PROJECT : ELARA (Lube Change - FINAL 2012)

OO

+

PROJECT: ELARA - Lube Change

,(

SERIAL NO.

2

4

2

Pan Arab Research Center E

O ) Emarat / D 441/ 84 Eppco / Enoc / m 45 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
\06 ‘ Name Number Name Number Namei e Number
‘ Amon—sust [ HNiSh HEEE
Gender Height Built Bpectacled Beard Mustachel Ethnic Groups
M]F [T[M]S|T [M]F ['Yes [ No | Yes [ No | Yes | No {indian [Pakistani]Filipino [Expat. Arabs| Others:
DD'DDX]DDDD&DD O O
EMIRATE ";zztli’r:‘ Abu Dhabi Sharjah Al Ain g’;‘w‘“a:" aman | RasA 1 Fujairan
’ O O || X O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
TT774] o Al 8l ol | ol [19:90 20:1%
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday I Sunday] Monday | Tuesday [Wednesdayl Thursday I Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAYOF
VISIT ] 0 w 0 VISIT O O O O |
1. APPROACH AND CLEANLINESS A3ail ¢ g\)ﬂ‘lﬂ K|
Scores Critical Areas Aulul) ol Jalasty
YES ] L . L. ] .
1. Was there proper sign to the Lube no O g dabic Jle AVl il dad olia oS da 1
changing bay? Sy 3 yuad
na O aduy
_ YES pes
3 2. \é\:;:;igi(lj%be changing area clean and NO L_.] Y A e Ak cy i) e Al S b 213
na O abiy
ves [0 ) . -
4|3 Wasthereany oil leaking and fallingon X q Gleae dsscuill i gl dia s da 3 4
to the floor of the lube bay ? ey W s dskaia & LY
nva O sy ?
ves K] o
21 4. Were the waiting area and table clean?  NO [:] bl €aitay 4l gall 5 jUatiV) Al CidlS Ja 4|2
na [l sk
Was the t h YES -
. t ision i iti cegl SE s
5 5 woarskinge? elevision in the waiting room no [ g YA e b dee s S Ja 5|2
na O sy
ves O - s
6. Was the board displaying complimentary o ] g Aald lle jelai Al da i S s 6
services neat and clean? — Caiat s 45y Al Cileaall
NO__BoARD N/A iy ¥
2. GREETINGS AND INITIAL CHECKS Jg ) il g qua 2
Scores Critical Areas Agulad) ¥l PALH]
3|7 Wasthere any delay in approaching ves [ pd i/l 81 3 ali gl s S a7 3
customers? NO m N ol gad Cala gall
8. Were you greeted in a friendly manner ~ YES . ax Gslal) A543k dhcam il ds 8
(pleasant feeling)? - no X N ¢ (gt
IS Ja ik gall & gli Ciuia gy 28 2lay Y 1Y)
5| iIf no, please describe behavior: Was it : Li e \:;S Jj; . j:ﬁ ;.'J.“ 15
arrogant, without any expression, normal gl opatl 08 IS (g rh e
etc..... ?___Ej\
Dip Not (IR¢ET
1 +
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+
Scores Critical Areas Ll Ylaali PAH]]
9.  Did he guide your vehicle for positioning ygs ] : Ll Sl I ol b il ool A6
3 at the stopper and asked you to switch i = :,—:“ o ‘.’ﬁj .J o 5 e d‘s 9 3
theengineoff? D -LJJM.“‘;I.LJU t—‘nk,\&.b_,a_)w‘uh;\y
10. When asked by customer, was the . IS da el (e il gall s Lanic
5 attendant knowledgeable of different YES E ar fjj.d‘:ll o ‘ng qt:‘.u/ "’.?S I}M e 10 5
grades of oil, filters and their relative NO D N S i &‘,}' . o
benefits? fleda JS i 4
YES i .. .
4| 11. Did he offer the waiting area to you?@ O e oYl e 8 UanY) el wvaxe da 1114
Dip noT 0ffer tommnmey Arel NO [ v
12 Did the staff thank you as you were YEs [0 ey s .
L4 (63 leaving? D1p NoT SAY THANK HCU o By WeSlkedshahaded 124
3. APPEARANCE AND BEHAVIOR OF STAFF (S sl y il gall yelia 3
Scores Critical Areas Ll cyladf Jatas
. YES [
3 13. \a/\rllzsti?ye?umform of the attendant neat NO D Yy Gl el Gl sl G oS s 13 (3
nva [ smsy
YES e . .
3| 14. Was the attendant wearing visible NO % y Dada Aty (o1 3y 3 g gall il gl S Ja 14 3
nametag? £ a5 Al Lle
NA [ gmsy
YES K] .
3| 15. Was he able to communicate with NO E g e deal il e T8 Cala sl S Ja 15 3
customer? ol
NA [ shuy
YES prd
4| 16. Was staff courteous / friendly? No [ ¥ Sahl/lagay b sl S o 16 [ 4
NA [ sy
4. SERVICE daadll 4
Scores Critical Areas o Al el o LG
; S o) saailly als ool Al8
17. Did attendant check whether you need YES m px \—u uu)ul P }‘d f 17
3 h r complete oil chanae? ) ol al Gl Al Flas s sl 3
op up or complete oil change” No [0 N el
3| 18. Did attendant check with you whether YES ax 8 DS 1 Lagd i s gl 38a5 s 18 3
only oil is to be changed or oil with filter? NO v € lall g o 5 e‘i dodd 1 s
19. Did he check using gauge the quantity ~ YES X el ol (s iy il ol JE Ja 19
3 required to be topped up and informed g (Al il S ) G paill oalaaall 3
you? NO D ¥ el il Lgsdlza)
o Sl Qe (Gl ks gall S8
3 20. Did the attendant check for oil leakages YES M e wuﬁjﬁmi )ﬂgjl.' }]ij ,dﬁ 20 3
under your car from filter and drain boit? No [] q Sl seas O 8Tl
ey 3
21. Did the attendant drain the used oil YEs K] P el 3l S i Cali sl a8 da 21
3 3
completely from your car? NO ['_'] ¥ b5 Hlas (4a
2| 22. Did he ask whether you want the engine YES [X] M A e dae 3y s o @il Ja 22 2
to be flushed and did it if you agreed? NO |:] ¥ Seliddl g0 Jla JPLREILY
3| 23. Did the attendant fill the correct grade as  YES K] pa Sl s yofp 5 Adlaly Cala sl o8 Ja 23 3
you requested? Sl Al daaaalf
NO 3 :
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Scores Critical Areas Al ¥l Jaaal
24. Did he request you to startengineand  ygs m a4 iy & jaall Qi o i o e ks Ja 24
3 leave it running for one and a half TR L e 4 . 3
minutes? no O 3 fduai s A sadl gl Al (B
3 25. Did t.he.attendant ensure that the carter YES & pu ui\;i);ﬁﬁ;jlﬁ;k jiﬁ 25 3
bolt is tightened and there are no leaks? NO 0 y tcusl
26. Did attendant carry out the following iglaall s il o) ek calasdl 28 Ja 26
complimentary checks: -agiu
ves 1
31a. Battery Water top up no O v Gldl e dilsl 31a.
na [ iy
YES % o
31b. Coolant Water top up NO Y coolant/azall sle Az 31b.
na [ sy

YES % ‘”'1 ISR JB e ) Al 31c.
31c. Auto Transmission Fluid top up NO b} i ; ")ﬂ‘j
na O sy (o5
ves Kl
31d. Brake Fluid top up no O dasi cysiilal 31d.
va [ sy
YES pad
31e. Gear Oil top up no O v ool ey diie 3te.
nva [ sbsy
YES ol
31f.  Airfilter cleaning NO D b ol sedl yild cadais 31f.
na [ sssy
ves I
31g. Wiper Water top up NO D N Fla i b e Al 31g.
nAa [ asuy
ves D~
31h. Clean engine using air gun NO O Y slsel Gee plasiuls o oal) s 31h.
na [ sy
3|27 Were any of your questions related to :EOS % r‘: dalaiall clilid e gl Gh; 3-..&.:\!1 um ds 27 3
lube change answered? Sy M i Aglany
na O sy
3 28. 5:2 (t;r;? gtaff place the mileage sticker in ::)S % ‘ ?: Jx@mﬁ&ﬁf;ﬁ 28 3
' na O sdiy € o
ves 0
4| 29. Were you offered a receipt voluntarily? _ NO Z] v ¢ sl A3l Gagdlle (mye o 29 |4
HaD O Asi. Por. RECIEPT na [ sy
5. REST ROOMS AND MOSQUE saauall g (aland) el 55) Aal ) Gis 5
Scores Critical Areas Toulud elaall Lail
3 30a. Were they adequately stocked with all ves L o A pialt e linnall apens 3 3¢e S Jo 302 3
necessary supplies such as seap? @ NO E] v sl Jie
No SobP na O by R
+ 3 +
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Scores Critical Areas Al YLl Ltad
ves [ =
30b. Were they adequately stocked with all K ™ 43wl e Jliusall asan 5 jeaa cuilS Ja 30D
necessary supplies such as toilet tissue? NO ¥ Sall gill 399 e
b_TOHET _TISSUE NA [ sy
30c. Were they adequately stocked with all YES m ad Al cllidl &1 8 5e3e ilS Ja 30c
necessary supplies such as paper fowels? no [J N o ) ] zgl u..zL..dl Jie
(paper towels are not required where fully Slliae g5 e Ay gl ye 48, ) ailial)
operational hand dryers exist) va O Gubiy ¥ () o
; $AukT Julid) culS
31a. Were sinks clean? YES KI el - mf‘;,,d“uljyﬁ KJT"B‘Ia
require comment when marked ‘No’ no [ ¥ Gl o YT ey il 1y
NA [ Gy
- RSN RWIRER
31b. Were mirrors clean? YES IZI px S Aﬁ;: :f;rf‘isd?."s‘]b
require comment when marked ‘No’ no [ b e om o Y AdaY) s 1y
NA [ sy
. ?" R Y 4 ‘ -y - .ls
31c. Were hand dryers clean? YES E s . ,?’dx "saf.‘i!,.u,l?:;f: 'Lsdr' "310
3 require comment when marked ‘No’ vo [ ¥ e S R I Y 3
NA [ sy
; 055 ) piall LSl on
31d. Were dispensers clean? YES @ o . :‘ o ,,y,,u. Lyrf"isd?.“‘gm
require comment when marked ‘No’ no [ Y il (o MY AdaY) s 1y
NA [ Gy
YEs K] s
31e. Were toilets and urinals clean? NO D ¥ $agls Joah 4l culS Ja 31e
NA [ sy y
; [ EN I RTIENTS
32a. Were doors clean? YES E Lo ol “,,\1,,;", ffwuj 'lsdT' "328
require comment when marked ‘No’ NO D b sl o2 St
NnAa [ ssuy
YES pai
32b. Were walls clean? Nno O Y fagdss Uaall culS s 32b
NA [ sy
YES pri
32c. Were ceiling clean? Nno [ ¥ fbs il (S s 32¢
NA [ sy
ves X i
2| 32d. Were vents clean? Nno [ b faglas MLl cilS Ja 324 | 2
vA [ gy
i fhgdag il Y1 culs
32e. Were floors clean? YES D p o il %";':&\fw . ,‘;T."32e
require comment when marked ‘No’ NO ¥ S e i
WrER o THE Frogh nva [T gy
ves [
32f. Were baseboards clean? Nno [ N fadlas sac il - o) flailall i, 50 S Ja 30f
NA [ sy
ves [
32g. Were grout clean? no O b i L3I GIS da 32g
NA [ smuy
4 +
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Scores Critical Areas Anda) Y gall Latdu
ves K] o
33a. Were trash containers clean? Nno [ ¥ faglas dalaall iy s <8 s 33a
) NA [ @y )
ves [ =
33b. Were trash containers not overflowing? NO m b Phaild e Aaladll G s <iS Ja 33
NA [ iy
ves ] o o ,
2 34. Was the restroom smelling clean & NO D N L_ﬁ‘ Q) Alinia g Aagda aleall dadl, S Ja 34 5
fresh (without any offensive odor)? olanll A Ay S Aad )
NA [ iy
3 e aleall b ol jagail) aen i€ o 35
35. Were all the facilties inside the ves Bl e e B s,
restroom in good working condition? . wun 4 e it
2 require comment when marked ‘No’ no O ¥ gl o MY ALY S W 2
NA [ gy
3 €(5) ik aawdl deld e olS
36. Was the Mosque premises clean? YES K‘ e ( )_ _,i!\ ’ ,,:; &L‘;ﬁu‘sﬁ 36
2 require comment when marked ‘No’ no [ y g e A s 2
NA [ ey
Comments: sclBaadlall [ Gabesl)
FOR OFFICE USE ONLY Jadd (i<al) aladda N
Adpall JalBI LAl Aoyt aal) - .
9 : : i)
% ACTUAL SCORE MAXIMUM | CValuation e

Approach and Cleanliness

AaUaill 5 b B (1

Greetings and Initial Checks

TP RGP PRUITERi

Appearance and Behavior of

il sall gl el |3

Staff

Service de2all 14
Cleanliness - Restroom and lalaall — ddail |
Mosque sl
TOTAL & sanall
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SERIAL NO.

24| 2

ADNOC Distribution
MASAKIN REST AREA SéS - 774
ALAIN - DUBAI ROAD
AL AIN, TEL :03 - 7832071

DESCRIPTION QTY PRICE TOTAL
VovagrSilveriL 4,00 14.00 56.00
New Nissan A1t 1,00 26.00 26.00

TOTAL 82.00

CASH PAYMENT 82.00

You were served b Opérator 1
DATE 10/06/2012 20:17 1183 01 5265

THANK YOU FOR SHOPPING..... .







