. SERIAL NO.

@) | |2/9|6]|8
®

+ 1 + +
PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center @
O <1 u Emarat [ 0O am s Eppco / Enoc / <y Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number | Name Number | Name Number
0] F [ toidn 172 Hastk T 11 []
Gender Height Built _ [Spectacles] Beard | Mustache] Ethnic Groups
TIM[S | T [ M [F |Yes]| No|Yes[ No|Yes]| No |indian Pakistani[Filipino [Expat. Arabs] Others:
.EIEI.DI:I.DE]..L__I-EIIXD O 0O O
EMIRATE ‘g:;‘l‘;:‘" Abu Dhabi |  Dubai Sharjah Al Ain g:‘;“aﬁ" Ajman K’;:ism"a'h Fujairah
O O O O I O | O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
3lale ] 09 |2 [ 8L | olg | 0]l2 [19: S l0i7
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

VISITDDDEDV'S'TDDDDDD

1. APPROACH AND CLEANLINESS 3353 ¢ u.ab:é\_l\ A
Scores Critical Areas Aoulal) ¥l pRH)
vEs & g
1. Was there proper sign to the Lube dikaia e Yl dsialgdagd i glsda 1
. ) no [ ¥ I
changing bay~ ey 3l yuad
wa [ ahuy
. _ YES o
3 2. \é\rlgasr:if;zé%be changing area clean and NO D Y T ey A ) e ki cuS a2 (3
va [ sy
ves [ . )
4|3 Was there any oi leaking andfallingon R® g e asdyallcpuigldia giSda .3 4
to the floor of the lube bay ? S 3 yuat Ashaie 3 L)Y
na O ssuy J
YES s
2| 4. Were the waiting area and table clean? NO [ Y faayda Al Ul 5 eyl Ashie S Ja 4 (2
nAa [ sy
5.  Was the television i iti YES D e
2] % Woe:ii:wge?te evision in the waiting room NO N ¢ lanyl 4 e Lﬁ e sl S Ja 5 (2
va O ssay
YES 1 = o o
6. Was the board displaying complimentary v [ q Al lgle ek Al as sl cols ds 6
services neat and clean? 0 a5 A0 ye Auilaall Caleasll
va [ suy
2.  GREETINGS AND INITIAL CHECKS A Y el g qua AN 2
Scores Critical Areas Aol el Jalasly
3| 7. Was there any delay in approaching ves [J px s/l gl & el gl dia g8 a7 3
customers? nNo R y SOl g Cala gall
8. Were you greeted in a friendly manner ~ YES O p bl A5k dh cua il 2 ds 8
(pleasant feeling)? NO B ¥ ? (o
S Ja rcals gall & s Caa g a8 Bl Y 1Y)
51 If no, please describe behavior: Was it u‘ e \:\;‘ . “31 j;‘:j 9.' ) K 5
arrogant, without any expression, normal N o 08 O )5 . C—‘M‘
etc..... , p .
AO%M,G , bud no H\_no'fﬁu\&
G
+ +
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Scores Critical Areas ) claal) PATH]
9. Did he guide your vehicle for positioning  ygg [X] ; R ICA BRI Ry 3
3 at the stopper and asked you to switch ™ :u - U\%d, "f %AL”J‘L'I ‘_,d:yd‘ ?9 dﬁ -9 3
the engine off? I ¥ Sl il o el il g 5 ol Calisy
10. When asked by customer, was the . Y8 b eJaendl pe s sall (Jens Letic
5 attendant knowledgeable of different YES - ﬂ, - ‘ J.]" . :‘: / \}.}J d}“ 10 5
grades of oil, filters and their relative No [] g S S e el .“‘L“"‘: ple
benefits? fleie JS il 4h
YES y
4| 11. Did he offer the waiting area to you? NO % ": § eyt dd e oY dde e o 11 4
12. Did the staff thank ves X '- ot e g
4 Ieaving? aft thank you as you were \o D a’; € 5oli5 i€ Laigy o) Kty il pall Ada 124
3. APPEARANCE AND BEHAVIOR OF STAFF ragSsluy cpiligall jgkia .3
Scores Critical Areas Laledt Lol Jalasty
13. W i ' ves W
3 . anzsti?;?umform of the attendant neat NO D Y O ey Gl bl il gl L S Ja 13 |3
na [ iy
ves I . .
3| 14. Was the attendant wearing visible no [ q o A8y (5 5 3 ga sall s gall S U 14 3
nametag? Tz a9 Aol Lgde
NA [ gy
ves i .
3| 15. Was he able to communicate with no [ q & Qeal sl e 1508 Gala gl IS s 15 3
customer? Tosl
nva O gy
YES 4
4| 16. Was staff courteous / friendly? No [ y fllal/lagay cala gl IS Ja 16 |4
Na [ skuy
4, SERVICE dadll 4
Scores Critical Areas Lol ¥ L |
: N 3l cala gall ald
17. Did attendant check whether you need YES & o ud uu)d P }J e » A7
3 top up or complete oil change? S0 ool S AlaY lind s L) 3
' no [0 ¢ JalSIL
5| 18- Did attendant check with you whether ~ YES XI prd A S Lad e Cala gall (335 o 18 3
only oil is to be changed or oil with filter? No [ N ¢ a5 W ol dadd iy M s
19. Did he check using gauge the quantity ~ YES i plaaiul Sl (5 glase Gy Calagall B b 19
3 required to be topped up and informed RSN [P | I I (U P W I | 3
you? no [0 v fullyy il Ll
$ e Ca 3 O el cala ool W8 .
3 20. Did the attendant check for oil leakages YES E i wﬁjff: ):;h?.\f . -j:ij :ﬁ 20 3
under your car from filter and drain bolt? Nno [] y IEERAs e
eey 3l
3| 21. Did the attendant drain the used oil YES A Jantaall oy 5l IS g i ol sall W6 Ja 21 3
completely from your car? Nno [O ¥ YEI g EWIIN
2| 22 Did he ask whether you want the engine  YES X A el ey i€ ) il o 22 2
to be flushed and did it if you agreed? NO [:] N Sliad) 4o Jls iy
3| 23. Did the attendant fill the correct grade as  YES X e Gl da /e 5 Adlal calasall A6 Ja 23 3
you requested? no [ y fleills Al dasiall
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Scores Critical Areas Lol YLl PEVH|]
5| 2 Ddhe eauestyouto startongineand  yes B gt a5y a8 of e ol s 28|
minutes? no [ 3 fbuaiy s 52l Jaddll Ala B
3| 25. Did the attendant ensure that the carter ves @ uﬁf ﬁ’;ﬁﬁ:‘ jlﬁ;h ﬁ:f:ﬁ 25 3
bolt is tightened and there are no leaks? NO D y i B ’;.‘c.u.)‘u
26. Did attendant carry out the following dplaall Clia gadll ¢l ol calagall J8 026
complimentary checks: A
ves
31a. Battery Water top up no [ y A el el ddlial 31a.
wa [ asuy
YeEs K pes
31b. Coolant Water top up no [ N coolant/a sl el dita) 31b.
na O sy
ves KI o~ )
31c. Auto Transmission Fluid top up NO D N R JLP “U “L'" 31c.
(O sdanst 1)
nva [ akiy
YES X
31d. Brake Fluid top up NO D b} Sal il cyyy ddlia 31d.
na D adiy
ves I a
31e. Gear Oil top up NO D ¥ wag Al el Adls) 31e.
nva [ gy
ves XI
31, Airfilter cleaning no O v sl gl ads  31F,
' na [ aioy
YES X
31g. Wiper Water top up no [ N a3 Claliual ol dils) 31g.
NnA [ kY
ves I
31h. Clean engine using air gun NO O Y eh sl edine aladiuly ot cadais 31h.
na [ shuy
3| 27- Were any of your questions related to ::)S % (‘: bl il e s e 3?"%}” uA-' Ja 27 3
lube change answered? S s Adeny
nva O sy
\/ . - . SN -
3 28. 5’1]2 (t:r;? 2taff place the mileage sticker in :is a: Jm@mﬁ&ﬁﬁ;\;ﬁ 28 3
' na [ by 5
ves 1 =
4| 29. Were you offered a receipt voluntarily? ~ NO~ Yy $GLEa) 2Dl Jeay dlle e da 29 14
Z hod ko ojk/,far'f/\e seceip[” NA L1 sy
5.  REST ROOMS AND MOSQUE saneuallg (plasdl sl g5) Al g 5
] Scores Critical Areas Al ¥l Jarasi
30a. Were they adequately stocked with all YES % P’: Ay )5 pall Dle sl arass a)e-u <l da;.SOa
necessary supplies such as soap? NO SO siall Jie
wva O sy
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Scores Critical Areas Al e PR
ves [
30b. Were they adequately stocked with all no X P\; el e il aaens 3 jeae uilS Ja 30b
necessary supplies such as toilet tissue? NO Sl sl Gy94 Jie
NvA [ sy
30c. Were they adequately stocked with all ves [ pri 4wl e il &8 jeae <ilS Ja.30c
necessary supplies such as paper towels? no [ ¥ 948 ) o1l Cdliall i
(paper towels are not required where fully - Clidas g8 die 4ygllas e 448 ) adliall)
operational hand dryers exist) N/A Gk Y (Y )
31a. Were sinks clean? ves [X] prd ) ! ,,Y,fl“\:l;f'j LS‘SJT "318
require comment when marked ‘No’ Nno [ ¥ crasil Gl gl s )
va [ sbyy
B fagas Ll cuilg
31b. Were mirrors clean? YES px . al g :J\:‘yrf .lSdT.‘.31b
require comment when marked ‘No’ no [ ¥ sl o Reat il
NnA [ gy
X * ?-"u.da.: : ! 'Lﬁ:a z \S
31c. Were hand dryers clean? YES X o ‘f'\'f:i{"“"u;w“f .Lsd‘:-"mc
3 require comment when marked ‘No’ no [J Y gl o2 PRl s )
nva O gbyy
X s a4k o gbiall Clisle cails
31d. Were dispensers clean? YES X e . j:ll o "Y':\_L\Jr‘j ~1sdT;{31d
require comment when marked ‘No’ no [J ki grast 2 Al
NA [ Gy
ves B
31e. Were toilets and urinals clean? NO D ¥ faabs Sl LSl S Ja 31e
nva [ sy
32a. Were doors clean? ves & s o i ],;,f;’i;ﬁﬁs%ﬂ'sza
require comment when marked ‘No’ no [ ¥ Sl i
A [ geny
YES pai
32b. Were walls clean? Nno [ ¥ fapas el il Ja 32b
NA [ gy
ves B
32¢. Were ceiling clean? NO D ¥ Sk Ganldl IS s 32¢
nva [ seuy
ves B
2| 32d. Were vents clean? Nno [ ¥ faadas diliall S Ja 32
NAa [ asuy
. falai b V) il
32e. Were floors clean? YES m px o - "Y':Liyw . .ISJTM.BZe
require comment when marked ‘No’ no [ ¥ T e kA
NA [ aany
YES pi
32f. Were baseboards clean? no [ ¥ faadai saelall ~ o fLilall i ) cals Ja 32f
nA [ gauy
ves [
32g. Were grout clean? no [ ¥ feadas L S Ja .32g
nA [ smsy
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Scores Critical Areas FEVRU (A PO Jataal
vEs i
33a. Were trash containers clean? no [ b faaudas Adladlt cly s S o 33a
NA [ asiy
2 > - 2
YES pri
33b. Were trash containers not overflowing? NO D k| fhald e doladll Glyda << Ja 33b
NA [ ey
YES pad o )
9 34. Was the restroom smelling clean & no [1 y sl %) Ldaiay Aiplas pleall dad) ) S Ja .34 9
fresh (without any offensive odor)? $(pleall & A S Aadl
NA [ iy
H Jand slaall 8 Gl jagatll araa CilS .
35. Were all the facilities inside the ves B e gl Saetes dﬁ 35
restroom in good working condition? . o e
2 require comment when marked ‘No’ no O ¥ sl o2 YT e il Y 2
NA [ @iy
3 €(5) cakai dsall deld 5l e S
36. Was the Mosque premises clean? YES D pr ( )_ ,;J\ ’ ,,:;, LL‘;}T‘,QK ﬁ: 36
2 require comment when marked ‘No’ no [ ¥ Tt o> e 2
NA B sy
Comments: slaadiall / galadl)
FOR OFFICE USE ONLY Ja8d i) PARE N
Aasall LA LW Je i aal . 4n
Y . Evaluation: : \
t ACTUAL SCORE | _MAXIMUM vauation *
Approach and Cleanliness EESSUPRU > i
Greetings and Initial Checks AW Aty s A 12
Appearance and Behavior of il aall & ne
Staff Oda gall Sl s et
Service iaaall |4
Cleanliness - Restroom and ilalaall — dsthail {
Mosque Saaall
TOTAL £ saxall
5
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ADNDC DISTRIBUT!
AL MASOUDT S/§ 944
AL HSOUA}NAREA

DESCRIPTION a1y - PRI
VoyagrSilver1L 4,00 14.00
CBrolla/Canry 1,00 25.00

TOTAL

CASH PAYMENT

You were served by 0 erator

DATE 22/02/2012 208 7 T 83
THA FOR SHOPP

TOTAL
56.00
25.00

81.00

(Ui 2493
ING.

81.00

SERIAL NO.




