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PROJECT : ELARA (Lube Change - FINAL 2012)

+
PROJECT: ELARA - Lube Change

SERIAL NO.

+

Pan Arab Research Center &

O < ,u Emarat 10 e Eppco / Enoc | & 459 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number | Name Number | Name Number
) Roogae 2 qoy Reae 2oy Secewlol | 111 ]
Gender Height Built _ PBSpectacled Beard Mustache[ Ethnic Groups
M F [T IMJ]S|T IMIF |Yes|No|Yes|No|Yes No Jindian |Pak|stan||F|hp|nolExpat Arabs] Others:
ROOOROMOORORKOX O O ] O
EMIRATE ";:Ztlz';‘“ AbuDhabi |  Dubai Sharjah Al Ain ‘é’:\:{"ai’:" Aman | | ReSAL | Fujairah
O Ol O | O O O X O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
021212l 2121F 1 #Flo o 12 [ ol2 220213
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 O vist | O O O O O O
1. APPROACH AND CLEANLINESS SASUAI 5 YY1
Scores Critical Areas Fgulud Ylaal) PATH]
YES P I . .
1. Was there proper sign to the Lube dikie Jle AV dsinlgdadellia GlSda 1
. Nno O ¥ .
changing bay? Sy W s
nva O sy
_ YES ol
3 2, \é\:g::igzél;be changing area clean and NO D Y ey Akl Cu ) e dihieciS Js 2 |3
nva O sy
ves [1 . o
4|3 Was there any oil leaking and falingon |0 £g q e as doscuill s gl dlla S da 3 4
to the floor of the lube bay ? & Sy M s Adhaia & (Y
va O sy ’
YES pl
2| 4. Were the waiting area and table clean? NO [ Y fagday Al g Jlaiyl dshie S da 412
nva O sy
A vesO =
2% Woa:iifqhge?te evision in the waiting room NO N ¢ Y1 82 b Jens osoilll S Js 52
nva [ ssiyg d\Q.\DwK\(&u}_m &
YES ol \
6. Was the board displaying complimentary o [ g %U Lo e 1 Aa sl s dr 6
services neat and clean? fadlat g 43 ye Ailaall Claasldl
nva [ ey
2. GREETINGS AND INITIAL CHECKS “Aal ) il g cua il 2
Scores Critical Areas PRI EAN PN} Jalailt
3| 7. Was there any delay in approaching ves [ ar PR | D BVER L NE N T N 3
customers? NO Y Sl gas Cals gall
8. Were you greeted in a friendly manner ~ YES O axd RPN B Ec PR T SO PRUIVENG A S S
(pleasant feeling)? No &R Y $ (coke
A< Ja ccalh galt i Caa g 28 2la ) oY 1Y)
51 If no, please describe behavior: Was it ‘j e . Li;j Jj; . ji.lf c.' J.‘ ‘15
arrogant, without any expression, normal & > 4 DI ha
¢ Al
etc..... . _ _ ¢,
qringoSiom=toton f

Lube change.doc




2 +
Scores Critical Areas Laalualft claalt Jatal)
9. Did he guide your vehicle for positioning ygg B o bt g Hebih Gl a9
3 at the stopper and asked you to switch “;sl Pe gl of el uun 5 ) ¢ ey 13
the engine off? | ¥ el ks = bl g
10. When asked by customer, was the 7 . IS da sl (e il gl S Ladie 10
5 attendant knowledgeable of different YES p ﬁ‘ - in al:: / ﬁf .S.}.“ e 5
grades of oil, filters and their relative no [ q S o e o | &
benefits? . leia JS il i g
, N ves [ o
4 | 11. Did he offer the waiting area to you? : ¢ ey 4s v BV elle (age Ja 11 |4
No Y i\*);;qé\&@aﬁg\
12. Did the staff thank you as you were YES o S S T
4 leaving? No O g TN Ll ST s 12 (4
3. APPEARANCE AND BEHAVIOR OF STAFF S sl cpilisall jglia .3
Scores Critical Areas Al YLl Jatash
_ YES [
3 13. \a/\rl'lzsﬁt;w;?umform of the attendant neat No [J ¥ U Gl sl Gyl S S da 13 (3
NA [ sy
YES pad . :
3| 14. Was the attendant wearing visible no [ q ek Ay (55 5 3 g sl Cala gl S Ja 14 3
nametag? Tz o5 daul Lgale
nva O sy Recedo
YES axi .
15. Was he able to communicate with oo deal il e 1508 Caba gl IS Ja 15
3 No [ ¥ o 3
customer? SOl
NvA [ sy
YES axd
4 | 16. Was staff courteous / friendly? No [ ¥ Sahlflagny gl S o 16 {4
NA [ sy
4. SERVICE daasl) 4
Scores Critical ;\reas Al Yl Liai
; ZilS OF o Gaatly abh gl LE Ja {7
17. Did attendant check whether you need ~ YES B~ = uuf-d il s }A ¢
3 t let il ch " k_u)ﬁ:\a_:?‘k_\:a‘)“ﬂLAyCL\.;.la‘)m‘ 3
op up or complete oil change? Nno [ y ¢l
3| 18. Did attendant check with you whether ~ YES px 6 G 1Y L lia cabsall Giaida 18 3
only ail is to be changed or oil with filter? N | Yy € alall gy 3 ol dasd gl jaas
19. Did he check using gauge the quantity ~ YES ant el w3 (5 e iy Cala sl B Ja 19
3 required to be topped up and informed G Iy A I o el il 3
you? No [ v fllly clall, Lyilo)
e Cool e e GRaSIL Cala gl 6 o 20
3 20. Did the attendant check for oil leakages YES E Ot wj):f;i} Sl e Dﬁj e 3
under your car from filter and drain bolt? NO D y B ey 3l
3| 21 Did the attendant drain the used oil YES pr Jeaall o W S ity Cala gl W8 Ja 21 3
completely from your car? Nno [ Y fli i (pa
o | 22. Did he ask whether you want the engine ~ YES A el PRC BEC NG TW JCN 0 BE'| N P 1) 2
to be flushed and did it if you agreed? Nno [ N fliddl o Jls A el
3| 23. Did the attendant fill the correct grade as  YES %4 axd Sl da ofe 5 Adlal calh sl A6 Ja 23 3
you requested? no [ ¥ leth Al Aaaial)
2
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Scores Critical Areas Taabod) el i

24. Did he request you to start engine and YES E 48 iy ) Jua ‘”;3 o e il Ja 24

3 leave it running for one and a half Sy Ao saad il Al 3 3

oL

minutes? NO D

. Sl A8 e /A geba o e il sall Sl o 25
3 25. Did the attendant ensure that the carter YES E ¢ :I ');m):u _S‘) LC;L& }iu—_h 3
bolt is tightened and there are no leaks? o ] g I = (o e A

Syl
26. Did attendant carry out the following Lol Clia gadll ol jaly calsgall Q8 Ja 26
complimentary checks: -aadul
ves I
31a. Battery Water top up NO D 3 Ayl ele il 31a.
nva [ ssiy
YES pad
31b. Coolant Water top up NO D N coolant/a .l ele ALl 31b.
na [ sy
YES i ]
31c. Auto Transmission Fluidtopup  NO O b} G Sl B JLP UU ‘“La‘ 3te.
(Opdsansil )
nva [ by
ves X
31d. Brake Fluid top up no O 3 Jaillcyy sl 31d.
nva [ sy
YES o
31e. Gear Oil top up Nno [ b oo ol i) 31e.
na [ iy
ves 0
31f. Airfilter cleaning no [ 3 cull ks 3f.
nva O sy
ves B
31g. Wiper Water top up no [ ¥ el caliud cle diLa) 31g.
nva O sy
YES ool
31h. Clean engine using air gun no [ Y eselt Gatn aladinly ol Caylas 31h.
na [ sauy
3|27 YVere any of your questions related to :is % P: Aalaiall clilind (e (gl gsk' "‘T."—?-?‘ k—w da 27 3
ube change answered? Sy e Agleny
nva [ sduy
3 28. R‘i;:l (t:t;era gtaff place the mileage sticker in :is % ?: Jm@mﬁmﬁﬁ;\jﬁ 28 3
' nA [ sy 5 o
ves Kl a
4| 29. Were you offered a receipt voluntariy? No [ Y SLbas a N Jm g dlle e Ja 20 (14
va [ adyy
5. REST ROOMS AND MOSQUE saually (slaall [l 6) sl Gt 5
Scores Critical Areas IR AN PR pAN|
3 30a. Were they adequately stocked with all YES el el &y e S Ja 30a 3
necessary supplies such as soap? NO D ¥ O sadl Jia
nva O aduy =
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Scores Critical Areas Lol VLl Jaldst
, YES o e o
30b. Were they adequately stocked with all 0 N A gl e il aany 3 3ema il Ja 30b
necessary supplies such as toilet tissue? NO callgil (g 199 Jia
NA [ gy
30c. Were they adequately stocked with all ves DI i gl il il & B e S Ja 30c
necessary supplies such as paper towels? NO D v 943 8 Chdlial) Jia
(paper towels are not required where fully Clidae 855 die 45 glhe e 43840 riliall)
operational hand dryers exist) , NA [ gy y (A9 2
31a. Were sinks clean? YES axd L ?Mﬁ"}:‘f‘ r‘fﬁs‘l:"s’la
require comment when marked ‘No’ Nno [ b grasill (o> s 1y
NA [ iy
: $2ala Ul el culs
31b. Were mirrors clean? ves &Y px . al o 1 ):yr’: .ISJT."Mb
require comment when marked ‘No’ Nno [ ¥ Tl 2 YT Y cals 1y
nva O asuy
- TR T
31c. Were hand dryers clean? YES X - . ‘;“LJ ‘*5":2(,:"\":;‘%&\;: "310
3 require comment when marked ‘No’ no [ ¥ grasll o YT ALY s 1Y)
na [ sy
+ aalay ) eliall cille il
31d. Were dispensers clean? ves X s 2 o "\J"% L;Ylu ,;T.(S‘]d
require comment when marked ‘No’ no [ v e e e
Na [J gauy
' ves
31e. Were toilets and urinals clean? Nno O N faid; Joall LSl culS Ja 316
NA [ gbuy
32a. Were doors clean? YES E o 2l ‘-“\Aﬁﬁlf;ﬁ\ld?{&a
require comment when marked ‘No’ NO D ¥ gl o el eis
NnA [ iy
YES o
32b. Were walls clean? Nno [ ¥ il Ul cilS Ja 32p
NA [ gy
YES oo
32c. Were ceiling clean? Nno [ b Sl casll S Ja 32¢
Na [ sy
YES o
2| 32d. Were vents clean? NO D by $aalay 2liall cwils Ja .32d
Na [ sy
32e. Were floors clean? YES & pd Ll ‘-’43955‘3"?‘2'&\21\;‘%\;&&)7.‘.326
require comment when marked ‘No’ no [ ¥ el o Rt
Nna [ sy
YES Py
32f. Were baseboards clean? No [ ¥ S8 e B & o /lailadl )5 il Ja 32f
NnA [ sbuy
ves B
32g. Were grout clean? No [ Y el L3 S s 329
NA [ iy
4
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Scores Critical Areas Agulall) c¥laal) PRIH]
ves I
33a. Were trash containers clean? No [ v $iyla Aeladll el s <€ Ja 333
NA [0 gy
2 = 2
YES pad
33b. Were trash containers not overflowing? NO I:I b fiaild e daladll il gla <adS Ja . 33b
NA [ @iy
YES ard

2 34. Was the restroom smelling clean & NO D N s O53) Liata s Aidas leadl dadl ) ilS o .34 2
fresh (without any offensive odor)?

9(planll 8 Agy S And

NA [ abuy
s Sand alaall L3 ol pagadll apea S Ja 35
35. Were all the facilities inside the YES E e f ¢ ém‘,:: JS
restroom in good working condition? L. = e
2 require comment when marked ‘No’ no [ ¥ gl oa o MY Y cals 1) 2
NA [ akiy
3 2(5) caulhi dawwall dcld o i oIS
36. Was the Mosque premises clean? YES D e ( )~ ;\M ’ ,,:;, LL‘;’M_Q\S‘\‘; 36
2 require comment when marked ‘No’ NO D ¥ T2 A Aa Y CalS 1) 2
NA B oy
Comments: relBadtalf f adadll
FOR OFFICE USE ONLY Jagd gall ?\Jﬁu‘!
Aal) Jalaith Ll Jeyl aal -
9 : luation: : \
o ACTUAL SCORE MAXIMUM | Cvaluation P
Approach and Cleanliness Aalkaill g ol B8V (4

Greetings and Initial Checks | As¥! CilSulill g cua ) |2

Appearance and Behavior of il sall Aol s selae |3

Staff

Service iLaslt |4
Cleanliness - Restroom and Silabaall — Aatlail 5
Mosque Al g
TOTAL & saaall
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SERIAL NO.

3|58

DESCRIPTION ary PRICE TOTAL
VYoyagrSilver1| 5,00 14.00 70.00 !

TOTAL 70.00

CASH PAYMENT 70.00

You were seryed by Operator 3
DATE 27/02/2012 21:37 T1 83 03 7378

THANKS FoRr SHOPPING







