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PROJECT : ELARA (Lube Change - FINAL 2012)

PROJECT: ELARA - Lube Change

+

SERIAL NO.

3132

+

A
Pan Arab Research Center &

O < wEmarat [ [ @5 Eppeo/Enoc [ B @5 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number [ Name Number
1062 RiYhz I ||
Gender Height Built Spectaclesl Beard Mustache[ Ethnic Groups
M1 F |T|MJ]S T [M[F |Yes[No|Yes[ NofYes[No |Indian [Pakistani[Filipino [Expat. Arabs[ Others:
OORODOOROOROOME O O O O
EMIRATE V;:Ztiz;" Abu Dhabi Dubai Sharjah Al Ain l(;r:\:vnain Ajman Kﬁzismﬁ;lh Fujairah
O O C O K O O | m
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time in Time out
s8]l o9 18] 63 o |o olg [18:48]{9:0
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
st T O O 0| veT O O o O O O
1. APPROACH AND CLEANLINESS W P R |
Scores Critical Areas Al c¥laall Laa
YES : . . . .
1. Was there proper sign to the Lube NO % ‘ﬂ; dihaie o AYallAaalydadellia S da
changing bay? Sy I jmad
NA O abuy
_ ves [~
3 2. \é\:sasr:geeé%be changing area clealn and NO D ey A M e Ahie S a2 |3
nva O skuy
ves [ . )
4|3 Was there any oil leaking and falling on s [ q e 4o gyl e gl i Gl a3 4
to the floor of the lube bay ? Sy 3l s Ailata 8 )Y
NA [ sy "
vyes [d
2| 4. Were the waiting area and table clean?  NO O Y faddas ad gUall g HUanyt dddaie il Ja 4 (2
nva [ by
N - - YES o
2 5. Woariif‘\hge?telewswn in the waiting room NO D N ¢ JUanY) 4 3 Jars il S s 5 (2
A L sy
ves [~ o o .
6. Was the board displaying complimentary ] q Al lple ek A Aa i culS ds 6
services neat and clean? $a8)a0 g 403 ye Axilaall Culanall
nAa [ adbuy
2. GREETINGS AND INITIAL CHECKS A cluE g cua 82
Scores Critical Areas Aguludl S Jalail
3|7 Was there any delay in approaching ves [] o a3l 4 sl gl da s a7 3
customers? No [X y ol ean Cals gall
8. Were you greeted in a friendly manner ~ YES E px sl ikl zide 8
(pleasant feeling)? NO D y ¢ (z e
S Ja ks sall & gli Can g1 28 2la y oY 1)
5| If no, please describe behavior: Was it Lf . Lj;l . }:\: j:dis i J,‘ ‘15
arrogant, without any expression, normal EE R Oa B (5 . é—lm"\
etc.....
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Scores Critical Areas Dt Lol Jaldsly
9.  Did he guide your vehicle for positioning  yEgg m A il S Sl s Gl gl 5 Ja 9
3 at the stopper and asked you to switch OQ lu L ol o . i K
the engine off? Nno [ ¥ S add il of elie b g 5t Giliy
10. When asked by customer, was the . A< Lraadl ye s sl (% Lenic
5 attendant knowledgeable of different YES E e Z\\;;:sl ‘f ‘ )'J_‘ «‘_n\_su‘; / 1}7;1 d}u 10
grades of oil, filters and their relative no [ g S = ity .‘d"“'“: ple S
benefits? Tlgia JS X0 g8 4
YES [X] i . .
4| 11. Did he offer the waiting area to you? NO E ?: ¢ byl 4s e Y e e da 11 (4
/’“ N
i A ) YES :
4] 12 Il()ggi\/}:gf)staﬁ thank you as you were @ O pxd € a5 i L oS iyl 8 a2 |4
" Din no7 S04 MerMev NO K ¥
3. APPEARANCE AND BEHAVIOR OF STAFF ipeS sty (il pall el 3
Scores Critical Areas Dt Sl Jalail
_ vEs [ m
3 13. xzstilglﬁ?umform of the attendant neat Nno [J Y 0L e lagl yualal il sl Gl S Ja 13 (3
NA [ ey
YES ol .
3| 14. Was the attendant wearing visible no [J q o Ay (55 52 2 g sall il gl (US Ja 14 3
nametag? fz 30 0 4l Lgile
NA [ sy
YES o .
15. Was he able to communicate with &e dhal sl e 150 Gals gl (S Ja 15
3 c 5 No [ ¥ - 3
ustomer’ fos M
NA O sy
YES et
4| 16. Was staff courteous / friendly? No [ y Skl gy il sall S Ja 16 | 4
NA [ sy
4. SERVICE il 4
Scores  Critical Areas o ™ o N WYY
Y ; 2SO ool Gl a5l 3
17. Did attendant check whether you need ~ YES e u < u)’-d P ?A ¢ 17
3 top up or complete oil change? =) e o) Sl ALY pliad s ) 3
p up p ge: NO D N ¢ il
3| 18. Did attendant check with you whether ~ YES [Z p 8 S 1) Lad lie calssall 3ind Ja 18 3
only oil is to be changed or oil with filter? yo O y € al <y M Y dad g 3l s
19. Did he check using gauge the quantity  YES aad phaaiuls Sl (6 sl (ubiy calapall JE Js 19
3 required to be topped up and informed [ gt | N VXS [ I P | W I | 3
you? no [ Sllly Gl L)
P Om il o (e 3l il pall A6
3 20. Did the attendant check for oil leakages YES IE ol u:: 7fi ):m{ . Bij dA 20 3
under your car from filter and drain bolt? 0O A O 0 s
w3l
3| 21 Did the attendant drain the used oil YES P Jeinaall 30 S g iy Calh pall A6 b 21 3
completely from your car? No [ Yy Ol Jluw (e
2| 22 Did he ask whether you want the engine ~ YES 03] A iy el dae 5 o dila o 22 5
to be flushed and did it if you agreed? Nno [ N fuelil pa Jla 8 Al
3| 23. Did the attendant fill the correct grade as ves @ pu Cu sl da /e g ALl Calsall BlE o 23 3
you requested? no [ y el Sl dasaall
2

Lube change.doc




3 +
Scores Critical Areas Aguladl) el Ltad
24. Did he request you tostartengineand  ygs [ A aS iy & el Jsdiy o sl o dlie il Ja 24
3 leave it running for one and a half TR . bl . 3
minutes? NO O y Sl g 428 sad Jodall Alls 8
3 25. Eid t.he.attendant ensure that the carter YES E > ufﬁgﬁﬁjli\:k Lﬁﬁiﬁ 25 3
olt is tightened and there are no leaks? NO D N g ecu sl
26. Did attendant carry out the following Aladl Glasaill ol al calasdl B da 26
complimentary checks: sagial)
YES o
31a. Battery Water top up no O y i il 31a.
va O sy
ves i
31b. Coolant Water top up no O y coolant/awll sbedibs)  31b.
nA [ sy
YES o -
31c. Auto Transmission Fluid top up NO D N VA al) Jis JLG_s _u) -uLm\ 31c.
(0 hpat 3)
na O sy
ves A ~
31d. Brake Fluid top up no [ y el all iy 4l 31d.
na [ adiy
ves M
31e. Gear Oil top up no [ y ool alcyilal 31e.
na [ gy
ves [ =
31f.  Air filter cleaning no [ Y el s 31F.
NA [ abiy
YES ol
31g. Wiper Water top up Nno O y a3l clatiea ol L) 31g.
na [ smuy
ves [ ~
31h. Clean engine using air gun NO | ¥ sl (e pladinly el Cdans 31h.
na O sbuy
3| 27. Were any of your questions related to :25 lg ?: il il e gl e 7*?3‘-;}1‘ u—w s 27 3
lube change answered? ey sl Aalany
na [ sbuy
5|28 aig ér;? staffplace the mileage sticker in :is % “: mé”;“:;f:&ﬁf;ﬁ 28 3
' na [ sy 5
YES ool
4|29, Were you offered a receipt voluntariy?  No [ Y S ksl oSl Jay e aye b 29 14
na [ sduy
5.  REST ROOMS AND MOSQUE )y (pLaadl il ) al g 5
Scores Critical Areas Lol c¥laall Jatadl
3 , YES [A - , , 3
30a. Were they adequately stocked with all ] g Ay g pwall ol liusall aaam B e <ailS Ja 302
necessary supplies such as soap? NO oslall Jia
wa O abuy =
3
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Scores Critical Areas Al Lol P
4 ves B i L
30b. Were they adequately stocked with all no [ v s el e liall paeas 3 5eme il Ja 30b
necessary supplies such as toilet tissue? sl (5 )39 Jia
NA [ gy
30c. Were they adequately stocked with all ves [ ax Lsoall Sla ladl gan 5 e il J2.30c
necessary supplies such as paper towels? No [J y 48 ) o) Chdilial Jia
(paper towels are not required where fully Glddae 855 de Ay gllaa pe 48, Cauiliall)
operational hand dryers exist) nva 4 Ghiz Y Y
. (\" R £ . - e
31a. Were sinks clean? YES m P Ll 'wf",fjfl:n ;‘TL,SSJT."ma
require comment when marked ‘No’ Nno [ b sl o MY Ada Y calS 1Y
NA [ gy
< - T —
31b. Were mirrors clean? YES = Ll 4'3.41,: lj‘f;rf&&d‘: |'31 b
require comment when marked ‘No’ Nno [ k] R R
NA [ gy
. ?' . - R ‘ e -
31c. Were hand dryers clean? YES i . :“L“ ‘5'\:':{,:"‘\"::”“&&% "310
3 require comment when marked ‘No’ no [ Y Tl (o2 MY Al cals 1y
NA [ gy
: A8 )yl Skl o
31d. Were dispensers clean? YES px ‘m‘b b "y'ibiyr‘ﬁsd? "31d
require comment when marked ‘No’ no [ Y ad e SR Y
nva O gy
ves B
31e. Were toilets and urinals clean? no [ ¥ Fagls Joall 4 cals Ja 31e
NA [ sy
. ?"c .. 1 R ] -
32a. Were doors clean? ves (@ pxd L ‘“T}?;—‘ ify;—fl-i;‘? ‘-323
require comment when marked ‘No’ NO D ¥ sl on el =l
va [ gy
YEs Kl s
32b. Were walls clean? no [ v Sk olasll S Js 32b
va [ sy
YES ad
32c. Were ceiling clean? Nno [ ¥ feadai il S Ja 32¢
Na [ sy
ves B
2| 32d. Were vents clean? Nno [ Y fhadas MLl el s 329
va O gasy
: faadhi Gl Y1 C
32e. Were floors clean? YES m % gl A%‘L“"y}f“,‘iy‘ SSJT "326
require comment when marked ‘No’ no [ ¥ G S R S
na [ sy
YEs [
32f. Were baseboards clean? Nno [ ¥ fagks saelal - o flailall 1,5 i Ja 32F
NA [ gy
YES pad
32g. Were grout clean? NO l:] ¥ fndas ol oS Ja .32¢g
Nna [ sy
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Scores Critical Areas Al c¥laall Jatait
YES [X]
33a. Were trash containers clean? NO [:] ¥ fAaaay Al Slysla S Ja .33a
NA [ asuy )
2 YES pad
33b. Were trash containers not overflowing? NO D ki flalld ye Aokl cilysla cil€ Ja 33b
NA [ abiy
YES pd

2 34. Was the restroom smelling clean & no [ N el Osn) aiay Al alaall Asil ) cuilS Ja 34 2
fresh (without any offensive odor)? Fpleadl 3 gy S Aad

NA [ ey
; s alaall 5 il jgai) asea i€ Ja 35
35. Were all the facilties inside the ves K e o u
restroom in good working condition? L. ~w e
2 require comment when marked ‘No’ no O ¥ R 2
NA [ Gy
3 €(5) Calai aswall dcli e IS
36. Was the Mosque premises clean? YES D e ( )_ ;A\ ) ,,:;, ai:\j’mf&ﬁ 36
2 require comment when marked ‘No’ Nno O 0y ol il 2
NA [ gy
Comments: r@lBadlall /[ gadadl)
FOR OFFICE USE ONLY Jakd (igal) e\.&:\u‘]
Ul Liail) Lall el sl .
9 . Evaluation: auail)
to ACTUAL SCORE | MAXIMUM valuation i
Approach and Cleanliness Adlaill 5 o EY) |1
Greetings and Initial Checks | %s¥! CiSauiall 5 cas 531 |2
Appearance and Behavior of il ol e el
Staff cribgall Al s ebae |3
Service daxall |4
Cleanliness - Restroom and Glabaad — ddllaill
Mosque Saall 5
TOTAL & saall
+ 5 +
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SERIAL NO.

[3]3]2

NAHEL S5/5-858
SWETXTHAN ZALHAYER RﬂAD
ADNOC DISTRIBUTIO

AL. ATN :

DESCRIPTIGN oTY  FRICE TgTAL
Voyagrst lverdl 1,00 53.00 63.00
TOTAL 63.00
CASH PAYMENT 63.00

You were served by Operatst 1
DATE 18/09/2012 19:02 f1 5301 2020

THANKS FOR SHOPPLING - -
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