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PROJECT : ELARA (Lube Change - FINAL 2012)

PROJECT: ELARA - Lube Change

iy
Pan Arab Research Center g

[ e wEmarat | [ @505 Eppeo/ Enoc | B @5 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number | Name Number | Name Number
1039 P | 11 1 [
Gender Height Built_ PBpectacle] Beard | Mustachel Ethnic Groups
T l E ] IVI [ F_| Yes | No | Yes [ No | Yes [ No Jindian [Pakistani]Filipino [Expat. Arabs] Others:
EMIRATE V;:Z‘Ii:‘ Abu Dhabi |  Dubai Sharjah Al Ain ‘é’::v"aﬁ" Ajman K?]:isml:h Fujairah
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
glalal ol9 | 111 8o olo | ol [1143 1205
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday l Sunday| Monday | Tuesday IWednesdayl Thursday I Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
vt m O O O visit | [ || O X O O O
1. APPROACH AND CLEANLINESS 48U 5 ol 8 14
Scores Critical Areas Al Yl Jatails
YES X ‘n-
1. Was there proper sign to the Lube no O dilaie o AYall Al da 5l s QS dﬁ A
changing bay? S 3l s
nva [ _,ah.u y
. YES pa
3 2. \é\;gasr;[ir;e;(lj%be changing area clean and NO D g ey Ak )y Ak cilS Ja 2|3
va [ sy
vyes [1 = . _ o
4|3 Was there any oil leaking and fallingon q s as gyl il dlia g8 a3 4
to the floor of the lube bay ? o 0y i s didaia b Y
N!A D i f;\) i
ves =
21 4. Were the waiting area and table clean?  NO |:] b} ehaday A all 5 et dskaie CilS 4|2
na O by
5 W h ision i iti YES m =
2|5 Woariitnge?telewsnon in the waiting room NO D N ¢ Y A 5w oanilill S 08 512
na [ sy
YES o s s
6. Was the board displaying complimentary o ] q el Lgle el Aldas il cus ds 6
services neat and clean? $aalni g A9 e Aplacall Dleasdl
na [ adbuy
2.  GREETINGS AND INITIAL CHECKS Sl gV il g uaa il (2
Scores Critical Areas Al claall pAVH)
5| 7. Was there any delay in approaching ves [ P s/l g i gl dus g8 s 7 3
customers? NO Yy Sl ea Cada gall
8. Were you greeted in a friendly manner ~ YES X] pu sl Gasdak e i de 8
(pleasant feeling)? NO D y S (zow
TS U il pall o les i g3 a8 2la <Y 1)
51 If no, please describe behavior: Was it Lj :3: ﬁ . }j; j:ﬁ N ) ‘15
arrogant, without any expression, normal G R O BEP vwcj
etc.....
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Scores Critical Areas Ll el Lot
9. Did he guide your vehicle for positioning YES ; Ll A, 3 ol b s ol A5
3 at the stopper and asked you to switch & N ::“ <" . Gj P ,A o UL}A e dﬁ -9 3
the engine off? No [ ¥ el paall ikl o i g 5 ) alayy
10. When asked by customer, was the . S Ub cdaandl 'y Calh gall (Jome Lesic
5 attendant knowledgeable of different YES E p Z};ﬁn < ‘ )“ Q:A Wy ‘Jf‘id d!y 10 5
grades of oil, filters and their relative No [J q = pati< gy : e
benefits? fleda JS il 54
YES i .. .
4| 11. Did he offer the waiting area to you? NO % e: ¢ oyl 48 e o IV dde e Ja 11 4
12, Did the staff thank YEs 4 ’ 5 € L ol S i ol 1
4 Ie'aving?s aff thank you as you were \o D e’; € 53 i Loty ol S il yall s 124
3. APPEARANCE AND BEHAVIOR OF STAFF tagS sy Cuilisall jglia 3
Scores Critical Areas L) ¥l BRI
13. Was th I f th d t YES m ™
. t i tt . o .
3 an?jstid;?um orm of the attendant nea NO D Y Ly gl el Gali sl G S s 43 3
NA [ sy
Yes K  w B
3| 14. Was the attendant wearing visible NO [ q ek A8y (5 3 sasall Calagall S Ja 14 3
nametag? s 5 daul Lile
Na [ seyy ;
YES pal .
3| 15 Was he able to communicate with NO [ g &e daal gl e 108 Cala gl S Ja 15 3
customer? fosl
NA [ sayy
YES o
4| 16. Was staff courteous / friendly? Nno [ y eyl il S Ja 16 14
NA [ sy
4. SERVICE dasdll 4
Scores CriticalAreas T T GG Ly
17. Did attendant check whether you need ves [X] a \_u uuﬁ_ﬂ ca }A‘ (’
3 top up or complete oil change? 2 il ol oy S ASLaY gliad b 3
p up p ge: NO D Y e LIl
| 18. Did attendant check with you whether ~ YES X p L5 S 1Y Leg dlie iy sall 335 s 18 3
only ol is to be changed or oil with filter? No  [] y ¢ el g oy 3l o dasd 5l s
19. Did he check using gauge the quantity ~ YES [X] ard PPl ol 6 gl (it Calagall B Ja 19
3 required to be topped up and informed S g | GV I WO [ L P I 3
you? No [] Y el el Ll
e 7*“: . - ; 1 . s ]b db KT ;Jﬁ '2
3 20. Did the attendant check for oil leakages YES pr Ot u:; 7?5; il a):ij ns 0 3
under your car from filter and drain bolt? no [ S ORI s
TR
3| 21. Did the attendant drain the used oil ves [ P entieaall i 30 IS iy Cala gl W5 Ja 21 3
completely from your car? Nno [ Yy Sl sl (pe
2| 22. Did he ask whether you want the engine  YES [x] el TRC SO S SRV US| W T 9
to be flushed and did it if you agreed? no [ N fulind) 5o Jla 8 il
3| 23. Did the attendant fill the correct grade as  YES bd| px Gl da /e 58 Al calasall BlE o 23 3
you requested? Nno [ y fleill il da sl
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Scores Critical Areas Ayl ci¥laall pATH]
24. Did he request you tostartengineand  ygs o 4SSy o) yaall iy o 5 o e s s 24
3 leave it running for one and a half et A padd Ll Alla 4 3
minutes? o O ¥ fual s A dadd Jaulill Al
T 3 e [l geba () m il sall X6 Ja 25
3 25. giclitt.het'a&tenda(\jnt egstﬁre that the ::artker? ves Bl [ it ilia (e 4 LgilSa 8 T Hiia 3
olt is tightened and there are no leaks? o 7] N e sl
26. Did attendant carry out the following alaall Cla gadll ¢l b cilasall QB Ja .26
complimentary checks: - lal
ves Al
31a. Battery Water top up NO O Y Ul el Adlia) 31a.
va [ ssiy
ves X
31b. Coolant Water top up NO D b} coolant/a_ull sle AL} 31b.
na O sy
YES E - Y1 A< jalt Jal Al 1
EVRETE
31c. Auto Transmission Fluidtopup  NO [ y o Ham 31c.
{Oansit A1)
nva [ sy
YES o
31d. Brake Fluid top up NO D ¥ Jalydll 2y j Adlzal 31d.
na [ assy
YES axl
31e. Gear Oil top up no [ ! ool [l gy Adl 31e.
' na [ asiy
ves KI =
31f. Air filter cleaning no O ¥ cpedl sk 31,
NA [ sy
YES o
31g. Wiper Water top up NO D Y Fla ol lalial sle AL} 31g.
. wA [ sy
ves XI ~
31h. Clean engine using air gun NO [:] Y elsall (et 223500 O el Clas 31h.
nA L] sy
ves K T
5| 27. Were any of your questions related to O r"; Asbaiall lilid e gl e BaYh b ds 27 3
lube change answered? NO ol il dleny
na O sy
, , - ves K 2o op Geale pam calipall 5 Ja 28
3 28. chIg (t;t;? ?staff place the mileage sticker in NO O N o Leinki Al /) sie LS 3
na [ sy 95 Jand
v YES o
41 29. Were you offered a receipt voluntariy? ~ NO D Yy el il 2 Ja gy dile (e Jda 2914
va [ sy
5.  REST ROOMS AND MOSQUE saaaall g (pLaadl [l 55) Al g 5
‘Scores Critical Areas FI IR RN PR Jalait
YES i 3
30a. Were they adequately stocked with all O ?’;‘ i g_peal) e Sl maans 3 3¢ S Ja . 30a
necessary supplies such as soap? NO O sadl Jia
na [ @by =
3
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Scores Critical Areas LI AN PR | PR
_ ves B T e
30b. Were they adequately stocked with all O ¥ g el Sl jliaall aaeny 3 jeaa uilS Ja 30b
necessary supplies such as toilet tissue? NO Sl (g 199 Jie
NA [ sy
30c. Were they adequately stocked with all ves O] pr Ayl il il & 5 e S da . 30c
necessary supplies such as paper towels? no O N P48 ) olf Chdliall Jia
(paper towels are not required where fully Glitae A5 ie 4lle e 4Gl Cadliall)
operational hand dryers exist) na X Gebi ¥ (ASY)
31a. Were sinks clean? YES m p ol * .‘,,'é,%f;ﬁﬁsd?":ﬂa
require comment when marked ‘No’ Nno [ Yy el (o MY AaY) il 1
NA [T Gy
: Shadas Ul o
31b. Were mirrors clean? ves B 2l 4:\.1;4. ; fyrulslsd‘: |'31b
require comment when marked ‘No’ no O ¥ sl o2 MY Y s 1Y)
NA [ sy
; gy oY) Cliiaae
31c. Were hand dryers clean? ves Bl px 2 gl ’ ‘*5"??;,, m\:‘wg‘;‘r "31C
3 require comment when marked ‘No’ no [ Y gl (o MY AdaY) calS 1y 3
NnA [ sy
1 faaa o plall cilisle culg
31d. Were dispensers clean? ves b (e - o "y':—‘L{Ayﬁ ‘LSdT‘I‘31d
require comment when marked ‘No’ Nno [ ¥ el o A s
Na [ gayy
YES pad
31e. Were toilets and urinals clean? no [ ¥ $Agudn Joall LSl il Ja 31e
NA [ sy
32a. Were doors clean? YES E o o il v%,:"‘fgjfﬁg‘? ‘.323
require comment when marked ‘No’ Nno [ ¥ R R
NA [ Gy y
ves ]
32b. Were walls clean? no [ Yy ik GUaall cilS Ja 32h
NA [ gy
ves K]
32¢c. Were ceiling clean? no OO0 v fads il oIS s 32¢
NA [ gauy
ves K
2| 32d. Were vents clean? Nno [ ¥ faglay MLl CilS s 32 (2
Nna [ shyy
; Sdaka) s,V culsg
32e. Were floors clean? ves B4 g g LL);YI . EJTM.SZe
require comment when marked ‘No' no [ ¥ A e
(N7 W I RANY
ves d
32f. Were baseboards clean? no [ N fAdalai saclill = o ila i 5 culS Js 30f
na [T gy
ves I =
32g. Were grout clean? no O Y falai WY IS s 32g
A [ gy N
4 +
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2 fresh (without any offensive odor)?
ey NIA [ gy

Scores Critical Areas At ¥l PATHI]

YES ol

33a. Were trash containers clean? Nno O ¥ eaadas Al iy sla i€ Ja .33a
NA [ aesy

2 = - 2

YES o

33b. Were frash containers not overflowing? NO O b Chamild ye abaill clysla << da 33b
NA [ asiy
YES pd e 1 .

34. Was the restroom smelling clean & NO D N g:‘ O) i g Aggla) plealf dadl ) il da .34 2

?plend) A A S Andl,

~% T : 5 leall L jaeadd) RS
35. Were all the facilities inside the WYES ¢ s sl 8 gl g 298 O 35
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restroom in good working condition? L. s e
2 require comment when marked ‘No’ no v cam sl (o2 YT Ayl IS 2
HAND DRYERS NOT cOOLKING  \yp Gy ¥
; (5) Ciad aaadl Ac\E gl e S
36. Was the Mosque premises clean? ves Ll o ( ). };“ Ly 4_.{;?;“:\5(\?\5 36
2 require comment when marked ‘No’ NO D N & A T E : 2
N/A ks
Comments: scaUBadialf [ galadll
FOR OFFICE USE ONLY Jadd ial) pladia
Ugal) i) LA AeY) .
0, . H . . “ \
o ACTUAL SCORE MAXIMUM | CValuation: e
Approach and Cleanliness adaill g ol 3 1
Greetings and Initial Checks AW Sl g cns il |2
gtj:f?arance and Behavior of iyl gl 5 sedaa |3
Service Al (4
Cleanliness - Restroom and ibalaad) — Akl
Mosque Aol 5
TOTAL £ saxall
+ 5







B A TR TP

ADNOC DISTRIBUTION
AL MUWALJI S/5- 938
AL MUALJL AREA
AL AIN
ESCRIPTION Q1Y  PRICE TOTAL
JoysurSiiverii 3,50 14.00 49,00
ftsubishidey! 1,00 31.09 1.00
TOTAL 80.00
CASH PAYMENT 80.00

You were serveid hy Opargtor

DATE 11/09/2012 12:05
THANKS FOR

SHOPPING . .
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