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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center w
0w Emarat | O @555 Eppeo / Enoc [ B4 @59 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
i\ Name Number Name Number | Name Number
23 “agQ deo\ | Sata At [INo vawn Oodio | | |
Gender Height Built Fpectaclesl Beard | Mustache] Ethnic Groups
M]F JT (M [s|[T[™MIF ['Yes [ No | Yes [ No | Yes | No |indian TPakistani]Filipino [Expat. Arabs] Others:
RoOoODDOoROORRROKOO O O O
EMIRATE V;:Ztli'n" AbuDhabi |  Dubai Sharjah Al Ain ‘é:‘;‘ai”"" Aman | o2 A | Fuiairah
X O O O O O O O O
SITE iD Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
6|5 la |3 ol 11168 | bzl | oft o | |aqu2e 424
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday ! Sunday[ Monday l Tuesday IWednesday] Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
VISIT ] ] ] O visit | [ O O O O O
1. APPROACH AND CLEANLINESS 48U g ol Y A
Scores Critical Areas Akl caalt A
ves B & . N .
1. Was there proper sign to the Lube no [ g il Je AV sl g Aad s S s 1
changing bay? Sy 3l yuxd
na [ sy
, YES oal
3 2. \gg:':ir;zé%be changing area clean and NO D Y S e s Akl i)yt Adlaie clS s 213
nva O sbuy
ves [1 & L o
4|3 Was there any oil leaking and fallingon [ g Sleae s cyllcus gl s oS da 3 4
to the floor of the lube bay ? Sy W s Aidaie A (@)Y
nA [ iy ?
ves X
2| 4. Were the waiting area and table clean?  NO O ) faaudas Al all g ety ddlaie S Ja 41 2
na O sy
YES K axd
. h ision i iti e 5 . s e
2 5 L/vvoariitnge?telewsmn in the waiting room NO D y ¢ oauyl Ad e A Jang il S 512
A [ sy
ves A & s s
6. Was the board displaying complimentary o [ q Ll gle edad Aldslcos a6
services neat and clean? aaudat g A ye Agilaall Cleaall
na [ ahiy
2. GREETINGS AND INITIAL CHECKS ) Sl y qua ) 2
Scores Critical Areas Aaubad) claall Liai
3| 7 Was there any delay in approaching ves [] p s/l 8 & pals Gl gsds 7 3
customers? NO [A] Y ol ol sad cala gall
8. Waere you greeted in a friendly manner ~ YES X i sl A5 dak dcam il ds 8
(pleasant feeling)? no [ Yy ¢ (s
S O ccals sall @ gli Coia gy o8 Bl Y 1D
5| If no, please describe behavior: Was it tf e . \:L;j . }31 . ::ﬁ RO 5
arrogant, without any expression, normal i e o‘“‘“_ ¢
etc..... ¢,
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Scores Critical Areas Al c¥Laal) Liai
9. Did he guide your vehicle for positioning YES [ A i) ISRl sl Gl gall Ada 9

3 at the stopper and asked you to switch ' e ol a v - 13

the engine off? No [] ¥ Soadl ik ol e llay 5l Gilisy
10. When asked by customer, was the . IS b cJaanl e Cala gl J s Loie 10
attendant knowledgeable of different YES m e Gh,u R < y‘d }“

5 e . ; u\)ﬂﬂ\juﬁjlu\.;).\/&ly alisg e 5
grades of oll, fiiters and their relative No [ v o i
benefits? fleba JS il 4d

YES i .. .
4| 11. Did he offer the waiting area to you? NO % ?: Y A e Yl elle (m e a1 4
12. Did the staff thank you as you were YES A~ N <

4 leaving? NO D g .)Abauﬁuynﬂ)&gulaﬂ|ebdh 12 14

3. APPEARANCE AND BEHAVIOR OF STAFF TS sl g il gall H$Ba 3

Scores Critical Areas Al Ll Llai

_ YES o
3 13. \a/\:]?jsti?)/e?unlform of the attendant neat Nno [ Y 0Ly Gl ealal Gali sl Gl IS 43 3
NA O iy
YES i - .
14. Was the attendant wearing visible = ek Ay (65 35 3 a gl Cali gull S Ja .14
3 nametag? NO b S o 3
wa O shuy pp vawe \ondde (W5
YES aud L
15. Was he able to communicate with &e deal il e 10 Gilasall S Ja 15
3 No [] ] - 3
customer? SO
nva [ saiy
YES [A
4| 16. Was staff courteous / friendly? No [ Yy fladal/lagay abagdl K Sa 16 [ 4
NA [ ey
4. SERVICE daaalf A4
Scores Critical Areas A1 Lol T Thah
: (O il Caby ool L8
17. Did attendant check whether you need ~ YES pr ;u < u)d P fuj £ & A7

3 top up or complete oil change? S0 i o) 3l AlaY pliad s ) 3

pup p ge NO D y ¢ JalSll,

3| 18. Did attendant check with you whether ~ YES [ px A 1Y) Lad clia Cabs gall (3825 Ja 18 3
only oil is to be changed or oil with filter? No [ Yy el g oy 3l Gl dadd <y 0 s

19. Did he check using gauge the quantity ~ YES prd el (5 e iy Gl ) B Ja 19
3| required to be topped up and informed i A 3l S I Gl bl 3
you? No [ Y Sl Gl L)
PO Cu )l G (e (BaalL Caly bald Ja
3| 20. Did the attendant check for oil leakages ~ YES g 2 wﬁ;ﬁi} Sl oy bﬁj@ 20 3
. . 5 3
under your car from filter and drain boit’ NO D y feu 3l

3| 21. Did the attendant drain the used oil YES I i el Sl IS i Calh gall G621 3
completely from your car? No [ Y feli b (g

2| 22. Did he ask whether you want the engine  YES B el dae oy e o alil Ja 22 5
to be flushed and did it if you agreed? NO D M) fuliadl oo Jla PLREIIRY

3| 23. Didthe attendant fill the correct grade as  YES o cl s e s Al Gala sl W Ja 23 3
you requested? Nno [ y flghlls Al dayaiall
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Scores Critical Areas Al ¥l pATH]

3 e or on and apalf Y8 S8 a8 f e il Jr 24
minutes? no O y fhinl g 4383 320} il s 8
3 25. bDid tlhe‘attendant ensure that the carter YES m px wfﬁﬁﬁﬁ«iﬁf jﬁiﬁ 25 3
olt is tightened and there are no leaks? NO D y feu 3l
26. Did attendant carry out the following Alaall Clia il o) jaly absall sl Ja .26
complimentary checks: -l
YES o
31a. Battery Water top up NO D ¥ I jlall ole ddlif 31a.
A [ iy
ves X
31bh. Coolant Water top up Nno O b coolant/2 all ele 4L} 31b.
na [ sbuy
ves X -~ N
31c. Auto Transmission Fluid top up NO D b VS0 B JLP uJ MLAI 31c.
(O 5aanil )
na [ ahiy
YES oo
31d. Brake Fluid top up no O ] il ey Bla) 31,
na [ ahiy
ves Xl
31e. Gear Oil top up no O k! oy Al /el oy 5 ALl 31e.
va [ sy
ves ]
31f.  Airfilter cleaning no O ¥ ol ks 31,
nA [ sy
ves X]
31g. Wiper Water top up no O y ol Claliual Lo L) 31g.
na [ sdny
ves [A -
31h. Clean engine using air gun no O ¥ elsell et pladiuls o jaall il 31h.
na [ sy
5| 27. Wereany of your questions related to :lf)s % ?: dilaid) Slilind G gl Qﬂ- 7*-.)\2.-\!' uAJ da 27 3
lube change answered? Sl et Alany
na [ gmiy
3 28. ag (t:r;e:, ’idaff place the mileage sticker in :(E)S % e: Jx@mﬁmﬁf;ﬁ 28 3
A . RS 5 sl
YES p
4| 29. Were you offered a receipt voluntarily? ~ NO O Yy 0 LAl w3l Jeay e (e Ja 29 |4
na [ aduy
5.  REST ROOMS AND MOSQUE dpuall g (plaall [l 53) Aail Gie L5
Scores Critical Areas Aol cilaalt L
3 30a. Were they adequately stocked with all YES ™=y 3l e i) aaem 3 e 2ilS Ja 30a 3
necessary supplies such as soap? NO D ¥ gl Jia
nva O gy =
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Scores Critical Areas Ll Y Laall PANH]
, YES i N
30b. Were they adequately stocked with all O " Al Gle sl ey 3 3eae <3S da 30D
necessary supplies such as toilet tissue? NO <l glll g 199 Jia
. NA [ gy
30c. Were they adequately stocked with all YES pd Ll il sl & 8¢ S da 30
necessary supplies such as paper towels? no [ y A8, 9l Lidliall e
(paper towels are not required where fully Cldine B8 s dy5llas e 44 ) ) aaliall)
operational hand dryers exist) N/A Gabi ¥ (A1 i
; s Julid s
31a. Were sinks clean? YES E px ol ”,,y,,d:“\:jyr‘f .\SJT“.313
require comment when marked ‘No’ Nno [ ¥ sl o2 MY LY il 1y
NA [ sy
31b. Were mirrors clean? YES (X o ol ?'.:\,1.'; lf‘f;‘c‘flisd?."31b
require comment when marked ‘No’ no [ ¥ S A
nva O asny
. ‘:v PR O A ‘ PR - .S
31c. Were hand dryers clean? YES p , T“L" gdf,i{,,‘_j:;‘u ,Sdr. |'31C
require comment when marked ‘No’ Nno [ ¥ sl o A )
na [ gy
' Al o bl Clikle cul<
31d. Were dispensers clean? ves [x] - e hadd "y':l:iyrj ,S‘JT.{BM
require comment when marked ‘No' Nno [ b ol o A s )
Na [ gy
YES X
31e. Were toilets and urinals clean? NO D ¥ fadulas Joutl 4840 <l Ja 31
NA [ gbuy
; PRk il Y s
32a. Were doors clean? YES e o “"y":_.}ijyl 3 ,\SJT. "323
require comment when marked ‘No’ no [J ¥ g sl o> ke
NA O gy
YES [XI
32b. Were walls clean? no [0 v faadai lhall S Ja 32h
NA O gy
ves [X]
32c. Were ceiling clean? No [ Yy by Gl IS Ja 320
Na [ gbuy
ves X
32d. Were vents clean? Nno [ Y faqkas Mlidl cilS Ja 32
NvA [ gy
; faala Wl Y1 ilg
32e. Were floors clean? YES X| gl - "Y"ﬁli_,liw , .ISJTMGZG
require comment when marked ‘No’ no [ Y = o> A s
NA [ gy
YES X
32f. Were baseboards clean? Nno [ ¥ fadh sacldll & o) /lailsdl 15 callS Ja 30f
Na [ gayy
ves 4
32g. Were grout clean? no [ ¥ S WU IS Ja 329
Na [ sy
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Scores Critical Areas Al cLaall Lladl
YES pd
33a. Were trash containers clean? no [ ¥ faalas aladll cily s il Ja  33a
NA [ @iy
2 , - 2
YES pal
33b. Were trash containers not overflowing? NO | ¥ fhald e Aaladll s i€ da 33b
NA [ iy
ves [ 0 )
2 34. Was the restroom smelling clean & NO D N Sl asy) Adaie s Adas laall Al culS da 34 5
fresh (without any offensive odor)? (planl & dga S Al
NA [ gy
= Caxd alasdt 8 <l gt asaa cilS b |
35. Were all the facilities inside the YES = ¢ o = Eﬁ‘udi: 35
restroom in good working condition? . N PN
2 require comment when marked ‘No’ no OO v ol (2 YT ALY S Y 2
NA [ ey
; (5} ik dnwall Al 4 e (IS
36. Was the Mosque premises clean? YES P ( ). :‘ ) ,,:; LL‘\’XM,Q\S?%T .36
2 require comment when marked ‘No’ Nno [ ¥ grasill o gl s 2
NA [ gy
Comments: rBadall [ galadl)
FOR OFFICE USE ONLY 188 (€Al ?\M' Sy
Uacuall Llad LAl oY) sl
° 2 . 2t
fo ACTUAL SCORE MAXIMUM | EYaluation: PR
Approach and Cleanliness Adlall 5 ol B |1
Greetings and initial Checks CRY (RCRUETR1| PRV
As\&?arance and Behavior of el gal) sly elie |3
Service ieaall (4
Cleanliness - Restroom and Clalesd) — a8kl )
Mosque Al g
TOTAL £ saaall
5
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AUNOC DISTRIBUTION

ABU ABYAD S/5 - 893
TEL: 02- 8834070 WESTERN REGION
DESCRIPTION QTY  PRICE TOTAL
VoyagerBronzdL 1,00 50.00 50.00
VoyagerBronzil. 1,00 13.00 13.00
TOTAL 63.00
CASH PAYMENT 63.00

You were served by Supervisor
DATE 15/06/2012 09:34 T2 S2 080 7747

THANKS FOR SHOPPING. .

Y

SERIAL NO.
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