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PROJECT : ELARA (Lube Change - FINAL 2012)

PROJECT: ELARA - Lube Change

+

SERIAL NO.

3

4

4

% Research Center w

+

O < Emarat /O & 531/ <4 Eppco / Enoc / E &3 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
mo HP
|08 % $neec| | | | | ]
Gender Height Built Kpectacles] Beard | Mustache] Ethnic Groups K
M ] F [T IM]S]IT [MF |Yes| NoJVes| No|Yes] No |indian [Pakistani[Filipino [Expat. Arabs| Others: SANG LA DEFH|
NOOROOROOMRKRORKROO O O O X
EMIRATE V;zztlz:‘ Abu Dhabi |  Dubai Sharjah Al Ain g’;‘;‘aﬁ" Aman | oaSA | Fujairah
O . O O B | O O O
SITE ID Month Date Amount (Dhs) i of vehicles # of staff Time In Time out
alslol 0191 1! Bl | ol [ ol2 109461006
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday| Sunday| Monday ] Tuesday ]Wednesdayl Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
vISIT O 0O O ol O O O | O 0O
1. APPROACH AND CLEANLINESS -d8Uai 4 g,abﬁj\ 1
Scores Critical Areas Al Yl PR
YEs [ o A .
1. Was there proper sign to the Lube no [ q dahie Je d¥alldaslgdad s gSda 1
changing bay? Sy M yusd
na [ skuy
_ ves XI &
3 2. \é\:g:ntir;i(ljl;be changing area clean and NO D Y P ey Ak cu et dikie cuS Ja 2|3
wa [ shiy
ves [ = . .
4| 3 Was there any oil leaking and falngon q e e doy il i gl i glsda 3 4
to the floor of the lube bay ? - S 3l s Adhie 3 ()Y
va O shoy ’
YEs (M o
2| 4. Were the waiting area and table clean? NO [ ¥ fagkay Al glall g eVl dshie S dy 412
' na [ sduy
o B YES ax
2 5. \\:Vvoarii;hge?telewsmn in the waiting room NO D N ¢ VI A E b Jens ol S 0 52
v [ sy
YES s s s
6. Was the board displaying complimentary o ] g Al el Al dsdl calda 6
services neat and clean? Saddai g A ye dullaall ileaddl
wa O sy
2. GREETINGS AND INITIAL CHECKS Sl gV Sl g a2
Scores Critical Areas FERRIL LAY PO Jalgat
3|7 Was there any delay in approaching ves [] px a8 el gl e GiSda 7 3
customers? Nno A N SRl g caln gall
8. Were you greeted in a friendly manner ~ YES X pr csbl) Ak s cua sl i ds 8
(pleasant feeling)? Nno [ Yy S (zo%e
S Ja il gall gl a9 a8 2la ) <Y 1Y)
5| If no, please describe behavior: Was it u‘ e \:‘;X . i‘:\ j:ﬁ ° '),‘ 15
arrogant, without any expression, normal é P oo UED ol um-u. ]
etc..... ?---C‘“
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Scores Critical Areas Al Yl PA Y]]
9. Did he guide your vehicle for positioning YES [X] P Canliall G W il s il pall 15 Ja 9

3 at the stopper and asked you to switch o Ny RN v e ~13
the engine off? NO D y .dJ;Al@L:UI&A@LJoJMIuLQ}(

10. When asked by customer, was the . JE O cdaand) (o Cata gall s Lanie 10
attendant knowledgeable of different YES m e ‘,f‘cu oo ol d }d 3“ '

5 . . . u\ﬂ‘;uﬁj‘ugjélt‘y‘uhaq#a 5
grades of oil, filters and their relative NO D y . AN
benefits? Tleie JS il 84

) - YES i ol 2E s & (e
4| 11. Did he offer the waiting area to you? NO g SV &b je g Y elle o ge b 11 |4
12. Did the staff thank you as you were Yes Dd ¢ it S Lk o S ol .

4 leaving? NO D Y £ ool S Lai o K gall ﬁudﬁ 12 14

3. APPEARANCE AND BEHAVIOR OF STAFF S plarg Ol gall b 3

Scores Critical Areas LW I PR LiEi

| Y -

3 13. Z\ézsﬁ?ye?umform of the attendant neat no [ Y U5 e Gl el Cili el G S Ja 13 |3

NA [ by
YEs K] .y .

3| 14. Was the attendant wearing visible no [ y ey Ay (5 33 3 el il sall S b 14 3

nametag? Tz 3m 93 dand Lgle
NAa [ sy
YES ] .
3| 15. Was he able to communicate with No [J g & deal sl e 18 Galagall S Ja 15 3
customer? Sosl
NA O iy
YES [
4| 16. Was staff courteous / friendly? Nno [ ¥ Slahal/asay Caba ol IS o 16 | 4
NA [ sy
4. SERVICE :daadll 4
Scores Critical Areas o Egula§) Lyl JR)
: 23S o) Gad Gl il ol LB s 17
17. Did attendant check whether you need YES [zl a w u ;_U,._d Sa - yd ? 1
3 top up or complete oil change? =20 ot ol Sl BlaY a5 L) 3
P ge: no [ N ¢ sl

3| 18 Did attendant check with you whether ~ YES I px 28 S 1Y Lad clia Cala gall (333 o 18 3

only ail is to be changed or oil with filter? no O y ¢ ilall g g 3l o dash 3l s
19. Did he check using gauge the quantity ~ YES [l aad Al Zu 3l (6 fhase bty alagall A s 19

3 required to be topped up and informed SSCS IO RGRTRA e O | U P PR TN | 3

you? no [0y ey el L)
sl 0% Sl e (6ail (il pall G b

4| 20. Did the attendant check for oil leakages ~ YES [ oo “jj 73“” o A o ’fj e 20 3

under your car from filter and drain bolt? Nno [ S a s A )
AT

3| 21. Did the attendant drain the used oil YES [K sl 3l JS i calasall B6 Ja 21 3
completely from your car? No [ Yy el Jlas (ye

2| 22. Did he ask whether you want the engine ~ YES M M Al aall ey g€ o il s 22 5
to be flushed and did it if you agreed? No [ ¥ ki) go Jla 3 lly

3| 23. Didthe attendant il the correct grade as  YES E pxd Cu il A /e 5 Adlal s gall A8 Ja 23 3
you requested? Nno [ N fgidh Al dspsoall
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Scores Critical Areas Al YLl Lia
24. Did he request you to start engine and YES 5 aS e paall s a0 o Glia il
3 leave it running for one and a half m $ B o s s sia PJ:EU ol d\;dﬁ 24 3
minutes? no O b b s A Saal Jal o
. W 48 e /A el of e calagalt XU Ja 25
25. Did the attendant ensure that the carter ~ YES m N JJ- )j "t . }d saz
3 bolt is tightened and there are no leaks? el i o 5 L (B e Bade 3
olt is tightened a > wo [ N e sl
26. Did attendant carry out the following Lpilaall Clia adll ol jalh calasall W8 Ja 26
complimentary checks: sy
ves K]
31a. Battery Water top up NO (| b I jUadl el ddlz) 31a.
na [ sy
ves ]
31b. Coolant Water top up NO D b coolant/2_zall ¢le dilzal 31b.
na [ sbuy
ves I
A Al JIU lea ) dila
31c. Auto Transmission Fluidtopup  NO O N ,"f\j,‘) 3.
(staanit yilt)
na [ asiy
YES o
31d. Brake Fluid top up no [J Y deill cyyiila) 31d.
na O sy
YES KK
31e. Gear Oil top up no O ) Cos Al cyyiiial 3e.
A [ shiy
YES o
31f. Air filter cleaning no O ¥ G luks 31f,
na [ by
YES o
31g. Wiper Water top up no [ N a3 aliual ol i) 31g.
nA [ sy
ves [
31h. Clean engine using air gun NO [:] Y el edea pladiuly o et Cadsi 31h.
va O sy
YES b S g . .
3| 27. Were any of your questions related to E ‘n; dabaid) il e gl e eVl Qi da 27 3
jube change answered? NO & el et Alen
na [ sy
, _ o ves Ml - e 06 Geale pn s Caliall ai Ja 28
3 28. 5112 (t:r: ;taff place the mileage sticker in NO L_.] N o 13 ‘?;._n 2lsall /) sia LS 3
na [ sy LR
ves B
41| 29. Were you offered a receipt voluntarily?  No [] Y fLolial oMl deay e e da 29 14
NnA [ sbsy
5.  REST ROOMS AND MOSQUE sanaall g (aLaadl sl ) Aal Gig 5
Scores Critical Areas Apulad) c¥laall Jatasly
3 ves X 3
30a. Were they adequately stocked with all O L FRVSWRET O e 8 e i€ da 304
necessary supplies such as soap? NO ¥ e gball Jia
vA [ adany =
3
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Scores Critical Areas Apalal Yl PATHI]
ves [1 =
30b. Were they adequately stocked with all Y ?’: Al e i) aaang B e ailS Ja 30b
@ necessary supplies such as toilet tissue? 2 Sl g1 399 Sia
No_TISSUES NnA [ gy
30c. Were they adequately stocked with all ves [ i sl Gl lied) ey 3 e ilS Ja 30c
necessary supplies such as paper towels? NO D ¥ $48 )l casliall Jie
(paper towels are not required where fully - Clidae 5365 die Aggllaa e 348 4l Cadliall)
operational hand dryers exist) NA K] by (33
- ik g o
31a. Were sinks clean? ves B4 ol Mff;‘:lrfyr\jﬁsd?.‘ﬁh
require comment when marked ‘No’ no [ ¥ crasil o2 Gl il )
NnA [ gy
- TR
31b. Were mirrors clean? YES [E] P 2l ﬁ*;',‘:‘fyﬁ‘s,ts%\ﬁm
require comment when marked ‘No’ no [ ¥ gl o2 YT ALY s 1)
Nna O gy
3 faadh sl Cldiase
31c. Were hand dryers clean? YES e . TULJ dfz.ﬁulz'wlslsd? ‘.310
3 require comment when marked ‘No’ no O ¥ gl o MY syl s
Nna [ gy
X B faalh ) sleall cliSle Cuilg
31d. Were dispensers clean? YES L1 p= . ;‘ o ,,y,:_‘iéyrf _\S‘JT. "31d
require comment when marked ‘No’ No O ¥ a2 S AR
nva [ gy
ves d
31e. Were toilets and urinals clean? no [ N fadas Jhal Ll cils Ja 316
na [ gy
X] ; failny Qb oY
32a. Were doors clean? YES pr -l M:,L,L;,,’, )Li!yﬁ\%\SJT.{SZa
require comment when marked ‘No’ no [ ¥ Gl sl o MY A S 1y
na [ gy
ves A
32b. Were walls clean? No [ ¥ fAghs Uaall CulS s 32b
na O gy
YES pad
32c. Were ceiling clean? Nno [ Y fds Gl S s 32¢
Nna O gsuy
ves ]
2| 32d. Were vents clean? No [ N faghs MLl culs Ja 329
NA [ sy
o ; faddat Sl Y1 cals
32e. Were floors clean? 36 @ YES D e =l ) ,.\j,.", IJ_:]YI ,.LSJT.\'326
require comment when marked ‘No’ NO b gl sl o YT ALY s 1y
" THEEE cons L
siop A O gy
YES o
32f. Were baseboards clean? Nno [ ¥ ki Sl 7 ) /il ) ) 51 cilS Ja 32f
NnA [ gy
YES pad
32g. Were grout clean? NO D ¥ feadas L3l S Jda .32g
nva [ sy
4
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Scores Critical Areas Tkl el Jalaih
Yes [¥
33a. Were trash containers clean? NO |:| b faghs Aaladll cilysla S Ja 33a
NA [ iy
2 - 2
ves d
33b. Were trash containers not overflowing? NO [:] N flaili e daladll Ol ga S Ja 33b
NA [ gy
vesBd ~ 0 ]
2 34. Was the restroom smelling clean & no [ N b s Rdeia s Al sleall Aal ) cilS o 34 2
fresh (without any offensive odor)? plaall 8 Aga S Aald
NA [ @iy
; EVEIKON DR FEREWIR. [PUVERS [93 N
35. Were all the facilties inside the ves (A e et e e d;i; 35
restroom in good working condition? o w4 T
2 require comment when marked ‘No’ no O v g sl o2 Y ALY S 2
NA [ Gy
5 €(3) ot dawall AcWd o e S
36. Was the Mosque premises clean? YES D i ( ). :\ j ,,:; "t\f*g\sﬁ 36
2 require comment when marked ‘No’ no [0y gl sl o2 MY ALY QS ) 2
NA X ey
Comments: rcilBadlall f galedll
FOR OFFICE USE ONLY Jagd Lagall FAREN
Alaacal) Tl Lal Jel) sl
0, 2 PP .t
‘o ACTUAL SCORE MAXIMUM | valuation: sl
Approach and Cleanliness Aalailt g ol ysYl |1
Greetings and Initial Checks | %5¥1 il 5 cam 5 |2
Appearance and Behavior of Cal g L
Staff Cpida galt shu s jedae |3
Service Laall |4
Cleanliness - Restroom and ldbeall — Aitkadl |
Mosque dawall
TOTAL £ saaall
5
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TION

pistTRIBU
€50

AL HAYER S/5 -
SANATYA
AL AIN

ADNOC
BATHA

fy PRICE TOTAL
5¢.00

56.00
56.04

LESCRIPTION Q
VoyagiSt ‘;verll_. 4,00 14.00

TOTAL
CASH PAYMENT

ware served by sperstor 1
1 06 (25201 6100

You
DATE 170872012 10

Thanks for shopptng .- -







