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PROJECT : ELARA (Lube Change - FINAL 2012)

PROJECT: ELARA - Lube Change

+

SERIAL NO.

1136

+
N
Pan Arab Research Center &

O cwEmarat | O @554 Eppeo/Enoc [ B 95 Adnoc

SHOPPER CODE DATA ENTRY EDITING N CSA SR. #
Name Number Name Number | Name KO\{ Number
10 4-5 Vicencia | [Fl0[€[O]
Gender Height Built Spectacled  Beard | Mustache| Ethnic Groups
M | F [T M]S| T [MJ[F |[Yes[No|Yes[No Yes | No |Indian [Pakistani|Filipino [Expat. Arabs] Others:
ROOROOROOROROK O O K 0O O
EMIRATE ";zztl‘;'r:‘ AbuDhabi | Dubai | Sharjan | AlAn g’:v';‘aﬁ" Aman | e A | Fujairan
O X [ | O O O O O
SITE {D Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
912 18| 0l3 ]| 0)2 42 | ofl | 0|2 /148|140
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 0 8 O 0O O O O 0O O O XK
1. APPROACH AND CLEANLINESS AU g ol YY1
Scores Critical Areas Foulullt cYlaall PR
YEs [ o~ o ]
1. Was there proper sign to the Lube no [ -y dihic e VM danlgandalia G da 1
changing bay? ey W juis
va [ iy
_ ves i~
3 2. \é\:;:ntit;e;lj%be changing area clean and NO D . Y ey dids o) i dihiecolS da 2 (3
nva O asuy
ves [ . ,
4 3. Was there any oil leaking and falling on NO g A g Slede gyl o gl dlia S ds 3 4
to the floor of the lube bay ? S 3l s Askaie 8 (m )Y
A [ iy ’
vyEs A
2| 4. Were the waiting area and table clean? NQ O b eagda; A gUall y HUatiVl dhaie CS a4 12
na [ sbuy
o B YES pxl
2 5. \\Lvoa:ii:]hge?telewsmn in the waiting room no [ Y A e il S 8 5|2
va O sssy
ves i m . s .
6. Was the board displaying complimentary o q Al lgle el Al daslll S s 6
services neat and clean? faddai g 4 e Agilaall Cleaadl
na [ sssy
2. GREETINGS AND INITIAL CHECKS A ) Sl g cus Y 2
Scores Critical Areas Tl ylaaly Jala
3|7 Was there any delay in approaching ves [] prd T RPN G R R E 0 LT 4 3
customers? no X ¥ SOl gas cals gall
8. Were you greeted in a friendly manner ~ YES X pr sl inydah gl Sda 8
(pleasant feeling)? Nno [ N ¢ (o
TS b i gall @l glos i g9 o8 plany <Y 13
5| If no, please describe behavior: Was it Lj Je ::\] J:; . j:{j 8 J,. 15
arrogant, without any expression, normal & o e IS . ‘“’. -
etc..... ¢
+ 1
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Scores Critical Areas At YLl Jatad
9. Did he guide your vehicle for positioning YES DX i Ll Sl 1 ol o Cads ool A8
3 at the stopper and asked you to switch R N (:u o ‘,’-i‘j e . 5 e dh 9 3
the engine off? O ¥ Sl aall ikt of wlia calla g 5 Ll iy
10. When asked by customer, was the . S da el (e Cals gl s Lonic
attendant knowledgeable of different YES (d ‘;lcu S gl f\d o 10
5 . - ; ul}m‘_guﬁj\uL;J.\/&ly alida Jle 5
grades of oil, filters and their relative Nno [J N o AR
benefits? fleta JS il 4d 5
YES y .. .
4| 11. Did he offer the waiting area to you? NO % (’: LY 48 e 4 Y dlle e Ja 11 (4
4| 12 Did the staff thank you as you were YES 4 g € 5ola3 S Loy o < Cili pall 05 a
leaving? NO D y * L Sy 5ol [« A2 14
3. APPEARANCE AND BEHAVIOR OF STAFF g slug cpili gall jelia 3
Scores Critical Areas Al @Yl B I]
. YES [
3 13. ggsti?;)umform of the attendant neat No [J Y 05 e Gl nlal) Gl Gl S s 13 (3
NA [ ey
YES pad - .
3| 14. Was the attendant wearing visible NO g q e Ay (535 59 3 g3 sell Gl gall \S o 14 3
nametag? Tz sva 50 4nul Lgyle
NA [T gy
vEs -
3| 15. Was he able to communicate with no [] q &o dral gl e 1508 Cals gl S Ja 15 3
customer? fo
Nva [ sayy
YES Y
4| 16. Was staff courteous / friendly? No [ v Skl oy alagall (S Ja 16 |4
NA [ ssny
a. SERVICE dasdl 4
Scores Critical Areas i At @Yl PATH]
: 08 o) saailly Cala gal) Al8
17. Did attendant check whether you need YES g px u uu)d Py }d N 17
3 top up or complete oil change? S0 oS ol Sl ALY pliass i 3
p up p ‘ No [ Y AL
3| 18 Did attendant check with you whether ~ YES bd pr B G 1 Lad el il pall (Bia3 Ja 18 3
only oil is to be changed or oil with filter? N | Yy € a5 oy i ?i Ladé oyl s
19. Did he check using gauge the quantity ~ YES pr PRIl S 3 (s gine (ubiy il gl W6 Ja 19
3 required to be topped up and informed Gang Al A M Ca il il 3
you? Nno [ felly il gl
PO Sl 3 e 38ailly Calh gall A8
3 20. Did the attendant check for oil leakages YES m o wﬁg_/lf\_‘u; )ﬂﬂ{ - }dj :it 20 3
under your car from filter and drain bolt? | HIEas e e
ey 3l
3| 21. Did the attendant drain the used oil ves [X A el 0 JS o i Cala sl A8 da 21 3
completely from your car? No [ Y bl s e
2| 22. Did he ask whether you want the engine  YES X P el el due y p S of il da 22 5
to be flushed and did it if you agreed? NO |'_'| y Peligal o Jla b el
3| 23. Did the attendant fill the correct grade as  YES ad Gl da /e 5 ALl Cala sl B8 Ja 23 3
you requested? no [ y flgidh il dapaiall
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Scores Critical Areas Agulult CNGaall Jatasty

24. Did he request yfou to start engin; and  yEs P a8 sy o aall Jdit psis o lia il Ja 24 3
3 lr?'n?r:/l?t e}tS[?unnmg or one and a ha NO D g S il 4283 5 il Al i
3 25. bDid t.he‘attendant ensure that the carter YES o uil:ﬁdjjj; ig:k j‘_\fﬁ 25 3
olt is tightened and there are no leaks? NO D y ey 5l
26. Did attendant carry out the following Lilaall Clia adll ol ol ilagall 3 Ja .26
complimentary checks: ]
ves 4
31a. Battery Water top up No OO v I thadl ele A8l 31a.
na [ sy
ves Kl
31b. Coolant Water top up no [ 3 coolant/ayull s iila)  31b.
NIA % ki Y
YES : _
31¢c. Auto Transmission Fluid top up NO D P: YRS el i JL"" u“ QL"‘ 31c.
(O ssanst )
va [ absy
ves A
31d. Brake Fluid top up no [ y Jal il ey ) Gl 31d.
na [ assy
YES ol
31e. Gear Oil top up no [ Y e A el &y Al 31e.
NA [ ahiy
YEs X
31f.  Air filter cleaning no [ y ol by 31f.
NA [ adiy
ves X
31g. Wiper Water top up Nno I Y ol Cilaliual ols 8la] 31g.
na O sdny
ves A
31h. Clean engine using air gun NO D Y elogll Gudae aladiul o jpaall Cidas 31h.
CnA [ adiy
3| 27. Were any of your questions related to :ZS % ?’; Aalaial) clilind (e g ‘_éf- 1?\‘%\,1‘ ﬂ-—w da 27 3
lube change answered? 3l pues Adaxy
na [ ahuy
3 28. 5:3 (t:r;? ::,taff place the mileage sticker in :(E)S % ?’; Jiﬁmt‘:idﬁﬁ;ﬁ 28 3
' va O sy € ol
ves P
4| 29. Were you offered a receipt voluntarily? No ] ¥ Lo 23w Jeagelle a e & 29 14
na O assy
5.  REST ROOMS AND MOSQUE sapeall g (alaadl foull ) dal g L5
Scores Critical Areas Agubal) c¥laall Jalasly
3 _ YES IXI - ‘ 3
30a. Were they adequately stocked with all Ay ) g pal) e el arans 3 jeae <iS Ja 303
necessary supplies such as soap? NO D ¥ Osall Jia
va O adiy =
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Scores Critical Areas Apall) YLl Jatait
YES 3 .
30b. Were they adequately stocked with all E ?‘: A s pall il i) aiens 3 jeae <ilS da 30b
necessary supplies such as toilet tissue? NO Coll ol (399 o
NA [ sy
30c. Were they adequately stocked with all ves 4 ad Aol Gl St & 856 <iS 4o, 30C
necessary supplies such as paper towels? no O ¥ 948 ) oll Cadilial) i
(paper towels are not required where fully Slidaa 851 2o Lllas e 4 )5l Caslidl)
operational hand dryers exist) NA [ by (Y1 A
31a. Were sinks clean? YES E o 3l ’ ,"g'l'iiz\i:\;ﬁlisd?‘.31a
require comment when marked ‘No’ Nno O b crasill o gl s )
NnA [ gy
; 203 Ul yall el
31b. Were mirrors clean? ves B ol g I;f\jﬁ KJTS"B‘]b
require comment when marked ‘No’ no [ ¥ grasll o> Al s )
nva [ ey
3 : TR PP R R TS
31c. Were hand dryers clean? YES - . i @f};.:—' ué'wuj .\Sd“z‘.31c
3 require comment when marked ‘No’ no [ ¥ T o> St A 3
na [ sy
M, : faadas ) sliall ik, Cuils
31d. Were dispensers clean? YES px . ):\’” i ,,y,:\i;y‘uf .tsd‘:‘.31d
require comment when marked ‘No’ no O b o it
NA [ gy
YES o
31e. Were toilets and urinals clean? NO D v fAglas Jeall A culs Ja 31e
NA [ gy
3 [P TIERTS
32a. Were doors clean? ves gl :'\j".hjtfyr‘j udl‘.32a
require comment when marked ‘No’ NO I:] b G > Ay Coll )
nva [ gy
ves 4
32b. Were walls clean? Nno O Y faihs olaall cilS Ja 32b
NA [ iy
ves A
32c. Were ceiling clean? Nno [ ¥ fnlal casdt S s 32¢
NA [ gy
vEs B4 o
2 | 32d. Were vents clean? No [ ¥ faaylas dbaall il s 32d | 2
NnA [ gy
32e. Were floors clean? YES E o 2 gl i ""?}f:f;‘iiféz‘.(ﬁe
require comment when marked ‘No’ NO D ¥ Tt 2 A )
NA [ iy
YES o
32f. Were baseboards clean? NO D N Saa,kay acal) g8 /Rl b culs da 32f
nva [ gy
ves X
32g. Were grout clean? NO D ¥ Sk W30 oS Ja .32g
nva [ gy
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Scores Critical Areas Ll oLl Ll
YES o
33a. Were trash containers clean? NO D b faauss dabadll cligls il Ja 333
) NA [ Gy )
YES ]
33b. Were trash containers not overflowing? NO D b faaild e daladll S sla S Ja 33b
NA [ asuy
YES p L ]
2 34. Was the restroom smelling clean & no [ N s Os) Lty Alas plesll Al ) S Ja 34 5
fresh (without any offensive odor)? elanll A Agg S Aadt
NA [ iy
H Jand slaadl 8 & jeadll asas il Ja 35
35. Were all the facilities inside the ves [ R o e
restroom in good working condition? . - BN
2 require comment when marked ‘No’ no [ ¥ gl (YT ALY s 1Y 2
NA [ Gy
; €(5) ki aaedl Aeld | e S
36. Was the Mosque premises clean? YES D = ( ), J;“ ’ ,,;r,', Rj;g;é"glsk\i .36
2 require comment when marked ‘No’ no O Yy ekl g ol 2
NA [ iy
Comments: cilaadlalf / galaill
FOR OFFICE USE ONLY Ladd Coiall PAKEA) N
Alacal) Ll LAl e sl .
y . ion: +asdil)
%o ACTUAL SCORE MAXIMUM | Cvaluation i

Approach and Cleanliness

Al Y |1

Greetings and Initial Checks

A Sl a2

Appearance and Behavior of
Staff

Ol salt Aslusy setaa |3

Service Laaall |4
Cleanliness - Restroom and Gilaleadl — Aslall 5
Mosque Al

TOTAL & sanall

Lube change.doc







. l ___SERIAL NO.

1136

AL NASER S/S 928
Al. KHALIDEYA AREA
ADNOC DISTRIBUTION
ABU DHABI '

DESCRIPTION QTry  PRICE TOTAL

VoyagrSilverit 3,00 14.00 42.00
) TOTAl 42.00.
CASH PAYMENT 42.00 -

You were served by Operator 1
JATE 02/03/2012 14:52 T2 S3 01 5848

THANKS FOR SHOPPING. .







