number
i Ao |59V _|facTh HEEE
Gender Height Bullt _ [Spectacles Beard | Mustache] Ethnic Groups
TIM[S | T [MJ]F [Yes|NoJYes| No Yes | No |indian [Pakistani|Filipino [Expat. Arabs] Others:
-DDDDIDDEDEDID O X 0O O
EMIRATE V;zzt;;" AbuDhabi | Dubai Sharjah main | g’:;‘aﬁ" Ajman Kﬁ:ism“ah Fujairah
O O O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
Flglgl ols | < alL | |+ | olt ll6:50 710
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturdayl Sunday[ Monday | Tuesday IWednesday! Thursday [ Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
ISIT . VISIT
v O O O O O O 7 O X O O O
1. APPROACH AND CLEANLINESS Ak g g\ﬂ‘;ﬂ |
Scores Critical Areas ALy @Ylaall Jalgi
ves [X e.-.
1. Was there proper sign to the Lube no [ dshia o AVl dsual g da g dlia OIS d‘% A
changing bay? ey sl
nva O ;5#;1
. YES o ‘
3 2. \é\:g:;ir;z(lj%be changing area clean and NO D g T e Ak s ibiecu€ s 213
nva [ assy
ves [1 . . .
4|3 Wasthere anyoil leaking and falingon o =3 q Sleae dys o gldia s da 31,
to the floor of the lube bay ? Sy M yuas Adbaia & LY
A [ sy ?
vEs M
21 4.  Were the waiting area and table clean?  NO O ¥ faadas Al gl sty dshie il Ja 4|2
nva O iy
" YES Pt
R the t ision i iti gl 4 s s s
Ak woariinhge’? elevision in the waiting room o ] v eVl A e (B Jem oeodil 80 512
7S R
ves & w o s
6. Was the board displaying complimentary o [] g Lald e el Al sl culS da 6
services neat and clean? adudai g A0 ye dgilaall Cileasd)
na [ abuy
2. GREETINGS AND INITIAL CHECKS A il g cus il 2
Scores Critical Areas Aot el Lalasy
3 7. Was there any delay in approaching ves [] - PR [NV bl gsds 7 3
customers? Nno K y el ea Cala gall
8. Were you greeted in a friendly manner ~ YES X px slaly) 48,48 b cm il S da 8
(pleasant feeling)? NO D Y S (g
TE b ik gl ol Cim g o8 sl <Y 1
5| If no, please describe behavior: Was it © :3: \:j X ﬁ:\ jﬁ PR 5
arrogant, without any expression, normal (Ee <l e A 4 g R &—h-a-u' 4
etc..... ?__,CJ\
1
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Scores Critical Areas LI I PO PATHI]
9. Did he guide your vehicle for positioning  ygg 4] i Ll el 3 ol o Gals ol 2

3 at the stopper and asked you to switch e ::M‘u 0. "iﬂu i . dj ¢ L:.,J; 9 3

the engine off? o 1 L il T bl (A
10. When asked by customer, was the [ \ S da cJaandl (pa il pall e Lonie 10
attendant knowledgeable of different YES e ch L e yd il )

5 g - . ul)ﬂdijuﬁjlul;)d/tlyiuhweh 5
grades of oil, filters and their relative No [ y o AR
benefits? fleta JS il 4d

YES ] - .

4| 11. Did he offer the waiting area to you? NO g P: ¢ eyl dd e oVl elle m e da 11 (4

4| 12. Did the staff thank you as you were YEs I ki S a8 G yall o5 0 12 | 4
leaving? No [J y 7 = e ¢ .

3. APPEARANCE AND BEHAVIOR OF STAFF TS sy Cuilhgall Lelia 3

Scores Critical Areas Ll iyl Jlas

, YEs M .
3 13. Z\rl]zstit(;\ye?unlform of the attendant neat Nno [ Y 905 ey Gl unlall il gl il S s 13 |3
NA [ sy y
YES p ..
3| 14. Was the attendant wearing visible No [ q ek A8y (55 33 3 g sall il all IS Ja 14 3
nametag? Tz 50 4l Lgide
NA [ siiy
YEs K o
15. Was he able to communicate with e dealsill e 10 Gals gall S a5
3 tomern No [ b} b 3
customer? . PR

A [ sy
YES N

4| 16. Was staff courteous / friendly? No [] ¥ fahal/lagay abisdl S Ja 16 [ 4
NA [ ssuy

4. SERVICE rdaadll g

Scores Critical Areas T O LalWavea )]

: S o) 3aalL Cabs ool A8

3 17. Did attendant check whether you need YES E = wjﬂi:)jju .'ul..a‘y C\J)j: :)l—:f; o 3
top up or complete oil change? NO D y inddd i : ?LLQ(SL

3| 18. Did attendant check with you whether YES [4 px 5 S 1Y) Led e cabs gall (38a3 Ja 18 3
only oil is to be changed or oil with filter? No [ Y € a5 e 3 o i 3l s

19. Did he check using gauge the quantity ~ YES DA s il i (5 s Gy Gl 5all LB s 19

3 required to be topped up and informed g Ay AeS Gl il 3

you? No [] ¥ el il gl
R e Dl G e Biadll ol el JG |

3| 20. Did the attendant check for oil leakages YES B pai <= wf: u/f o A s J\iﬂ s 20 3

under your car from filter and drain bolt? Nno [ N s e 8JE
Sy 3l

3| 21. Did the attendant drain the used oil YES e el IS i Cila gall A8 a2 3
completely from your car? Nno [ Y Pl s e

2| 22. Did he ask whether you want the engine  YES [ ax P85 oaall dpue 3y 5 i€ ) lila Ja 22 5
to be flushed and did it if you agreed? NO D y Seligd) ga Jla &l

3| 23. Did the attendant fill the correct grade as  YES B axd Sl s e 5 Adlaly Calisall B8 Ja 23 3
you requested? no [ y el il dagaiall

2
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Scores Critical Areas Tl el Laait

5| 2 e e s el Y B o sy g iy ot f e ol B 24 {4
minutes? no O 3 Ty Aida saad Jpldll Als 0
3 25. Eid t'he'attendant ensure that the carter YES IZ pu uiﬁgﬁﬁ:ii\:h j\_\fizﬁ 25 3
olt is tightened and there are no leaks? NO D N g fen sl
26. Did attendant carry out the following el Gl gadll o) ok calagall B o .26
complimentary checks: -a il
ves A
31a. Battery Water top up NO D N A sl ela il 31a.
na [ iy
YES oo
31b. Coolant Water top up NO D b coolant/s yll ele il 31b.
A [ sy
yvesd =~ -
31¢. Auto Transmission Fluid top up NO D N GV Sl JL(*::;?;T; 31c.
=Ry i
YES pod
31d. Brake Fluid top up NO O b Jal_ll 2y ) Adlual 31d.
na O adiy
YES o
31e. Gear Qil top up no O b ool [l iy Al 31e.
NA [ iy
ves A
31f.  Air filter cleaning no O Y el ks 31f,
na [ sy
ves X o
31g. Wiper Water top up Nno [ y o lalinal cls Ll 31g.
nva [ amiy
YES oo
31h. Clean engine using air gun NO O Y ehsgll Gedese pladiuls o jaall ik 31h.
na [ iy
3127 Were any of your questions related to :ES B : Aalaidl dlilind sl ‘515 %‘é}“ ‘—w da 27 3
lube change answered? Sy M s Agleay
na B asuy
3 28. Ewig (t:r;? gtaff place the mileage sticker in :(E)S P: Jxémﬁ&ﬁﬁ;ﬁ 28 3
' na O aduy 5 o
YES X i
4| 29. Were you offered a receipt voluntarily? ~ NO O Yy $1 lial 2Sind Jea g e 2 e Jda 29 (4
nA [ by
5. REST ROOMS AND MOSQUE el g (alaal) [l 1) Aal M g 5
Scores Critical Areas Tl el Lo
3 30a. Were they adequately stocked with all YES E ™ iy g puall e iasal) aana b e S o .30a 3
necessary supplies such as soap? NO D ¥ T al) Jia
na O gy
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@res Critical Areas EEW I N PR Jalaih
YES P
30b. Were they adequately stocked with all no [ P:: 43 el e Sl any 5 jgaa cuilS o 30b
necessary supplies such as toilet tissue? Clf sl (3 3.9 Jia
NA [ sbuy
30c. Were they adequately stocked with all ves [] ard A somall il il &2 8¢ <ilS da 30c
necessary supplies such as paper towels? NO D ¥ A8 ) o) CAEUal Jie
(paper towels are not required where fully o Cliiae 35 vie Gygllaa e a4l ailiall)
operational hand dryers exist) N/A Gy ¥ (¥ o)
~ - Tl o o
31a. Were sinks clean? YES e 2 _"y"d:u\:;‘ujfsd?l.31a
require comment when marked ‘No’ Nno [ Y sl o MY Al s 1y
NA [ gy y
] ; Thaydai Ula) ol
31b. Were mirrors clean? YES prd o i Jljyr‘j 'LSdT' |-3‘”)
require comment when marked ‘No’ Nno [ ¥ Taasll MY Aa Yl il 1y
NA [ sy y
W . e 1 ol _,
31c. Were hand dryers clean? YES e . :ﬂa g-\:é:_hls:;rulijr l.31c
3 require comment when marked ‘No' no [ b Tl 2 YT A cals 1y
NA [ gy
< ; Ak )l CUSL o
31d. Were dispensers clean? YES o - et ,,\J:'i L\yr"ﬁsd‘: |‘31d
require comment when marked ‘No' no [ ¥ T A e MY Al s 1y
NnAa [ gayy
ves R .
31e. Were toilets and urinals clean? NO D ¥ FAdas Joah sl <l s 31e
NA [ gy
3 Paada; b oYY s
32a. Were doors clean? ves [ s _— ‘,,yff ’lfy‘uf E‘Sd‘: |'323
require comment when marked ‘No’ no [ Y et o Y RlaY) S 1y
vAa [ gauy
ves K o
32b. Were walls clean? Nno [ Y fadlas Jllaall culS s 32p
NA [ swny
ves A .
| 32c. Were ceiling clean? NO D ¥ Sk caull IS Ja 32¢
L NA [ gbuy
vEs M
2| 32d. Were vents clean? nvo OO0 v €4 Nl cilS s 324
NA [ sy
X PRI RENRERT:
32e. Were fioors clean? YES o S "‘y"“;d\fm ) ,&J’;A !'329
require comment when marked ‘No’ Nno [ Y g sl o2 PR
NA [ gy
ves i
32f. Were baseboards clean? No [ ¥ A8k sae ) = o ailadl ), 51 culS U 30f
NA [T sy
vEs A
32g. Were grout clean? Nno [ ¥ feiubas L3 QS Ja 32g
| L NA [ gayy
+ 4
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Scores Critical Areas Ll ci¥laall Jatast
ves [ o
33a. Were trash containers clean? NO D ¥ 44,01 dabadll iy gla i€ da .33
NA [ iy
2 S - 2
YES pad
33b. Were trash containers not overflowing? NO D b Piiailh e ddadll cilyga il Ja 33b
NA [ asuy
YEs P4 o ]
2 34, Was the restroom smelling clean & NO I:I N (;‘ BT Lliaia g Adghai plaall dsdl ) cilS da 34 2
fresh (without any offensive odor)? fpaall 3 A S A
NA [ asiy
3 Jand alaall d ) eail) panea cilS da |
35. Were all the facilties inside the ves B e P e e o 35
restroom in good working condition? o I N
2 require comment when marked ‘No’ no [ v gaasill (o> MY ALY S 1) 2
NA [ ey
3 (5) —akad daanall d2ld ol e O\S
36. Was the Mosque premises clean? ves [J e ()' }:A\ ' ,,;: LLL;T‘L')\S‘\J'T 36
2 require comment when marked ‘No’ ~ NO | [t el gl s 2
NA PRl ey
Comments: scUaadkall / gabasl)
FOR OFFICE USE ONLY Jagd (agalf PAREL N
Alaal) a3l LiEll Jey) aal)
[ 2 I .
o ACTUAL SCORE MAXIMUM | Evaluation: sl
Approach and Cleanliness aalasll 5 b VY 1

Greetings and Initial Checks Y Sty s il |2

Appearance and Behavior of il pall sl s edae |3

Staff

Service iaadll |4
Cleanliness - Restroom and Slalaalt — A8k
Mosque daeall g
TOTAL £ gaall
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EMBASSY AREA O
) AIRPUHT RO
ADNOC DISTRIB
ABLJ DHAB[ -

/ i})x.).
7

«D
UTTUN

It
- UAE

-~ DESCRIPTTON QY PRICE (074
VDYd?fu1]V8?I[ 4,000 14.00 h6.00
(oo la/Cam&f 1,00 25.00 25,00
TOTAL gi.00
CASH PAYMENT b1,

fou were served by Operator 1 o
DATE 28/05/2012 17:09  T1 33 01 thvg

THANKS FOR SHOPP 1N
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3

4 G
i S
A







