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PROJECT : ELARA (Lube Change - FINAL 2012)

SERIAL NO.

+
PROJECT: ELARA - Lube Change

O < w Emarat 1 O e Eppco / Enoc / N &y Adnoc

e
an Arab Research Center E

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
056 oo | [ ] | | |
Gender Height Built _ pectacles] Beard | Mustache| Ethnic Groups
TIM [S T [MIF JYes]No | Yes [ No | Yes [ No [indian PPakistani|Filipino [Expat. Arabs| Others:
DD[ZIDIIDDED.DIZDD O |
EMIRATE V;::tlz:‘ AbuDhabi |  Dubai Sharjah Al Ain ‘éT\L"aiA.f Ajman K;':zism”ah Fujairah
O O O O ] O O O O
SITE ID Month Date Amqunt (Dhs) # of vehicles # of staff " Time In Time out
552 019 |23 6 | o] | o[> [itis52]lR1F
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday] Sunday] Monday I Tuesday ] Wednesday [ Thursday [ Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
VISIT 5 VISIT X
O @ O O O O O O 0O O d
1. APPROACH AND CLEANLINESS A3 4 u,abﬂ‘{\ A
Scores Critical Areas FER | L PN | g
YES A A .
1. Was there proper sign to the Lube no [ g dihie Lo AVl daalgaagi S S da 1
changing bay? ey M yuia
va [ shay
_ ves Kl o
3 2. \é\:g:r:igitljl:l?be changing area clean and NO L—_‘ G e Ay e dikie S Ja 2|3
na [ abiy
ves [
4 3. Was there any oil leaking and fallingon q e ac syl et sl s (IS da 3 4
to the floor of the lube bay ? & Sy 3l Atk 3 (Y]
na O sy
YES o
2| 4. Were the waiting area and table clean?  NQ E] N faades Al Mall g Uyl dihie cilS Ja 4| 2
na [ hny
- j YES ax
2 5. \V/vvoariitnhge?telewsmn in the waiting room NO D v LY A b Jen Opdill S Js 52
na [ shsy
YES pes; o ]
6. Was the board displaying complimentary o 7] g el lgde ek Allda il culS€ a6
services neat and clean? fAadat 5 48 je Ailaall leaddl
nA [ shsy
2. GREETINGS AND INITIAL CHECKS ALY clSudall g cus il 2
Scores Critical Areas Al claal Jatgily
3|7 Was there any delay in approaching ves [ px PR  c  WEVEN LPA K LS P 3
customers? Nno ™M Yy Sl gas Cal gall
8. Were you greeted in a friendly manner ~ YES O p by La a8 e il S da 8
(pleasant feeling)? NO E N ¢ (z ke
S8 Ja rcals gall G Chaa g0 28 sl Y 13
51 If no, please describe behavior: Was it v R t:;l . )j; j:ﬁ N J.‘ > 5
arrogant, without any expression, normal (g Rt o8 S A ek
etc..... e
No _GfPETINGS
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Scores Critical Areas Aalea) laalt Latas
9. Did he guide your vehicle for positioning  ygsg m A il A<l S il L CGalh el 8 Ja 9
3 at the stopper and asked you to switch VQ ‘u s o el o R e 13
the engine off? Nno [] ¥ Sl ik ) e il 5 ) Gy
10. When asked by customer, was the . HS Ja edsaall (e i gall s Laic
5 attendant knowledgeable of different YES EI e Z};E‘ o ‘ )11 Q:‘ Wy ‘}.“J .rjf& 10 5
grades of oil, filters and their relative no [] g 5= i &QJ‘ ) : ol
benefits? fleta JS il 4
YES [X] ; ..
4| 11. Did he offer the waiting area to you? NO E r"; § Myl dd e BRI elle a e da 11 (4
4| 12. Did the staff thank you as you werg_™\ YES O pxd $ oli5 i L oSy iyl 5 a 42 |4
leaving? Mo THENE H6U @’ NO E y R el P .
3. APPEARANCE AND BEHAVIOR OF STAFF (S slay Cuiligall Leha 3
Scores Critical Areas Al claal Jatai
_ YES px
3 13. Z\rllzsﬁ?;?umform of the attendant neat NO D Y ey Gl el il G S s 43 (3
NA [ gy
YES pad ”
14. Was the attendant wearing visible ey Ay (69 5 3 sa sl il sl IS Ja 14
3 nametag? No [] Y o . 3
g7 fT a5 dand Lgdle
NA [ gayy
YES [ .
15. Was he able to communicate with & deal sl e | E Gl gl (S Ja 15
3 No [] ¥ o 3
customer? sl
NA [ sy y
Yes I
4| 16. Was staff courteous / friendly? No [ y Slaal/fa ga 5 Calagall IS Ja 16 | 4
NA [ sy
a. SERVICE deadll 4
Scores  Critical Areas T T T R e T L]
: T L 2313l Cals gall A .
17. Did attendant check whether you need YES m o u-‘ < u)’d sa }A{ ¢ =17
3 top up or complete oit change? S0 o el Sl AlaY et s i 3
p up plete ge’ No [] ¥ ety
3| 8. Did attendant check with you whether ~ YES val| px 28 S 1) Lagd elia Cals gl 3Ea3 Ja 18 3
only oit is to be changed or oil with filter? NQ O N ¢ a5y W o dadh <y 1) s
19. Did he check using gauge the quantity ~ YES i elil o3l s sle Gy ol sall BB Ja 19
3 required to be topped up and informed e Ay Al el sl 3
you? No [ £l Wil 5 i)
‘I . . ‘4.‘ *\JQL ‘&&.
3| 20. Did the attendant check for oil leakages  YES [ a2 “'”j: - i s ’:l_j e 20 3
under your car from filter and drain bolt? Nno [ KT smas Lo e )
Ty 3l
g 21. Did the attendant drain the used oil YEs [x] e el 3l JS iy (il sall B a1 3
completely from your car? NO D ¥ FCE i N
o | 22. Did he ask whether you want the engine ~ YES X A Al e sl dae S o) il Ja 22 2
to be flushed and did it if you agreed? NO |'_'] N Selidd) g Jla bl
3| 23. Did the attendant fill the correct grade as  YES axd Sl A ofg 5 Adlal Cabgall JE o 23 3
you requested? Nno [ N el Al s niall
2
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Scores Critical Areas Tl c¥aal) Jalash
24. Did he request you to startengineand  ygs [XI x4 my o yaall iy i of e il Ja 24
3 leave it running for one and a half i - Adds padd il Ala 8 3
minutes? no [ b faal s 4ida sad Jiid «*
. Gl A jefA) s of e cilasall B da 25
3|25 Eicljtt'het'a::tend?:lnt egstﬁre that the Icar:(er7 ves [ P iy clia (415 LgilSa i T Tide 3
olt is tightened and there are no leaks? o 7] N eyl
26. Did attendant carry out the following dgilaall Cla yaill ol ol calagdl JE da 26
complimentary checks: -agihl
YES pod
31a. Battery Water top up no [ b Ut ela Al 31a.
va O sy
ves K]
31b. Coolant Water top up no [ N coolant/s sl sl ils)  31b,
A [ sk y
ves [ ™ Y1 A8 el JBU Jlea cy ) il 31
31c. Auto Transmission Fludtopup  NO [ y PRI e sy c
(0 aansil yi)
A [ ki
YES axd
31d. Brake Fluid top up no [ v dellcys ikl 31d.
na [ sy
ves X ’
31e. Gear Oil top up no O b oW [l AL 31e.
na O assy
ves Kl o
31f.  Air filter cleaning no [ Y ol sl yilh ks 31f.
na O iy
ves [ &
31g. Wiper Water top up NO D Y gla 3 laliual ol iz 31g.
va [ asay
YES et
31h. Clean engine using air gun NO O N el e aladiols o paall Calass 31h.
nA [ sy
YES P .
3|27 Were any of your questions related to O ?: Aalaiall ilisd e g o AaY) S .27 3
lube change answered? NO o M s daleay
nva [ sy
. . ) ) YESE A qupM@z}gQL}A\e\EJA 28
3 28. 5:2 (t:t;? gtaff place the mileage sticker in NO D N e ERETEEIN [ sia LI 3
na [ sy €5l
ves
4| 29. Were you offered a receipt voluntarily?  NO O ¥ 0 ial 2 Jaa s e ymye da 29 14
na [ pbuy
5.  REST ROOMS AND MOSQUE sdaauall g (aleadl [l $5) Al M g 5
Scores Critical Areas Al YLl Llath
3 , YES A 5 , 3
30a. Were they adequately stocked with all ' D el e Hlisall aaany 3 e S o 30a
necessary supplies such as soap? NO b S giall Jia
na O gy =
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Scores Critical Areas YOI JEAN PR PALH]
ves [ w0
30b. Were they adequately stocked with all (“: sl e jluall aseas 3 e culS Ja 30b
necessary supplies sugh\as toilet tissue? NO L Cull sl (g 199 Jia
NO  Tlesug s NA [ ssuy
30c. Were they adequately\sfcked with all YES axd Ay pall Claliuall aans 3 5eae <ilS Ja 300
necessary supplies such as paper towels? NO D ¥ £33 198 ddlial) Jia
(paper towels are not required where fully - Clidae 855 dic dypllae ye 44 ) hibiall)
operational hand dryers exist) N/A Gy GAY) i
31a. Were sinks clean? YES m g ) ! .“,,“,,d:“u:‘ rulSLSdT ‘.31a
require comment when marked ‘No’ no [ Y sl o MY Aa ) il Y
NA [T gy
31b. Were mirrors clean? ves K gl o ?ﬁ 13"‘1:“ ‘u.:IS dT 31b
require comment when marked ‘No’ no [ 3 cr il o MY A Sy
VA [ sy
- TR o
31c. Were hand dryers clean? YES m e . T*Lu ti*-"? .:_M::‘n ‘ulslsdf ‘.310
3 require comment when marked ‘No’ no [ ¥ cosill o2 YT ALY s 1y
na [ sy
‘ - T TR
31d. Were dispensers clean? YES D4 ol Uﬁhij,, LiL;;'”LSlSdT "31d
require comment when marked ‘No’ vo [J ¥ Tl o MY ALY culs 1)
NA [ gy
YEs X1
31e. Were toilets and urinals clean? Nno [ Y fadas Joall 4K <l Ja 31e
NA [ gy
» ?"' .. ‘ A \ - LS
32a. Were doors clean? ves [X] o Ll ﬁ':‘:jfyﬁ ,\SJT. "328
require comment when marked ‘No’ NO D ¥ ool o2 SRR
NA [ gy
ves B
32b. Were walls clean? no O b $agdas glassll CailS Ja 32D
NA [ abuy
YES [X]  ax
32c. Were ceiling clean? no [ b fapas el S s 32¢
NA [ sy
ves Kl
2| 32d. Were vents clean? Nno [ ¥ $aglas Ml cils Ja 32
NA [ gy
; faadai culuam Y1 colg
32e. Were floors clean? ves B o gl s ..\J.,";‘_'iy‘ . 11;73328
require comment when marked ‘No’ no [ ¥ Gt TR A=
A [ gauy
YES prd
32f. Were baseboards clean? NO D N YAk e Bl & o Jlilall 150 <l Ja 32F
NA [ gy
YES pad
32g. Were grout clean? no [ Yy fedphai LI (1S Ua 329
NA [ gy
4
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Scores Critical Areas Foaball) c¥Laall Liai
ves [
33a. Were trash containers clean? NO D ¥ fasyb daladll il s S o 333
NA [ by
2 - 2
YES pd
33b. Were trash containers not overflowing? NO D ¥ fiaila e ddadll cly s culs Ja 33b
NA [ gy
YES pai . ]
2 34. Was the restroom smelling clean & NO D g‘ O9%) Adindas ggdan pleall dal ;) il Ja .34 2
fresh (without any offensive odor)? Fplanll B Agy S As
NA [ iy
: o alaall 3 ol jgadll apen S o
35. Were all the facilties inside the YES o pnll ot S seadl s, <38 2 35
restroom in good working condition? L. w4 TN
2 require comment when marked ‘No’ o O v gl oa MY Y] S 1) 2
NA [ Gy
3 €(5) ikl dnanddl dcli 5l e AS
36. Was the Mosque premises clean? ves [J o ( ), I ' ,,;‘,’, zi}‘:;*‘ff\s ﬁ -36
2 require comment when marked ‘No’ no [0 ¥ ot el iyl s 2
NA [ asuy
Comments: clBaadiall [ gaedlt
FOR OFFICE USE ONLY Jaih (Sl pladdud
Uaasall LG Liall Jdey sl .
0, g = . -
o ACTUAL SCORE | MAXimum | Evavation el
Approach and Cleanliness Aalball 5 ot B 11
Greetings and Initial Checks | & s¥) SlSpiill s a1 12
é{)apf?arance and Behavior of cpils sl Bl Jekae (3
Service aeadlt |4
Cleanliness - Restroom and laall — Akl |
Mosque Sl g
TOTAL £ sanal)
5
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SERIAL NO,

L GHAIL
AL AIN | :
DESCRIPTION oI PHICE TOTAL
vayagrsilveril 390 14.00 49.00
New Hvundai So 1.00 1‘.00 17.00
TOTAL i 65.00 %
CASH PAYMENT i £6.00

Vou weie served by Cm_emﬁ'@r 1 )
DATE 23709/2012 12:17 [}& G2 01 6933

THANKS FOR SHOPPING. . P







