+ 1 + +
i
PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center (¥
Da\)u! Emarat / O 45/ 5S4 Eppco / Enoc /I 43 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR.#
Name Number | Name Number | Name Number
| O/ 3 AV enprd | | |
Gender Height Built  Bpectacles Beard | Mustachel Ethnic Groups
TIM [S|T [M]F |Yes|No|Yes]No|Yes[ No Jindian [Pakistani|Filipino [Expat. Arabs[ Others:
IDDDDDDDID.DDI O O
EMIRATE “é::z’: Abu Dhabi |  Dubai Sharjah Al Ain ‘é’:x‘a:: Aman | (RSA | Fujairan
O X O O O m Ol O ]
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
Q6] O3] Ay |Iylloo]l ©]) ol1 10 5\0.54
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturdayl Sunday | Monday I Tuesday lWednesdayl Thursday l Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
vISIT : VISIT X
| 0O O O O 0O 0O O O Od
1. APPROACH AND CLEANLINESS ::GLEJS\J &,:b‘.'é}’i 1
Scores Critical Areas Aaalal) YLl Jatai
YES L o .
1. Was there proper sign to the Lube no [ y dihic o AYalldsalyjindallia glSda 1
changing bay? Sy M puss
na [ sy
‘ YEs [ a
3 2. \é\:g:r:ir‘\zzé%be changing area clean and no [ Y S ey dighs cy 3l e dihieculS da 2 (3
NnA [ abny
ves [0 . . o
4|3 Was there any oil leaking and falingon | £ q e e g cul i gl dis S a3 4
to the floor of the lube bay ? 2 ey M s Adhaie (& Y
nva [ sy )
YES Py
2| 4. Were the waiting area and table clean? NO [ ¥ gl 4l gl 5 Uiyl ddhie S o 4|2
NA O by
" YES ey
. h ision i iti gt % : s Lt
2 5 Woe;iitnge?telewsmn in the waiting room NO D SRR RN gy sl S s 5|2
NA [ aksy
ves pd o s s
6. Was the board displaying complimentary O q Aaild lgle jedai M da i i€ da 6
services neat and clean? Saadat g 435 ye Aplaall Colanall
vAa O sy
2.  GREETINGS AND INITIAL CHECKS AN sl y qua 1l 2
Scores Critical Areas Al cNLlaal Jaaal
3|7 Was there any delay in approaching ves [] px adf 8 8 el gl e glS da 7 3
customers? NO Y ol eas Cala gall
8. Were you greeted in a friendly manner ~ YES X pr Gsbal) B3, A il 5 a8
(pleasant feeling)? Nno O Y (g
S Ja rcals gall Sl Caim g a8 Blay (Y 1A
5/ If no, please describe behavior: Was it u‘ e Lj;j i{; j;]i ;'.'J.‘ 15
arrogant, without any expressnon normal i el s -
¢ &l
etc..... e
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Scores Critical Areas LW I SN PN | Jalas
9.  Did he guide your vehicle for positioning  ygg E Al A< EEEKTNENCIRTR 9
3 at the stopper and asked you to switch e 7 . o j o 13
10. When asked by customer, was the v . A< Jiaedl e il sall Joe lonic
5 attendant knowledgeable of different YES X i z:;;‘ ‘i ‘ )SI . :2 / |}.T‘ d!y 10 5
grades of oil, filters and their relative NO D y JImRSA SRS . i ‘ak'
benefits? fleda JS 0l 5d
YES :
4] 11. Did he offer the waiting area to you? # SV A8 e b jUsmy) elle vae da 1114
Dip NOT OFFER NO IX ¥
i YES i
4 12. ggiv}zgvstaff thank you as you were P € a3 S Ly o Kty Calh o A5 12 (4
“Dip Aot $AY AniYTH MG NO ¥ S
3. APPEARANCE AND BEHAVIOR OF STAFF tpeS sy Cpiligall jelia 3
Scores Critical Areas Ll Sl A
, YES [
3 13. Z\r/]zsﬁ?;?umform of the attendant neat No [] Y0y Gl el Gl sl Gl S s 13 3
Nna [ seuy
YES pad N ,
3| 14. Was the attendant wearing visible No [] g O U (o 3 g pall Cilasall IS Ja 14 3
nametag? $z im o1 danl Lgile
va [ aauy
YES pad .
3| 15- Was he able to communicate with no [ q &o deal il e 108 Calasall S Ja 15 3
customer? SO
NA O siyy
YES pov
4| 16. Was staff courteous / friendly? No [ ¥ Slahal/lasay Cals ol S Ja 16 (4
NA [ sbyy
4. SERVICE il 4
Scores Critical Areas Ll c¥laall Ltasl
X : 23S ) cayad Gaanll Caly Va8 Ja 17
17. Did attendant check whether you need ~ YES o SO o Gl il ¢
3 top up or complete oil change? S0 el Sl AlaY st s L) 3
p up p ge’ no [ N el
3| 18. Did attendant check with you whether ~ YES 4 prd A8 S ) Lagd lia Cals sl (38a5 s 18 3
only oil is to be changed or oil with filter? yo O N ¢ ildll 5y 3l ol Jadd ey 5l s
19. Did he check using gauge the quantity ~ YES a2l W (g glse (bl Cilasall JE 4 19
3 required to be topped up and informed g ANl e I Gpanll uaall 3
you? No [] Y Sellly il L)
DO Cu il 8 O 38l cabs pol) A8 Ja
3 20. Did the attendant check for oil leakages YES E o qﬁ).;;j:li} jﬂﬂ‘.c}a Dﬁi e 20 3
under your car from filter and drain bolt? Nno [J y i ey
3| 21. Did the attendant drain the used ol YES o Jeasall a3l S iy Calagall A6 21 3
completely from your car? No [ y feliHlw (e
2| 22. Did he ask whether you want the engine  YES i M Al el el Qe oy icaS gf dill Ja 22 2
to be flushed and did it if you agreed? no [l Yy faligdl o Jla JPLREIAY
3| 23. Did the attendant fill the correct grade as  YES paxd Sl s /e 5 Adlaly Cals gl W8 Ja 23 3
you requested? No [ y fleilla Ll dapaall
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Scores Critical Areas Al ¥l PR
24. Did he request you to startengine and  yEgg m 0 aS 5yl Jusd a g of dlia calk Ja 24
3 leave it running for one and a half O aal e Aads paal Lacll Al _d 3
minutes? NO D N T iiai g 4883 3aal Jpll &
.y 3l 48 e A gebia of (e calasall 2SB o 25
25. Did the attendant ensure that the carter ves X P )X- J: > R ; sas
3 bolt is tightened and there are no leaks? G s Gl 4l LS A Tam B 3
olt is tightened and there are no leaks? o [ N eyl
26. Did attendant carry out the following Agladl Clba sadll ¢l jaly calasall A8 Ja 26
complimentary checks: -adudl
YES o
31a. Battery Water top up NO |:| b Iyl ole dilz) 31a.
na [ sduy
ves A
31b. Coolant Water top up no O y coolant/smll e dilal  31b.
va [ ahyy
YES E o Vi 48 jalt Jik Al 31
 lea ) R
31c. Auto Transmission Fluid top up NO D b} G HE ‘)L‘_js o c.
(0 sdanit yill)
na [ sy
ves 4
31d. Brake Fiuid top up NO D b Jaljall ey y ALl 31d.
na O sdny
YES o
31e. Gear Oil top up no [ Y Ces Al ey il 3ie.
nva [ say
YES ol
31f.  Air filter cleaning no O ¥ ol ks 31f,
na O sy
YES 4
31g. Wiper Water top up no O N o 3l cilalinal L L) 31g.
na [ sbuy
YES [
31h. Clean engine using air gun NO D Y el et pladinls O jaall Caais 31h.
na [ adiy
_ YES 14 . .
3 27. Were any of your questions related to 0 Aalaiall lilind (ge (gl (Ao Al D 27 3
lube change answered? NO o M uad Agdany
na [ ssuy
) . ) ~ YES X o 2 e eale pun g slgall JB o 28
3 28. auej ;l;er ;taff place the mileage sticker in NO D N o s i @D Aileaall [ jia 1S 3
va [ ssuy $8 gl
ves o
4| 29. Were you offered a receipt voluntarily?  NO 0 ¥ 0 jal il Jayelle e Ja 129 (4
nva [ sy
5. REST ROOMS AND MOSQUE sdadall g (akesdt [l 5) Lalhudg 5
Scores Critical Areas el E¥laal) pATH]
3 YES . 3
30a. Were they adequately stocked with all O = Ay 5 piall Gl sl azan e <3S Ja 30a
necessary supplies such as soap? NO ¥ S0 gdbalt Jia
na O sy -
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Scores Critical Areas Flal) cYa) BATH]
. YES =~ N o
30b. Were they adequately stocked with all o O g sl e 3l mueas 3 jeme i< o 30b
necessary supplies such as toilet tissue? Sl il G559 Sie
NA O gsy =
30c. Were they adequately stocked with all ves 4 pa 45wl cila il e B 3eaa S a.30c
necessary supplies such as paper towels? NO D v 48 ) ol Cadiliall i
(paper towels are not required where fully Gilidas 8 0 i 4yllae e 48 M Cadliall
. A B P )
operational hand dryers exist) wa [ Gy (Y i
Pt 3 Paatsns Julaall cuilg
31a. Were sinks clean? YES o g '"Y"'J;..L;\jluj _6%3{313
require comment when marked ‘No’ NO D b Tt > ) s 1)
NA [T gy
R ; Faighi Ul al) cos
31b. Were mirrors clean? YES o 3 .fy.. ijyru .IS‘JTM'Mb
require comment when marked ‘No’ no [ ¥ TS > il el
NA [ gy
; TR PP R FGRENT;
31c. Were hand dryers clean? YES & pr 51 - ‘ﬁéf,y,:\_‘gwu: .tsdz|.31c
require comment when marked ‘No' Nno [ Y e Al s
Nva [ skay
s fAaky o aliall il g .
31d. Were dispensers clean? ves X px i }3‘“ o "Y'fhia‘yltﬁ \SJT';|31d
require comment when marked ‘No’ Nno [ Y Tt o> sl :
na [ gy
YES o
31e. Were toilets and urinals clean? no [ Y ke ol Sl il da 31
nva [ sy
3 faadny Ll eV el Ja 32
32a. Were doors clean? ves X pr o "\J'fft_.iy:.uts o a
require comment when marked ‘No’ no [ ¥ & i gt ;
NA [ gy
ves 4
32b. Were walls clean? No [ Y fdadss Uandl S Ja 32D
NA [ Gsyy
YES o
32c. Were ceiling clean? Nno [ N Sl Camadt 1S da 32¢
na [ sy
ves M
32d. Were vents clean? no [J ¥ $aadas Ml cwls Ja 32d
Na [ gy
3 Ak G,V S Ja 326
32e. Were floors clean? ves 4 o o i g l'ui\.ﬂt.s < 1y
require comment when marked ‘No’ no [ Yy & w2 A :
na [ gyy
YES X
32f. Were baseboards clean? Nno O ¥ $aki saelall & o fldladl 51 S s 32f
na [ gy
YES pad
32g. Were grout clean? no [ b Sl L3 S Ja 32¢g
NA [ gssy
4




fresh (without any offensive odor)?

34. Was the restroom smelling clean & L;‘ Q) Adiata g Aakas plaall 4ot ) CuilS da 34
2 NO D ¥ ?(e\.«;.“ L?.si\y)S sl 2

Scores Critical Areas Agabuadl) ¥ Laal) PAYH|
ves 4
33a. Were trash containers clean? Nno [ b Ak daladll s S o 33a
2 NA [ @by )
YEs i
33b. Were trash containers not overflowing? NO [ ¥ Sl e Al clda S Ja 33b
NA [ abuy
Yes I
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NA [ gy
: 3 el 8 il jugaill azen <3S b
35. Were all the facilities inside the YES o JeidelFel g SE O 90
restroom in good working condition? L. s o
2 require comment when marked ‘No’ no O ¥ cpasll o YT ALY s ) 2
NA [ aiy
N 3 €(3) Lahi dawall delE g e S
36. Was the Mosque premises clean? YES e ( ), 0 ,,;ﬁ . L‘;?‘,"ftsﬁ 36
2 require comment when marked ‘No’ Nno [ ¥ grasill o MY ALY S 2
NA [ gy
Comments: rdaadlall / galadll
FOR OFFICE USE ONLY Ja8d CuiCalf ‘a\dilu\l
Alacal) Jalail) Ll el ) . .
0, g N -
h ACTUAL SCORE | maximum__ | Evauation: )
Approach and Cleanliness Aatlaill y il S8V |1
Greetings and Initial Checks | ¥ lSuiall s cua 531 12
g:)ap;?arance and Behavior of il sal) sl s setae |3
Service ieaall 14
Cleanliness - Restroom and Slalaall — Akt |
Mosque i g
TOTAL & saxall
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iy,

.

OESCRIPTION QfY PRICE *. TOTAL
7 85.00 0

0il System Cle . 85.00
VoyagrSilveriL 4,00 14.00 56.00

TOTAL 141.00

* CASH PAYMENT - 141.00 °

You were served by Operator

1
TATE 24/03/2012 10:534 T1S2 01 7851

THANKS FOR SHOPPING. .

SERIAL NO.







