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PROJECT : ELARA (Lube Change - FINAL 2012)

SERIAL NO.

2,6 |3

+

PROJECT: ELARA - Lube Change

N
Pan Arab Research Center &

O wiEmarat | [ 9.2 Eppeo/ Enoc [ B @, Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
26 [Sea, S/inqlBedi [ 2¢aiNe wovelodddel | |
Gender Height Built Bpectacleﬂ Beard Mustacha Ethnic Groups
M F |TIM]S|T [MJF [Yes[No|Yes] No Yes | No |Ind|an [Pakistani[Filipino [Expat. Arabs| Others:
EMIRATE V;‘::‘:T AbuDhabi | Dubai | Sharjah Al Ain g’:‘:l"ai’;' Aman | R3SA | Fujairan
O O O O O | O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
e
A 22 oBR | 52l A% | ol | 2l2 1343695
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
vIsIT VISIT [X]
O O O O O O O 04 O |
1. APPROACH AND CLEANLINESS ;7@1.5.'\5\3 ‘,n\jaﬁ‘_!\ N
Scores Critical Areas Tl ctaall A
YES X

1. Was there proper sign to the Lube
changing bay?

E
oL oL

P ki e AYal daaly dagl ollis S a1

S i s

3 2. Was the lube changing area clean and
organized?

£

o il Cy ) i diie S o 2|3

3. Was there any oil leaking and falling on

.

o de iyl ol gl s giS a3

4 to the floor of the lube bay ? NO ? 0y M s Ailaia A )Y 4
N/A iy ]
2| 4. Were the waiting area and table clean?  NO faadas A Malt y ey dshie cilS Ja 4|2

.i
E
oL oL

2 5. Was the television in the waiting room
working?

£

oYl Ad 2 A ey gl S ds 5|2

6. Was the board displaying complimentary
services neat and clean?

.

<
OOROOROOKOXOOOKOO
¥

“l
E
[T AN A

Al el ek D as sl cilS Ja 6
Caidaiy A e Alaall Cilasal

2. GREETINGS AND INITIAL CHECKS

A clspdall g qua i 2

Scores Critical Areas Taalud) Sl Jaaih
3| 7. Was there any delay in approaching ves [] pd s/l 8 8 ali g ella S s 7 3
customers? NO Y SOl gad cala gall
8. Were you greeted in a friendly manner ~ YES Bd = by A i dhon il G da 8
(pleasant feeling)? Nno [ ¥ ¢ (o4

S Ja rcas gall & gl Coum gn a8 Ela ;) Y 1A
5| If no, please describe behavior: Was it L‘: e . \i;x j:; ) j:ﬁ TR g
arrogant, without any expression, normal G LR O e —
etc..... ¢
1
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Scores Critical Areas Al c PRSI
9. Did he guide your vehicle for positioning  ygg m A il Hebli b il 9

3 at the stopper and asked you to switch el ol il e bz ol ¢ ey 13

the engine off? No [] ¥ Seadl ks =9 0 ] el
10. When asked by customer, was the , S da cdpaadl (e il gl Jis Laric 10
attendant knowledgeable of different YEs [d p fshu L }d - ’

5 g . : u|}m|_5u)3_)]\ul+‘)3/&l_,;‘gdur«h 5
grades of oil, filters and their relative NO D y o N
benefits? fleda JS 2il4d

YES [X y .. .
4| 11. Did he offer the waiting area to you? NO E ?: § eyl dd e & MBS e e da 11 (4
12. Did the staff thank you as you were YES P et _ <

4 leaving? no [J q F a8 S Lai o S8y il gl W8 Ja 12 (4

3. APPEARANCE AND BEHAVIOR OF STAFF Sl g Cpiligall jelia 3

Scores Critical Areas Al el hlail

. YES [
3 13. Z\;(ajsﬁ?;)umform of the attendant neat NO D Y 9L ey Gl el Gilisall Gl S s 1313
NA [ seyy
ves [ ’ e
14. Was the attendant wearing visible N et A8y (5 3y 3 g gall Gl sl IS b 14
3 nametag? NO y $7 g 3
N/A El = L NN
YEs 4 - ]
15. Was he able to communicate with e dealsill e 1508 Caba gl S Ja 15
3 customer? no [] ¥ e 3
. IS\
NA [ ssuy
YEs [
4| 16. Was staff courteous / friendly? No [ ¥ Sahal/fa g2 Cala gl K Ua 16 [ 4
NA [0 sbuy
4. SERVICE el g
Scores Critical Areas Ll cyiaal PR
. 20l ) aaaill ek ol L
17. Did attendant check whether you need ~ YES R - w uuﬁ P )A],e A A7

3 top up or complete oil change? e i L 3

pup P ge’ Nno [ N AL,

3( 18. Did attendant check with you whether ~ YES [ s 2 S 1Y) Lad lia ol gall 333 s 18 3
only oil is to be changed or oil with filter? No [ N €Al 5 30 o dads oy 3l s

19. Did he check using gauge the quantity ~ YES X pad el ol (5 s Gl Gl gl B 8 19

3 required to be topped up and informed g A S N Gl sl 3

you? No [] b} fellyy il g gl
PoOe <yl VIR r ey A TIRT .

3 20. Did the attendant check for oil leakages YES E o ;Hik_/'fl_": )Slﬂl. . }lidi ud:) 20 3

under your car from filter and drain bolt? Nno [ v SR R e .
ey 3l

3| 21. Did the attendant drain the used oil YES P dantuall iy 0 S i Cala all B da 21 3
completely from your car? No [ Yy el Jluw (pe

9| 22. Did he ask whether you want the engine  YES s el ey e o @il Ja 22 5
to be flushed and did it if you agreed? NO D y fliadl oo Jla < elly

3| 23. Did the attendant fill the correct grade as  YES M Cullda e g dilal il gl A6 Ja 23 3
you requested? Nno [ N gl Al daaall
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Scores Critical Areas Lokl el L&l
|24 Dfe eestyou osarongneand es B 5, sl i o o el s 24
minutes? no [ 3 Pl g Aida s2dd Jadll Alla (B
3 25. Did t_he_attendant ensure that the carter YES IE p ujﬁﬁﬁjrjlﬁzh j\_:jb ,%A 25 3
bolt is tightened and there are no leaks? NO 0O N ey
26. Did attendant carry out the following Lailaall ilasadll ol jab cabagall 3 Ja .26
complimentary checks: -l
ves A w
31a. Battery Water top up no [ b} Ay Uil cla A8l 3Na.
na O sy
ves X
31b. Coolant Water top up no [ y coolant/a yul els dila) 31b.
na O iy
YES o ..
31c. Auto Transmission Fluid top up NO D b} G Sl B JLP u) T;’\ 31ec.
na [ by (0555
ves X
31d. Brake Fluid top up no [ ¥ Sal il § Al 31d.
na O sy
ves X]
31e. Gear Oil top up no O 3 oo lcus el 3t
na [ akiy
ves I
31f.  Air filter cleaning Nno [ Y ol sell il Cadais 31f.
na [ sbiy
YES M o
31g. Wiper Water top up NO D N gla ¥ calied cla Al 31g.
nva O sauy
ves il o
31h. Clean engine using air gun NO a Y sl Getasa alaatuly O paall Caas 31h.
wa [ sy
3| 27. Wereany of your questions related to :is % ?’; dalaid) elilind e 5l e :\7‘\-.%2” %w Ja 27 3
lube change answered? S Mt Aalaay
na [ sy
3 28. lchig (t:r;? ;taff place the mileage sticker in :lf)s E ?’; Ax&mﬁi&:ﬁfx\ﬁ 28 3
A O by €5 audl
ves B a
4| 29. Were you offered a receipt voluntarily? ~ NO | bl 0 sal 30wl Juas e jmye o 29 |4
W EESY
5.  REST ROOMS AND MOSQUE saaall g (alaadl foull ) Al G .5
Scores Critical Areas Jaabad) alaal) Ltail
3 30a. Were they adequately stocked with all YES D e Ay 5eal) e lisall arans 3 320 S Ja 302 3
necessary supplies such as soap? NO E ¥ o sball Jie
na O gy S\ 3= \T
) VA
3
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Scores Critical Areas LRI T PR Jatast
ves [
30b. Were they adequately stocked with all 0;‘ sl e Sl aiass 8 jeae uilS Ja 30b
necessary supplies such as toilet tissue? NO L& - Culdl gl 3599 Jie
na O aiyy N5 £193 o
30c. Were they adequately stocked with all YES i 4 Tl ) & 8¢ <ilS o 30c
necessary supplies such as paper towels? no O ¥ A8, ol Cadiliall Jia
(paper towels are not required where fully Gliiae A5 aie 45llae ye 48l <ailiall)
operational hand dryers exist) NA [ gsuy (Y1 A
31a. Were sinks clean? YES E i ) f .“,,.\;],‘,J:"ut:l;‘cfg&d?.|'31a
require comment when marked ‘No’ no [ v el oa o Y" HaY) s 1y
NA [ gy y
31b. Were mirrors clean? YES p o ?”'."y-'; lf‘f;ﬁg&d?l'mb
require comment when marked ‘No’ Nno [ ¥ ol s G s
NA [ skuy
v x Cdadas [T I
31c. Were hand dryers clean? YES px . ,A‘%LJ dﬁzj,fu:;}luﬁsdr |'31C
3 require comment when marked ‘No’ Nno [ vy sl (o V" Al S iy 3
NA [ gyy
; 20k () pilal) ISl oS
31d. Were dispensers clean? YES = o o "Y";:L‘i‘yri '\S.JT‘ "31d
require comment when marked ‘No’ no [ ¥ R R IS
NA [ sy
ves X]
31e. Were toilets and urinals clean? NO D v faaad Sl A€l cuilS Ja 31e
NA [ gy y
32a. Were doors clean? ves . P 2 al ! ',";"u.-':if;‘caftisd?‘.SZa
require comment when marked ‘No’ NO D ¥ gl o Sl il
(7 W PR
YES pri
32b. Were walls clean? Nno [ y fAads laall cilS Ja 32p
Na [ ahuy
YES o2
32¢. Were ceiling clean? no [ ¥ feadai Gatdl S s 32¢
Nna [ sy
ves K
2| 32d. Were vents clean? Nno [ ¥ faadas MUl ciS Js 32d [ 2
Na [ gauy
32e. Were floors clean? YES \ g ol om"?}fm f\;ru \S\S"L: ]‘326
require comment when marked ‘No’ Nno [ Y caasil (oa o Y Ala Y s 1y
NA [ geyy
ves I
32f. Were baseboards clean? No [ ¥ $Aaki sl - o fhailall 151 culs s 30f
NA [ sy
YES pd
32g. Were grout clean? No [ ¥ fedas L3I (IS o 32g
NA [ gy
+ 4 +
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Scores Critical Areas EEW I (L PO BAVY]
ves K o
33a. Were trash containers clean? NO D b eaauas ddaall il da S Ja 33a
NA [ gy
2 = - 2
YES pad
33b. Were trash containers not overflowing? NO O b Thald e Aeladll ciyla cuilS Ja 33b
PR E -—
N/A D Gy C.\.\\&LM .\\‘}3’\;‘.«
ves [1 L -
2 34. Was the restroom smelling clean & no ™ g b 05) Aliaia s Aidas aleall Aadl; <ol Ja 34 2
fresh (without any offensive odor)? Soleall A g S Aa
NA [ gy IS obly
; and alanll 8 & aenill aaea S Ja 35
35. Were all the facilities inside the ves B e et e
restroom in good working condition? L. A et
2 require comment when marked ‘No’ no [0 ¥ g sl (o2 MY A i ) 2
NA [ adiy
; $(3) ik dawall dcld i OIS
36. Was the Mosque premises clean? YES D e (). );S\ ’ g a_,t\j\#i\sﬁ .36
2 require comment when marked ‘No’ no [ ¥ B St S et - 2
nA B iy
Comments: sciaadal) [ gadedll
FOR OFFICE USE ONLY Ladd i) ?\M' 'y
Ugsall Ll Liall e sl , .
9 H : peroall
to ACTUAL SCORE MAXIMUM | EValuation =
Approach and Cleanliness aalaill  al Y1 11
Greetings and Initial Checks | 345¥) SiSpially cam AV 12
é{)apf?arance and Behavior of oyl sl sl s sedae |3
Service ieaall 14
Cleanliness - Restroom and ilalasd) — Addaill 5
Mosque Anall g
TOTAL £ saall
5
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TADNOC DISTRIBUTLON
AL MUMATJT §/S- 938
AL MUWAIJI AREA
AL AIN

DESCRIPTION ATy  PRICE TOraL
VoyagrSilveriL 7,00 14.00 98.00
TOTAL 96,00
CASH PAYMENT 48.00

You were served by Operator | _
DATE 23/03/2012 (9:5 T1 82 01 4350

THANKS FOR SHOPPING. .
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