+

PROJECT : ELARA (Lube Change - FINAL 2012)

Di,f{a/7

1

+

PROJECT: ELARA - Lube Change

SERIAL NO.

2|5

3

+
Pan Arab Research Center %

chu! Emarat | O] @558 Eppco / Enoc / @ & g Adnoc

Lube change.doc

1

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
O 6 Name Number Name Number N_?me, Number
1002 Sodeem | 181301
Gender Hel |ght Built Spectacles Beard | Mustache] Ethnic Groups
TIMI]S | T | M [F JYes|No|Yes[No |Yes[ No |indian [Pakistani]Filipino [Expat. Arabs] Others:
IDEDDDEDDEBDDED O 0O O
Western " . . Umm Al . Ras Al -
EMIRATE Region Abu Dhabi Dubai Sharjah Al Ain Quwain Ajman Khaimah Fujairah
O O | O X O O | O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
Y4l ol8ala3lo | 6l8 [ ojlo | oL 10451115
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
g 0o o O OO O O R O
1. APPROACH AND CLEANLINESS <48Uail g i By 1
Scores Critical Areas Aol eyl Lia
. YES o . .
1. Was there proper sign to the Lube no [ y dihie e AV daalgiadallia g€ da 1
changing bay? S Y yuaa
NA [ abiy
_ ves K ™
3 2. \é\:;:ntil;zcljttj?be changing area clean and NO D S ey Aadh Cy il i At el ds 2 |3
wa [ sy
ves [1 & . c
4|3 Was there any oil leaking and falingon K y e ae gl gldia S ds 3 4
to the floor of the lube bay ? ey iyt Addata B )Y
na [ iy )
YES E o
21 4. Were the waiting area and table clean? NO |:| ¥ fagday A gdally st dshie il Ja 4 (2
na [ abuy
— ves @~
2 5. chz:ii:?ge?televssmn in the waiting room NG D v ¢ Y1 A e 3 Jans ol S Ja 5|2
-~ nva O ssiy
: ves i s s
6. Was the board displaying complimentary n g Aald e ekt gl da il s da 6
services neat and clean? CAaual 5 A ye Auilaadl Claaal
na O sny
2. GREETINGS AND INITIAL CHECKS Y a2
Scores Critical Areas Talol) el Lata
3| 7. Was there any delay in approaching ves [J ax R P NG PP RE T S Ny 4 3
customers? NO m y ol s aks gall
8. Were you greeted in a friendly manner ~ YES O p sl 43,48 e cua sl s 8
(pleasant feeling)? Nno B N ¢ (zoa
S Ja reab gal Aol Camgral tla ) Y 1)
5| If no, please describe behavior: Was it @ U‘ de . Li;l )jti j:,ﬁ s 5
arrogant, without any expression, normal Cant el ol R . ;‘
etc..... - ,
nohnal . bud no af eefﬁ&.m%x
£
A
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2 + +
Scores Critical Areas Ll cYLaall Jalad
9. Did he guide your vehicle for positioning  ygg 7 laadl Sl I s L Cala ol A6
3 at the stopper and asked you to switch & H- ;;“);&u o "f‘ﬂ“ i R ﬁl ¢ L:S; -8 3
the engine off? Nno [ L S O 2 0 sl
10. When asked by customer, was the S ; IS b cdandl (e Gals gall Jipas Larie 10
attendant knowledgeable of different YES L ‘,f‘c,u .. < }f 1,..,
5 s g . - ul)dﬂ‘ju):l)llc_:@))/&|ym@b 5
grades of oil, filters and their relative NO D N o - i
benefits? fleta JS Xl g4
. YES : . .
4| 11. Did he offer the waiting area to you? NO g ": ¢ iyl 4s e oY elde Lo da 11 (4
4| 12 Did the staff thank you as you were vEs A ¢ a3 8 ek & S Cali pall W6 Ja 12 | 4
leaving? Nno [ N 2 = : ¢ '
3. APPEARANCE AND BEHAVIOR OF STAFF 1agS sl g Cpiligall jelia 3
Scores Critical Areas Lyl L) Ll
_ YES po
3 13. Z\r/‘zsﬁt:ye’)unlform of the attendant neat NO D Y 00y sl pualall il sl Gl S s 13 (3
na [ gy
YES I N ) .
3| 14, Was the attendant wearing visible no [] y Jetay Ay (535 53 3 5m gl Cala sall (IS Ja 14 3
nametag? Tz 5o 51 4aul Lggle
NvA [ sy
vEs X = o !
15. Was he able to communicate with &o dual gl e 18 Gl gl S Ja 15 !
3 Nno O ¥ - 3
customer? fosll
NvA [ sy
YES ]
41 16. Was staff courteous / friendly? NO [ y Sladal/la g cab gl S Ja 16 14
L NA [ sy
4. SERVICE dasill 4
Scores Critical Areas L) Yol Ly
: S ) e aailly ol sl B8 Ja 17
17. Did attendant check whether you need ~ YES X o~ = uu}d o }A ¢
3 top up or complete oil change? S0 ol Syl AlaY glias s Ll 3
P up p ge NO D ¢S,
4| 18. Did attendant check with you whether ves X px i S 1Y L elig —ab gl B3 Ja 18 3
only oil is to be changed or oil with filter? No [ Y LI VPRV U - VR I
19. Did he check using gauge the quantity  vgs [X] s pladinly o 5l G Sse bl il gl B8 o 19
3 required to be topped up and informed S Al RS I el sl 3
you? Nno [ k] Cullly il Liilal
O Sl Gt e Giadllh Cala gl B8 Ja 20
3 20. Did the attendant check for oil leakages YES & o uﬁ).;/ﬁt:j i Djij e 3
under your car from filter and drain bolt? NO D y ; eyl
3| 21. Did the attendant drain the used oil ves [X] P sl 3l IS i il sl B8 Ja 21 3
completely from your car? No [ N EI P FWILN
2| 22. Did he ask whether you want the engine  YES E A Al paall ey S o) el Ja 29 5
to be flushed and did it if you agreed? Nno [ y feliasl go Jla 4 lly
3| 23. Did the attendant fill the correct grade as  YES X axd Sl da e 5 Allaly il gl 8 Ja 23 3
you requested? Nno [ Y flidls Al daaial)
2 +



3 + +
Scores Critical Areas Al Lol PR}
24. Did he request you to startengine and  ygs 48 iy e jaall Jundis a8 o e calla o 24
3 leave it running for one and a half ] S iy s 4 o) i) Ala 8 3
minutes? NO 3 S g £
3 25. Eid t.he.attendant ensure that the carter  YES & - wi:jﬁdﬁjlﬁ\:bjfb_‘% 25 3
olt is tightened and there are no leaks? NO O y .
26. Did attendant carry out the following Aglaall Clasadll ol by calagall dB Ja 26
complimentary checks: -t
ves [}
31a. Battery Water top up no O ) ijhdeldle)  31a.
na [ asuy
YES m aad
31b. Coolant Water top up NO k| coolant/a_uall sle diLs} 31b.
N/A El Sy
YES prd - G e s
31c. Auto Transmission Fludtopup  NO [ y Sl JL(‘:;:A:?:)\ 3tc.
nA [ ahuy
ves K]
31d. Brake Fluid top up Nno O N Jal il Al 31d.
va [ asuy
YES % o
31e. Gear Oil top up NO 3 e el Ada) 31e.
na [ aiy
ves K
31f.  Air filter cleaning no [ ) sl glcaln 31,
A [ iy
YES pai
31g. Wiper Water top up no [ y s ) Clabind olo Lzl 31g.
na [ sy
YES o
31h. Clean engine using air gun NO [:] ¥ elsedl (e aladiils o jadl Canlan 31h.
nva [ adny
3| 27. Were any of your questions related to :28 % ?’; dalasall il e g gsk‘ :‘-?‘\+¥\ ‘jw Jda 27 3
lube change answered? el s Adan
nva [ abuy
5| 28 5:2 ér;? staffplace the mileage stcker in ;(E)S %l ?: Jx@%ﬁ&ﬁf;ﬁ .28 3
' na [ adyy %
ves K
4| 29. Were you offered a receipt voluntarily? No [ N S ial 2 Jeay e (mpe da 29 |4
na O adny
5.  REST ROOMS AND MOSQUE. sacall g (pLaadl el 53) Aal N e 5
Scores Critical Areas Al il pATH||
3 30a. Were they adequately stocked with all YES B Ay g mall Gl il pans 8 e S o 30a 3
necessary supplies such as soap? NO I:I v 90 gabadt Jia
nva [ asuy u—
3 +
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Scores

Critical Areas

Al CYLa

ﬁ). Were they adequately stocked with all
a5

ves 0
2

( necessary sypplies such as toilet tissue? NO
mmi!c&mmgg Nna [ sy

Ay gl S sl preans 3 jg30 <ilS Ja 30b
St gl (3099 Jia

30c. Were they adequately stocked with all

necessary supplies such as paper towels?
(paper towels are not required where fully

ves 1
Nno OO v

s all il il ey 3 jeae <€ o 30C
248 !,_M adlial) Jie
‘1"55.3*)5)3-\3934)11:4):\53:6_))]\;&&&‘5!)
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operational hand dryers exist) NA B Gy Y Al
. (\" R I . -
31a. Were sinks clean? ves Bl i call o ',,y,flf"hl:];r‘j\%&d?"ma
require comment when marked ‘No’ No O b gl sl o ol s i
NA [ gy
: FARERPWIERTS
31b. Were mirrors clean? ves [X] e ol o 2 )t_:l\j\uj 'LSJT' "31b
require comment when marked ‘No’ Nno [ Y g sl o Gl S )
NA [ sdiy
N ~ ?" . ].. A ‘ - PO
31c. Were hand dryers clean? YES m o Sal "gaﬁj:’u::;r"‘sudf "310
require comment when marked ‘No’ Nno [ ¥ gl o YT AlaYI s 1y
NA [ Gy
N s Saqday b Gl Gl
31d. Were dispensers clean? YES X ol u’gh‘fyﬁ L;Yluj ’LS.dT'{Sw
require comment when marked ‘No' Nno [ ¥ i) (o2 YT Al s 1y
NA [ gbyy
ves X4
31e. Were toilets and urinals clean? NO [:] ¥ FAgdas Joal Akl S Ja 316
Nna [ gy
: faaday O Y cul
32a. Were doors clean? YES E px Ll ’,,\J,:'_,‘ {iyyrf 'lsdT" "326
require comment when marked ‘No’ Nno [ Y gl e MY Y cals 1y
NA [ shuy
ves M
32b. Were walls clean? Nno [ N faduds; lal CulS o 32b
NA [ shkuy
ves
32c. Were ceiling clean? No [ Y Sy il IS Ja 320
A O sy
ves )
32d. Were vents clean? Nno [ y $adas Ml calS s 32d
NA [ geuy
P< ; faadas b Y1 il
32e. Were floors clean? YES pd ) + "?"" L\i\iluj 'ISJTMSZG
require comment when marked ‘No’ Nno [ b T e it
na [ gy
vEs Bd
32f. Were baseboards clean? Nno O ¥ $Aakai Sac ) & 5 flailall 1550 CilS Ja 32
va [0 sy
YES D
32g. Were grout clean? no [ ¥ fsakai 3Gl IS Ja .32g
nva [ gy
4
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Scores Critical Areas Taaba¥) claalt h&'ﬁ\]
vyes I
33a. Were trash containers clean? no [ ¥ Ak ddladll ciy s S Ja 33a
5 NA [ adsy )
YEs B
33b. Were trash containers not overflowing? NO O ¥ Chiailh e daladll il gla il Ja 33b
NA [ ey
ves 4 e ,
2 34. Was the restroom smelling clean & no [ . @} Os) Ldaiey Aidai Jleall dadl ) cilS s 34 5
fresh (without any offensive odor)? fobanll A gy S Aal
NA [ omuy

35. Were all the facilities inside the

YES E oS Jard glaall & ) jgaill aen il da 35

restroom in good working condition? . = e

2 require comment when marked ‘No’ no [ ¥ gl o2 Y Y S 1Y) 2

NA [ ahiy
; €(5) idsi daal Aol f) e NS
36. Was the Mosque premises clean? YES D P ( ). j'm ) ..:;. Ltﬁ,ﬂsﬁ 36

2 require comment when marked ‘No' ~ NO | (catal kA 2
NA B sy

Comments: rcdaadlall / galadll

FOR OFFICE USE ONLY

Jah Sal) alaiinY
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% Alpaaall Jtacl Bl oY) Evaluation: : ol
ACTUAL SCORE MAXIMUM -
Approach and Cleanliness Addaill 5 ol Y 1
Greetings and Initial Checks | &s¥! Sl s cam 3 |2
gfapfefearance and Behavior of Ol sl s sehae |3
Service Aol 14
Cleanliness - Restroom and abeall — 2alkail) 1
Mosque Asall g
TOTAL € gaall
5







SERIAL NO. ]

2153

ADNO {1butio
NASM N RES‘! AR AS/S - TT4

e
AL AIN, TEL 03 783207\

DE‘CRIPT%ON a7 PRIC TOTAL
Yoyzgrsilverit 4,8 14.(30 £3.00
TOTAL ' 63.00
CASH PAYMENT 63.00
were wwﬁwmr\
Yo M g 1116 11101 38

THANK YOU FOR SHOFPING.....







