+

1

. DF ?v//‘;

1

PROJECT : ELARA (Lube Change - FINAL 2012)

+

PROJECT: ELARA - Lube Change
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Pan Arab Research Center &

[ e Emarat | [ @558 Eppeo/ Enoc | B @ Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
1.55 Suangenan | | T 1 [ |
Gender Height Bullt _ Bpectacle] Beard | Mustache] Ethnic Groups
M| F |[TIMI[s]|T [MIF [Yes | No | Yes [ No | Yes [ No |indian [Pakistani]Filipino |Expat. Arabs[ Others:
NooOROOROOROOEB O ® O O O
EMIRATE "':ZZ"‘;’: AbuDhabi |  Dubai Sharjah Al Ain g’;‘;“ai‘: Ajman Kﬁ:ism“ah Fujairah
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
@ : ;
916l o491 41) [ 8 5 | ola [17:28 1758
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 X
ST'O O O O o o 0Od O o O
1. APPROACH AND CLEANLINESS 483 4 g\)ﬁ}’\ A
Scores Critical Areas Al S Laal) PR
ves XI o~ s . _
1. Was there proper sign to the Lube no [ : dilaie e AV dsial gda gl dls Gl a1
changing bay? S i puas
nva [ ey
. YES ol
3 2. \c/)\:g:r:iizclju’l?be changing area clean and NO D NIRRT RV TR X NG R ddhiecuS a 213
nAa [ aduy
ves [ i ) o
4 3. Was there any oil leaking and fallingon 5] q e ac gyl i gl s S ds 3 4
to the floor of the lube bay ? €y s dilaia 8 ()Y
na [ sy ’
ves [ =
21 4. Were the waiting area and table clean?  NO D Yy Caada; 41 Uall ¢ sVl ddlaie S Ja 412
na [ smy
YES pes
. Was the television i iti e e
2 5 w;iinge? elevision in the waiting room NO D N ¢ Yl e Jem op il S 0 512
na O sy
ves [ o e s
6. Was the board displaying complimentary 7] q Al e Ledni Sl As Sl culS s 6
services neat and clean? ¢aadal y Adi ye Ailaall Cleaal)
va [ sbuy
2. GREETINGS AND INITIAL CHECKS Y el g cua il 2
Scores Critical Areas T S L]
3|7 Was there any delay in approaching ves [] e il b ali ol s S ds 7 3
customers? NO Yy Sl s Cala gall
8. Were you greeted in a friendly manner ~ YES E pri Cshuly) A5 Al dh am il S s 8
(pleasant feeling)? Nno [ y ¢ (e
S8 Jda il gall H sl Clia 3 ela ;¥ 1)
51 If no, please describe behavior: Was it Lf e \:;l j; j;‘\:s .').‘ ‘15
arrogant, without any expression, normal e L oRel e (BEBL L—-ﬂ-m-u. 4
etc..... ?---CJ\
+ 1
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Scores Critical Areas LI RO, PR PATH]
9. Did he guide your vehicle for positioning  ygg ; Ll A 1 Sl b by ool 06
3 at the stopper and asked you to switch ['E = ,:m <" B ‘A e ‘—,‘L}A ‘Mdﬂ 9 3
the engine off? 1 ¥ Feloadl i o el 5 5 jLdl Gy
10. When asked by customer, was the . S s cdaandl e Gl ol o Lesie
5 attendant knowledgeable of different YES E p ‘f‘iﬂj‘ o ‘jl d:‘” 'Jj?j dx}u e 10 5
grades of oll, filters and their relative No [ v s i &‘.}J . 4
benefits? e leia JS i 43
, YES i L
4| 11. Did he offer the waiting area to you?(sg/ [ iy ¢ Uaiyl da e @@ Y e ja e da 11 14
Dio NOT_OFFt coprming age NO E y
12. Did the staff thank you as you were YES [X] i et R .
4 leaving? No [ g ?)A&Juﬁhﬁgdﬁuln}d\eh& 12 (4
3. APPEARANCE AND BEHAVIOR OF STAFF tpeS by cpiligall jehia 3
Scores Critical Areas Lol el Jalai
13. Wasth if f YES E o
3 . anzsﬁtd;?um orm of the attendant neat NO D Y S Gl el Gl gl i S Ja 13 3
NA [ sduy
YES PR . . .
3| 14. Was the attendant wearing visible NO g q o Ay (631 5y 3 5a el Calasall S o 14 3
nametag? $7 3 50 A Lggle
NA [ sany
YES oo .
3| 15. Was he able to communicate with No [] y & Jeal il e 108 kil IS Ja 15 3
customer? SOzl
NA [ gy
YES [d
4| 16. Was staff courteous / friendly? No [ Y fladal/lagsy cabasdl S o 16 | 4
NA [ sy
a. SERVICE Aaaill 4
Scores " Critical Areas. T C Lanaysa Lt
CulS o) adailly Cals sall A
17. Did attendant check whether you need ~ YES M P . uuﬂ sar . yd £ B 17
3 top up or complete oit change? ) o el Gl ALY rlaa s ) 3
p up p ge? No [ y LSl
3| 18- Did attendant check with you whether ~ YES [¥] ox 8 1Y e e Cala gl 335 s 18 3
only oil is to be changed or oil with fiter? g | N Al 5 3l af dadd e 3l s
19. Did he check using gauge the quantity ~ YES E au Al S 3l 6 g Gt il sall LB s 19
3 required to be topped up and informed i Gl G A I el obagal) 3
you? no OO v Sally, il 5 il
s 00 G o on il il ol L
3 20. Did the attendant check for oil leakages YES m e wujk_/.ft‘_: J_M }:Liudi 20 3
under your car from filter and drain bolt? No [J N KT = A
preregti]
3| 21. Did the attendant drain the used oil YES e el 3l JS i cala sl A8 da 21 3
completely from your car? No [ Yy Sl 5l e
2| 22. Did he ask whether you want the engine  YES pr by el ey 5 o il Ja 22 5
to be flushed and did it if you agreed? No [ ¥ fliasl go Jla 3 llyy
3| 23. Didthe attendant fill the correct grade as  YES oxd Sl A pofg 5 Adlaly Calh pall 5 Ja 23 3
you requested? Nno [ ¥ fghdh Al dagaall
2
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Scores Critical Areas Al Nl AN
24. Did he request you to startengineand  ygs [ aS iy ol jaal Juaedi a s of dlie Clla 24 3
3 I:]ziar:/ligsr';mnmg for one and a half o O g S 4 50 Jyill Al gd
3 25. Eid tlhe_attendant ensure that the carter YES pud wfﬁﬁﬁﬁj;ﬁ;hﬁfﬁ 25 3
olt is tightened and there are no leaks? NO D y e 3l
26. Did attendant carry out the following L) Cla i) of b alagdl B Ja 26
complimentary checks: -aqiuli
YES o
31a. Battery Water top up NO D N Ay Uaill ola A8l 31a.
na O sy
ves [d
31b. Coolant Water top up NO E] N coolant/a el ¢l ddlal 31b.
na [ sy
ves 1K ™ M ECGNIN: U PR EL 31c
31c. Auto Transmission Fluidtopup  NO D b “ (th:ﬂﬂ‘)ﬂ‘j )
na L] abuy
ves H
31d. Brake Fluid top up Nno O y Salall ¢ § Al 31d.
NnA [ absy
ves @
31e. Gear Oil top up no O Y ool mllcyy el 3te.
NA [ adiy
YES pad
31f.  Air filter cleaning NO D b} o gell il Calais 31f.
nA [ sdbuy
ves @
31g. Wiper Water top up NO D Y Fla i el ela ALzl 31g.
va O shuy
ves [d
31h. Clean engine using air gun NO Oa NERRS T PEFWORREEL I ER PR [P B 31h.
na O sy
3 27. Were any of your questions related to :zs % (\: Aaleid) dlilind o g len “g\;w —w Jds 27 3
jube change answered? GIV VIS - W e
na [ sbay
3 28. chis (t:r;? gtaff place the mileage sticker in ;:E)S % r"; Jm@mﬁ&ﬁﬁ;\ﬁ 28 3
' A [ sy € jand
YES ax
4] 29. Were you offered a receipt voluntarily? ~ NO O Yy obial oot Jeag dlle (e Jb 29 14
na [ ey
5. REST ROOMS AND MOSQUE aaaall y (plaad) e 53) Aal i g 5
Scores Critical Areas FIR I REAN PR Jalgal
3 30a. Were they adequately stocked with all YES % Bl e i) e 836 S Jb 1302 3
necessary supplies such as soap? NO ¥ e skall Jia
na [ ey S
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Scores Critical Areas At ¥l AN
, ves [ ~ L
30b. Were they adequately stocked with all W v g all e il mans 3 360 <iilS Ja 30b
necessary supplies such as toilet tissue? NO Sl il G0 e
NA [ gy
30c. Were they adequately stocked with all ves [ i 4 g_mall le 3l & 8 ese CilS Ja.30c
necessary supplies such as paper towels? NO D v 48, o) Cadliall Jie
(paper towels are not required where fully Gldiase 855 2o 4tk e 44l adliall)
operational hand dryers exist) NA [ sy Ay i
A ; 240 JuGdl cals
31a. Were sinks clean? YES pad o *,,y,,d;:b . .‘Sd“”.‘ma
require comment when marked ‘No’ No [ v o2l o2 eyl s iy
NA [ Gy
) ; $aadas Uil s
31b. Were mirrors clean? YES px - g '{nyr"j ,\S‘JT. "31b
require comment when marked ‘No' no [ b o2l oa PR
NvA [ sy
. ; PAaki Y Clita, culs
31c. Were hand dryers clean? YES E i 2 gl ) Lﬁﬁ;--&l@ﬁ 'Lsdr;ul.sm
require comment when marked ‘No’ no [ ¥ gl o2 e
NA [ sy
[X s faadai o stiall lsle i\
31d. Were dispensers clean? YES px }\“ o ,,y,:';{;y‘uj Ed-‘z’.31d
require comment when marked ‘No’ NO D b G AR
NA [ gy
vEs M
31e. Were toilets and urinals clean? No [ N $aglai Sl Akl il o 31
vA [ gy
; ks b oY calg
32a. Were doors clean? ves [ i .V"\j"ALJLinuj .&LlTs‘.BZa
require comment when marked ‘No’ no [ ¥ = AR
nva [ sy
ves @
32b. Were walls clean? Nno [ v gl bl culS s 32p
NA [ sy
YES K
32c. Were ceiling clean? no [ ¥ feals caull S s 32¢
na [ gany
ves [
32d. Were vents clean? no [ y $aads MLl S s 32(
NA [ sauy
; RN IR Ty
32e. Were floors clean? ves & i ; "Y';.LJ\:.Y\ i ,‘;‘2"328
require comment when marked ‘No’ no [ ¥ Gt e A
NnAa [ gy
ves 4
32f. Were baseboards clean? No [ v FAks saeldll 2 ) flailall 15 cils Ja 32f
Nna [ gy
YES pad
32g. Were grout clean? no [ b b L S s 32g
Na [ gy
4
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Scores Critical Areas FEWRIR (AN PO Jalasl
YES axi
33a. Were trash containers clean? NO D ¥ Phadas Adadll cly s S Ja 33a
) NA [ abiy )
vEs [§ o«
33b. Were trash containers not overflowing? NO D ¥ Phails e Aalaill iy sla <€ Ja 33b
wA [ @by
vES [ o L .
5 34. Was the restroom smelling clean & no [ y sl (5%) Llimia g Aiylad plaadl Al CilS Ja 34 2
fresh (without any offensive odor)? §(planll B A S Al
NA [ aduy
; o laall 8 < el gaen clS
35. Were all the facilities inside the ves B o e e e s 35
restroom in good working condition? . oo 4N et 4
2 require comment when marked ‘No’ no O ¥ el o2 YT A S ) 2
NA [ @iy ‘
3 (5) winkal aswalt dcl S ke oS
36. Was the Mosque premises clean? YES D P ( ). ;;d\ i ,,:;', aj\;.?;#f\sﬁ 36
2 require comment when marked ‘No’ Nno 1 Y oot e Al B 2
| NA [ sy
Comments: selaasiall [ gaadll
FOR OFFICE USE ONLY Ja8d isall pl i N
Toodl BAD | BGU oY) 2 -
0 2 N L e
Yo ACTUAL SCORE MAXiMum | Fvaluation: it

Approach and Cleanliness Aduaill ; ol BYY |1

Greetings and Initial Checks | 4d5¥) HSuddll; s 0V 2

Appearance and Behavior of il sl S shy i [3

Staff

Service Aaxall 4
Cleanliness - Restroom and Silalesl) — 28as) 5
Mosque 2aeall g
TOTAL & saxall
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SN DISITHRIBUTION
Al YASAL 5/S - 926 S

AL NAJDAH ’

ABU DHABE, U A E

DESFRIPTION MY  PRICE ToTAL
New Niscan Alt 26. (i) 26.00

D IRUR Y N 1 B R
Al | 84.00
CASH PAYHENT - 83.00
Veor o en s b ie Paehjar 1

vio s H fLsar el

K Youl (08 SHOPPING . .

. l.'/ -







