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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center &
DCU-«.\ Emarat [ [ 518 Eppco / Enoc / 4 Adnoc
SHOPPER CODE DATA ENTRY . EDITING CSA SR. #
Name Number Name Number | Name Number
1040 LAlonnapu | | | | |
Gender Height Built _ [Spectacles Beard | Mustache] Ethnic Groups
TIM [S 1T [M | F |Yes]| NolYes|No|Yes[ No Jindian [Pakistani]Filipino [Expat, Arabs| Others: NE PALI
IDD.DDEDD.D[XDDDD O
EMIRATE ";:Z‘;’: AbuDhabi | Dubai Sharjah Al Ain g’;‘\:v“aﬁ" Ajman Kﬁ:ismz'h Fujairah
O X O O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
alHol ols ol 3=+ ol4 | o] 2 |M4:24|iki55
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 | DAYOF
vst T 0 R O 0O vsr | [ O O O O O %]
1. APPROACH AND CLEANLINESS :48Ua Y g\j@ﬁi\ A
Scores Critical Areas Dalaa ¥ Lpual) Jaiaill
YES e‘-
1. Was there proper sign to the Lube no [ dilaia o AVl daial g da ) Mlia S d*» A
changing bay? eyl s
na O _e-h-"l
‘ ves D
3 2. \é\:g:ntii;zclﬁbe changing area clean and NO D g PR e, diki cy P e likiecaS Ja 2|3
NA [ ki
vyes [ . .
4|3 Wasthereany oil leaking and fallingon | ez g e as fgs cuill i gl s g8 a3 4
to the floor of the lube bay ? S 1 s didaia 3 Y
na [ sy '
ves I
2| 4. Were the waiting area and table clean? NO ! Y eagdas A Ul 5 syl dshaie cilS Ja 4 (2
va O sy
o - YES K] pxd
2 5. &Voaﬂs(i';hge?te|ev1$lon in the waiting room NO D N ¢ Jdanyl 4 e 3 Sens (il S Ja 512
na [ sbsy
ves Kl = s s .
6. Was the board displaying complimentary o ] q Al lgle edai Al dasll colS da 6
services neat and clean? Shiglai 5 A ye Aulaall Cileaall
va O sssy
2. GREETINGS AND INITIAL CHECKS A gV Sl g qua 2
Scores Critical Areas Taalud) eyl Liain
3|7 Wasthere any delay in approaching ves [] prd st il A sl ol e g a7 3
customers? No [ Yy ool gan il sl
8. Were you greeted in a friendly manner ~ YES X prd Gsbl) 40548k dh s il s 8
(pleasant feeling)? No [ ) ¢ (z e
TS O ik gl gl i 51 a8 sla oY 1)
5| If no, please describe behavior: Was it u‘ L. 1:;3 i\: . ;E 5 ).,‘ 15
arrogant, without any expression, normal ¢ o e DI e =n
etc..... ¢
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Scores Critical Areas Lalah ctaall Lo
3 9. Dti(tihhe ?uide youzi vehkiclde for p:ositiqpi'r]lg YES B v s G ehlibh bl B Ja 9 3
at the stopper and asked you to switc . . . .
the enging off? ’ NO [0 v feladigili o ehie oy s judl cilisy
10. When asked by customer, was the % . IS (Jaeall (o cala al) J s Ladic 10
attendant knowledgeable of different YES P g‘;u e < 1 alia
5 oo . - ul}h]lngﬁ)l‘ul;JJ/&‘y uh;m(als: 5
grades of oil, filters and their relative NO D N o i
benefits? fledo JS i 58
YES i .. .
4| 11. Did he offer the waiting area to you? NO % ?‘; fLEY A e 4 Y e e Ja 11 (4
4| 12 Did the staff thank you as you were YES 4 € )35 S Ly ol S Cila gl W6 a2 |4
leaving? Nno [J ¥ "2 - : ¢ :
3. APPEARANCE AND BEHAVIOR OF STAFF S slay cpilisall sgkia 3
Scores Critical Areas Alal) c¥Laall Latai
. YES D]
3 13. Z\rlsjsﬁ?;?umform of the attendant neat No [J Y L0y Gl unlall iy sall el 1S da 1313
nva [ sy
YES pad - .
3| 14. Was the attendant wearing visible NO g ) ey Ay (55 5 3 g sl s el S Ja 14 3
nametag? Tz oo dand Lgle
vA [ sy
YES ; ]
3| 18- Was he able to communicate with NO g ?: o dhal gl e 108 Gala gl IS o 15 3
customer? SOl
va [ sy
YEs B
4| 16. Was staff courteous / friendly? Nno [ ¥ Slakal/la sy cabh ol IS Ja 16 |4
va O ey
4, SERVICE danddl 4
Scores Critical Areas Al YLl Jalail
: e SO Gaailly Cabs gall Al8
17. Did attendant check whether you need YES m X u Uu)’d PN }A ? A7
3 top up or complete oil change? S0 oS ol Gyl ABlaY pliag s Ll 3
- Nno [ Y g I
3| 18. Did attendant check with you whether ~ YES ad A S Lagh lia caly gl 38a5 Ja 18 3
only oil is to be changed or oil with filter? N ] N € a5 oy 3l ol dadd ey 3l s
19. Did he check using gauge the quantity ~ YES [X] v elaisds Cu 3l (s sina (ot Gila ol B Ja 10
3 required to be topped up and informed G Gy i A Gl ) 3
you? Nno [ Y Sl il Ll
¥ P e ol el e Al syl A6
3 20. Did the attendant check for oil leakages YES Lol wj u/juhu: )ﬂﬂ\" - }{iﬁ Lh 20 3
under your car from filter and drain bolt? no [ N R eas AR a—
Ty Bl
3| 21. Did the attendant drain the used oil YES D w Jesdicgnx &odh sl B8 Ja 21 3
completely from your car? Nno [ y Cali sl (pe
2 | 22. Did he ask whether you want the engine ~ YES X Ay el Jae 3y i o Wil Ja 22 >
to be flushed and did it if you agreed? Nno [ N feliddl o Jla 3 Sl
3| 23. Did the attendant fill the correct grade as YES i~ axi Cu Sl A e 5 Adlal cabs gl 8 Ja 23 3
you requested? Nno [ Y il Al dagaiall
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Scores Critical Areas Al c¥aa) PATTAY
24. Did he request you to startengineand  yEgs X o 4S5y el yaall Jiidy o5 (o lie il Ja 24
3 leave it running for one and a half PR ey = . 3
minutes? no O ¥ Sy A padl Jprdill Alla (8
3 25. Did t.he.attendant ensure that the carter YES E g ui:iﬁd’::ajli;h jfg;i: 25 3
bolt is tightened and there are no leaks? NO D y ’ ’ * ‘ng)u
26. Did attendant carry out the following Lilaall s saill o) sk calagall B Ja .26
complimentary checks: sagiall
ves A~
31a. Battery Water top up no [ y ibdlLils 31,
na [ sy
ves &
31b. Coolant Water top up NO D b coolant/2 .l ele Az 31b.
RESY
YES X pes; . N
31c. Auto Transmission Fluidtopup  No [y Y dude st Sl
(Osisanst )
wva O gy
YES X s
31d. Brake Fluid top up no O ¥ doljill oy il 31d,
na [ sy
ves
31e. Gear Oil top up no [ b ool el cy ) Al 31e.
nva [ sy
ves XI
31f.  Air filter cleaning no [ b el sell il Calas 31f.
NnA [ sy
YES axd
31g. Wiper Water top up Nno O N a3 clalinal elo dili) 31g.
na O iy
ves I
31h. Clean engine using air gun NO D Y el Getee aladiuly o et caplat 31h.
na [ asiy
3| 27. Were any of your questions related to :(E)S B ?: daleiall elilind e gh e 7*73\-?‘\(1‘ UA-‘ 27 3
lube change answered? ey 3l ynad dlaxy
na B sy
3 28. Rwig ér;? gtaff place the mileage sticker in ::)S % : Amemc\z&ﬁf;\;ﬁ 28 3
' nA [ sny _jland
YES o
4] 29. Were you offered a receipt voluntarily?  NO D N 96 sl 25l dosdlle yase Ja 29 14
na [ sbsy
5.  REST ROOMS AND MOSQUE saaeall g (alaadl foull ) dal ) g L5
Scores Critical Areas Al c¥laal) Jalgis
3 30a. Were they adequately stocked with all VES g N WP RET D ey B e il o 30a 3
necessary supplies such as soap? NO 3 o sball Jia
va O sy ==
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Scores Critical Areas IR RLAN PR PATH]
_ ves O s o
30b. Were they adequately stocked with all ¥ Ay sl Gl el aian 3 jene ilS Ja 30b
necessary supplies such as toilet tissue? NO I8 i) (3599 Jie
NA [ asy
30c. Were they adequately stocked with all ves [ i Al cle i) e B e ulS . 30c
necessary supplies such as paper towels? no [ N 48, ol Cadilial) Jia
(paper towels are not required where fully Cldaa 845 e 4y gllaa e A8l Cadliall)
operational hand dryers exist) NA B sy (A il
; fanks Jubdl cols
31a. Were sinks clean? YES E L ol ‘,,y,flinhyr‘j udT_|.31a
require comment when marked ‘No’ NO ¥ Tl o MY Ay i 1y
NA [ gy
- CTRRTRERER
31b. Were mirrors clean? YES px ol g hf\‘jrulS&dT‘Mb
require comment when marked ‘No’ no [ ¥ gl (o2 MY Ay cals 1y
NA [ sy
. “'ﬁ vt R e -
31c. Were hand dryers clean? YES Jz (o . :T“LLJ "séj,i;,:_'u:‘ ‘HLS\SJT |'31C
3 require comment when marked ‘No’ Nno [ ¥ e R 3
nva [ gy
- TR WEXTYIINER
31d. Were dispensers clean? YES % p= . @T” Uﬁbijﬁbiu r‘f‘isd‘:."w d
require comment when marked ‘No’ NO b _ e
NA [T sy
YES psi
31e. Were toilets and urinals clean? Nno [ ¥ faid Jipah el il Ja 31
NA [ gayy
. Q« R O B - o
32a. Were doors clean? YES % pu ol '“’\,,L;,,kf‘f‘ rsjl—f‘lsdT".SZa
require comment when marked ‘No' NO ¥ cra sl o MY Yl il 1y
Nna [ gauy
ves I =
32b. Were walls clean? no [ ¥ faidy GUaall ¢S Ja .32p
NA [ gy
vEs i s
32¢. Were ceiling clean? no [ ¥ el il S Ja 32¢
NA [ gy
ves A a
2| 32d. Were vents clean? no [ Y faddas bl el Ja 324 |2
na [ gy
N ik o N1 o
32e. Were floors clean? ves P o al m,,y},'wf;ruﬁg&? ‘.32e
require comment when marked ‘No’ no O b gl (oa e MY Yl cals 1y
va [ sy
ves A
32f. Were baseboards clean? no [ 3 faaph sacldll & 5l flailall 1,50 el da  32f
va [ gy
vEs A
32g. Were grout clean? Nno O N Sl L3l oS s 32g
NA [ gy
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Scores Critical Areas Apndua) ci¥laall Llai
ves X
33a. Were trash containers clean? NO D b faauas ddladll iy s il Ja 333
) NA [ amsy )
vEs 4
33b. Were trash containers not overflowing? NO [] ¥ fiaid ye Aaladll Clgla cailS da 33
NA [ gy
YES pd L .
o |34 Wasthe restroom smelling clean & no O ¥ ) 0s) Llintay Aphai slaall Al cailS da .34 o
fresh (without any offensive odor)? plandl 3 Agy S Asil
NA [ Gy
X 3 Jaxd slaall 3 b el apea <SS o 35
35. Were all the facilities inside the YES i ¢ o= c_\&(.: JS
restroom in good working condition? L. s e i
2 require comment when marked ‘No’ no O v gl o2 MY Y S 1Y 2
NA [ sy
3 £(5) ikl amsd) AclE 4 e IS
36. Was the Mosque premises clean? YES E P ( )_ ;\“ ’ N :\i\‘jﬁd :ts‘\i: 36
2 require comment when marked ‘No’ Nno [ b et e ek : 2
NA A gy
Comments: CalBBadlalf [/ gatesll
No ToweT TSSVES  AVAILABLE
FOR OFFICE USE ONLY Lh CoSall aladiuy
Alaal) Lala3 Ll oY) aall . .
Y : : 3
o ACTUAL SCORE MAXIMUM | Cvaluation o
Approach and Cleanliness adldaill § b BV 14
Greetings and Initial Checks | 5! cilSpdll 5 cam 51 12
é{);f?arance and Behavior of Ol gall gy selaa [3
Service il |4
Cleanliness - Restroom and laaal) — 2kl |
Mosque RO
TOTAL £ gaaall
5
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AL MANASEER S/S
AL MANASEER AREA
AONOC DISTRIBUTION
ABU DHABL, UAE

DESCRIPTION QTY  PRICE
VoyagrSilveril 5,50 14.00

TOTAL
CASH PAYMENT

u were served by Operator

970

TOTAL
77.00

77.00
77.00

Yol 1
OATE 0270372012 14:55  T1 S3 01 8661
THANKS FOR SHOPING
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9
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