PROJECT : ELARA (Lube Change - FINAL 2012)
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SHOPPER CODE DATA ENTRY EDITING CSA SR. #
I Name Number Name Number [ Name ° Number
©8 v HEEE
Gender Height Built _ Ppectacle§ Beard | Mustache] Ethnic Groups
M]1F |T[M]SIT IMIF fYes [ No | Yes [ No | Yes | No_[indian [Pakistani]Filipino [Expat. Arabs[ Others:
NOOROOROOROROR R O O O [
EMIRATE szztizl;‘n Abu Dhabi Dubai Sharjah Al Ain gTvTaﬁ: Ajman Ki:ismAlah Fujairah
O O O O O O X O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
A )
glalolole ]| 68 | ol2 | o/ 3 l6.501H=
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday | Monday I Tuesday lWednesday] Thursday l Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAYOF
VISIT m W P 0O 0 vIsIT O O X O O O O
1. APPROACH AND CLEANLINESS -43Ual) g\jﬁ}{\ A
Scores Critical Areas Al Ll pAKH]
ves A & o
1. Was there proper sign to the Lube no [ q dahie e AV daslydaddla oS a1
changing bay? Sy 3l s
na O sbiy
, ves I -
3 2. \é\zgzntgzé%be changing area clean and NO D Y A e ki Sl s hiecaS s 213
na [ by
ves [1 = e e
4|3 Wasthereany oil leaking and fallingon s q o ac gy il i sl dua S ds 3 4
to the floor of the lube bay ? i 9y M it dakaia g LY
nva O sbiy ’
ves Kl =
2| 4. Were the waiting area and table clean? NO [ v SAide Al gl Uy ddhaie cilS o 4|2
NA [ sy
) o - vyes @ &
2|5 \\ll\/voe:iitr\ge?tEIQVIS|on in the waiting room o ] ¥y SV A e S damondli oS da 52
na [ abny
ves i = s o .
6. Was the board displaying complimentary 5[] q Ll e ko ldadlcols da 6
services neat and clean? Caah) g A5 ye dgilacall Slaaall
na [ gy
2. GREETINGS AND INITIAL CHECKS A oY) sl g s A 2
Scores Critical Areas Lokl Ll Llaill|
3|7 Was there any delay in approaching ves [] i il 8 b el gl e S e 7 3
customers? Nno XK ¥ ol s Cada gall
8. Were you greeted in a friendly manner ~ YES 2 IS sl Ly s e il S a8
(pleasant feeling)? NO D M) ¢ (zose
TS b s ol & sl i g3 a8 sla <Y 1
51 If no, please describe behavior: Was it L‘: e < L::;S Jj; . j:ﬁ c.").“ 15
arrogant, without any expression, normal Rl copal Oa S ok e
etc..... ¢..&
+ 1
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Scores Critical Areas Dpabuallt ¥ Lpalt Jalast
9.  Did he guide your vehicle for positioning  ygg [m A Clidl gl Gl b Galasdi s s 9
. - = o .
at the stopper and asked you to switch R . e 3
3 o mcopper y NO [0 9 felmdi il of elia b, 5 jodl aliy
10. When asked by customer, was the v . IS da canll 1 bl e Ladie 4 0
5 attendant knowledgeable of different YES i jjdjl Crg 3l s o o .liw ole 5
grades of oil, filters and their relative NO D y s i &ey . iy
benefits? flda JS il 50
YES |X i . .
4| 11. Did he offer the waiting area to you? NO E “: ¢ ATV 48 e o JBEY e e Ja 11 4
12. Did the staff thank you as you were YES [X] ¢ jolis € Ly o) €2 als ol L8
4 leaving? Nno [J q PSS Lay @l Sy il gl B 12 [ 4
3. APPEARANCE AND BEHAVIOR OF STAFF ipgSsluy Cpiligall jekie 3
Scores Critical Areas sl Y Lals BATH]
. YES [
3 13. Z\r/]zsﬁ?f?umform of the attendant neat NO D Y 0 e, Gl ualal) Gila sl Gl S 1313
NA [ sdyy
YES pad - .
3| 14. Was the attendant wearing visible NO g g o5 Ay (5 0 pa sl Gala gl IS a4 3
: nametag? 7 a5 4l Lile
NA [ sdy
YES px )
3| 15. Was he able to communicate with No [] q o dealsll e 108 Cabs gl S Ja 15 3
customer? fos i
| NA [ sy
vEs ] &
4| 16. Was staff courteous / friendly? No [J v flishal/lagay Cals sl (S Ja 16 | 4
Ll NA [T by
4. SERVICE daadll 4
Scores o Critical Areas ' EI—-'YI LN PO | T
% : 23S ) G yad) Gaailly ik i LG
17. Did attendant check whether you need ~ YES = TR u)d P )AJ N ol
3 top up or complete oil change? S oad ol Gyl ALY 2liad )
op up mplete oil change? Nno [ y el
3| '8 Didattendant check with you whether ~ YES B s ;o B Lad lio Cala sall Gins s 18 3
only oil is to be changed or oil with filter? No [ v € Al 5 ey 3 6.i v JSTR L
19. Did he check using gauge the quantty  YES [X ot Rl G 3 (g glua Guly Calh pall B 19
3 required to be topped up and informed i Al sl A ) il el 3
you? Nno [ ¥ Sl @il s Ll
P On 3l e (e GAnTG il pall A6
3 20. Did the attendant check for oil leakages YES IZ s u«fjfli JSLAJIA i D}{ij ﬁ 20 3
under your car from filter and drain bolt? No [ N S o8003
Sy Sl
3| 21. Did the attendant drain the used oil YES [X A Jerial 3l S &k b gall o3 o 21 3
completely from your car? No [ ¥ pIEI Vg EVIIN
2| 22. Did he ask whether you want the engine YES M Al el Jue oy e ol dils s 22 5
to be flushed and did it if you agreed? Nno [ y feliddl o Jla 4 Al
3 23. Did the attendant fill the correct grade as YES FrE Gl A e 5 Al Cals gl i da 23 3
you requested? Nno [ y gl Al dsyniall
2
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Scores Critical Areas Al claalt Lai

|| 2 Didhe reauestyouostaranginoand - ves Bl o 455 Sl o8 e b 1 24
minutes? no O 3 S uaiy A48y sad) Jondill s A
3 25. Did t_he~attendant ensure that the carter YES p ui\):);dﬁajlizh j:sid; 25 3
bolt is tightened and there are no leaks? NO D N o e
26. Did attendant carry out the following Aglaal o gadll ol el calasall B o 26
complimentary checks: -agial
ves I
31a. Battery Water top up NO [:] Y i el clo dilia) 31a.
na O sy
ves I -
31b. Coolant Water top up NO O b coolant/s yull le dil) 31b.
A [ iy
YES o
31¢. Auto Transmission Fluid top up NO D % GV RS2 i Jlen ) K] 3ic.
(O52anit M)
na O abuy
ves 4
31d. Brake Fluid top up Nno [ y Jaljil )y i) 31d.
na O iy
YES i
31e. Gear Oil top up no OO0 ¥ g mllcyydilal 3l
NA [ sy
ves X
31f.  Airfilter cleaning NO D N ol sedl il Caats 31f1.
NA O abiy
ves X m
31g. Wiper Water top up Nno [ N ol Glabiaal ol 2l 31g.
na [ adbiy
ves i =
31h. Clean engine using air gun NO O Y el et aladiuls O jaall Ciulal 31h.
na O sdyy
. YES B0 o L i sl e eyl e
3127 ?Nere any of your questions related to nvo O q adlasal) elilind (e 6l u—‘f— ﬁb?‘ o da 27 3
ube change answered? Seu ol uad Adass
wa [ sy
3 28. tI%i;fl (t:r;\ gtaff place the mileage sticker in :KE)S E ?: Jmﬁmﬁ&ﬁﬁ;ﬁ 28 3
' na [ sboy 95l
ves A o
4| 29. Were you offered a receipt voluntarily? ~ NO D Yy PN L Gogclle me da 29 |4
na O gduy
5.  REST ROOMS AND MOSQUE sanecall g (alaadl /el 55) Aa) ) i E L5
Scores Critical Areas Al il Lan
3 30a. Were they adequately stocked with all YES e~ iy g pall il Sl azen 3¢ <ilS Ja 30a 3
necessary supplies such as soap? no O ¥ 2h gl Jia
nva O ey =
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Scores Critical Areas Tl cylaaly Liail
_ ves X 0 o
30b. Were they adequately stocked with ali no [ ¥ sl e Jliall maens 3 jeae cilS Ja 30b
necessary supplies such as toilet tissue? <l il g Jia
Na [ gy ==
30c. Were they adequately stocked with all ves [] ad Ayl Gl i) & B e ilS Ua 30c
necessary supplies such as paper towels? no [ y A8 ) oMl Cidiiall i
(paper towels are not required where fully Gldina i g5 dic 4y glaa e g, rdliall)
operational hand dryers exist) nva X Gabli Y (¥ ol
- il LT
31a. Were sinks clean? ves B o ol o ’,,y,,d:"l:n rflisd‘:.l‘ma
require comment when marked ‘No’ Nno [ ¥ crasill o LY a1y
NA [ gy
31b. Were mirrors clean? YES o L al Aftf E"‘fl r'\jk_slsdi‘. "31 b
require comment when marked ‘No’ no [ Y st om0 MY eyl s 1y
Na O sy
. ()‘ A Y R PR -
31c. Were hand dryers clean? YES p . T“LJ sy ‘:’,‘h‘:'u ‘u:\.isdf. "31C
3 require comment when marked ‘No’ no [ ¥ st o Y eyl e = 3
NA [ gy
31d. Were dispensers clean? YESW pd M*IL” Oﬁhfn,ﬁuiu ‘Q‘SLS‘JT "31d
require comment when marked ‘No’ Nno [ b sl om s MY Ay s 1y
NA [ sy
YES o
31e. Were toilets and urinals clean? Nno [ N faidas Joall L8l il U 31
NA [ gy
\/ . ‘)' I O A -
32a. Were doors clean? YES px i .%"%‘Jlf‘ luLS dT !'323
require comment when marked ‘No’ no [ b gl o2 YT LY il =
[ T na O gy
ves X
32b. Were walls clean? no [ ¥ Al Gl cilS s 32p
NA [ sy
YES pi
32c. Were ceiling clean? Nno [ y fipdas il S s 32¢
NA [ sauy
YES prd
2| 32d. Were vents clean? no [ Y fadk MUl S Js 329 |2
NA [ gbyy
32e. Were floors clean? YES E pxi ol s ,,?}f‘élf;ru&&d? “329
require comment when marked ‘No’ no [ Y Tl (o2 Y Y gy
T N/A D @bl Y
ves K
32f. Were baseboards clean? No [ ¥ ik sa2lall ~ o) flailall Do <l Ja 32f
NA [ sy
YES pad
32g. Were grout clean? No [ Y feiulas L oS a .32g
|| NA [ iy




5 +
Scores Critical Areas Al c¥lall Laigil
YES 4 o
33a. Were trash containers clean? no [ ¥ fhiday daladll iy gl il Ja 33a
2 NA [ Gy )
YES pod
33b. Were trash containers not overflowing? NO (| ¥ Pl e Aol Glysla << Ja 33b
NA [0 asuy
v W < ..
2 34, Was the restroom smelling clean & NO L-] N ‘,;‘ Osy) Adaiay dighai pleall dall ) culs Ja 34 2
fresh (without any offensive odor)? Spleall 3 Ay S Aadl
NA [ any
3 Jazd alaall & & jieaill asas S Ja 35
35. Were all the facilities inside the YES m e ¢ o &Q‘.: O
restroom in good working condition? L. o = e
2 require comment when marked ‘No’ no O v sl on o M"Y s Y 2
NA [ Gy
3 (5) il dawnall Al 4 e S
36. Was the Mosque premises clean? YES I:I o ( ), ,;Jl ) g LL“\;M:A\S%‘: 36
2 require comment when marked ‘No’ no O ¥ ok el St : 2
na B ey
Comments: claadall f gaedll
FOR OFFICE USE ONLY Jagd igall e\.\ilud
Aol lail) hiall ledl aal) , 3
9 . Evaluation: s aadily
to ACTUAL SCORE | MAXIMUM valuation et
Approach and Cleanliness adlhaill y o y8Y 1
Greetings and Initial Checks Y il 5 am Y |2
/;\i)a;?arance and Behavior of ek gl A gl s jedae |3
Service deaall 14
Cleanliness - Restroom and labaall — 2kl |
Mosque RENWON|
TOTAL £ sanall
5
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[ SERIALNO.

1 | |3/83

ADNOC DISTRIBUTT: -
AL ISHRAQ S/5-840 '

AJMAN-SHU RD
SHARJAH -
DESCRIPTION QTY  PRICE TOTAL
VoyagrSilverit 3,00 14.00 - 42.00

New Nissan Max 1,00 26,00 26.00

TOTAL 68.00

CASH PAYMENT 66.00

You were served by Operator 1 .
DATE 11/06/2012 17:77 T1 S3 01 5249

Thanks for Sticping ...,







