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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center E
[ < u Emarat 10 a4 Eppco / Enoc / &ebm -Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
' (0 % Name Number Name Number | Name Number
Mebhavmed iobdel 869
Gender Height Built Bpectacles Beard | Mustache} Ethnic Groups
M F T '| M [S | T [ M]F |Yes[NojYes[No Yes | No |Indian [Pakistani[Filipino [Expat. Arabs] Others:
NoDEOoOmOOROEOR O ® O O O
EMIRATE V‘:::’lz';“ AbuDhabi | Dubai | Sharjah | AlAin e | Aman as M | Fuiairan
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
591609 |0l /do [ olo] ol [I575 1545
‘M 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
vt T 0 K OO wst | O O O O O O X
1. APPROACH AND CLEANLINESS PRI I |
Scores Critical Areas Tl Ll Jaail
ves 4 ot
1. Was there proper sign to the Lube no [ . dadaia e AV danljdaddia S da
changing bay? eyl juas
va O sy
) YES X4 aad
3 2. \é\ig:r:igié%be changing area clean and NO D G S e s Akl iy ) s dhieciS e 213
nva O sbuy ;
YES D ?"'. P .. P . § ’
4|3 Was there any oil leaking and falling on 53 g e ae gy cu il oy gl s S da 3 4
to the floor of the lube bay ? 0y 3l i Asdaie 3 ()Y
na [ sssy ]
ves &~ E
9| 4. Were the waiting area and table clean? N0 [} ¥ iy Al il g eyl ddbie clS o 412
na O sy
5 W ision in the waiti YES -
2|5 Woa;ii;hge?telewsmn in the waiting room NO D y ¢ iyl A e b Jews il S s 512
na O ey
ves B~ s
6. Was the board displaying complimentary ] y Aalilgde gl da M oisda 6
services neat and clean? faadal 5 4 ye dpladl Cileaadl
va [ sy B
2. GREETINGS AND INITIAL CHECKS A Y il g cua il (2
Scores Critical Areas Lol claal) sl
3 7. Was there any delay in approaching ves [ o™ PRGTNEUSY [ oabgiaia gsds 7 3
customers? Nno R N Sl ol eai Cala gall
8. Were you greeted in a friendly manner ves [ axd Gstl) 0y ke cus sl B da 8
(pleasant feeling)? NO E b S (g
S A ks gall b Caimga a8 elay Y 1Y)
5| If no, please describe behavior: Was it @ @ Li “ \i‘“f Jj\; jif °_,J" ‘15
arrogant, without any expression, normal Gt R e XD :&—:‘
etc..... .
honmed  dlieh not c,m cet
{
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Scores Critical Areas L) Lol Jataily
9.  Did he guide your vehicle for positioning  ygg m A Cliall sl s ol Sl Cala gl A8 Ja 9
3 at the stopper and asked you to switch N e o 13
the engine off? Nno [ ¥ Sl aall il o elia (il 5okl Caldyy
10. When asked by customer, was the ; IS b caeall (e Cals gl Jipas Laic 1)
attendant knowledgeable of different YES m e “ALU .t . < ﬂ ﬂ ’
5 . - ) ubﬂﬂbuy‘)ﬂu‘..ajé/gylu_dueh 5
grades of oil, filters and their relative No [ N § i AN
benefits? fleda JS il b
YES i . .
4| 11. Did he offer the waiting area to you? @ D o eyl dd e & JbiY dlle e a1 4
DI AlgT OFFEA Wa1TING PRER No Xy
. X ;
4| 12 0t ihe st thank you as you were o E T A L S il B s 12 |4
3. APPEARANCE AND BEHAVIOR OF STAFF 1pdS el (il gal) #%be 3
Scores Critical Areas Al el PATH]
. Yes I
3 13. xisti?f?unlform of the attendant neat NO D ¥ s Gl enlall il sl Gl S 13 (3
NA [ sy
YES [ - .
3| 14. Was the attendant wearing visible No [ g ek A8y (535 5 3 5a gl il gall IS 14 3
nametag? Sz a5 dansl Ll
NA [ sduy
YEs X .
3| 15. Was he able to communicate with No [ v &e deal il e § 08 Gl gl S Ja 15 3
customer? ol
NA [ shuy
YES ax
4| 16. Was staff courteous / friendly? N [ y fakal/fa g0 5 Cala ) S Ja 16 [ 4
Nna [ sy
4. SERVICE dassll 4
scores T Cricalmess T T = Lugiayaa O Luady
: 2alS o i aad Gaaill Caly fald Ja 17
17. Did attendant check whether you need YES E ax hu uu)ujb . }AJ ?
3 top up or complete oil change? ) et ol Sl Ay #lad s Ll 3
p up p ge: NO D ¥ ¢ Sl
3| 18. Did attendant check with you whether ~ YES B A8 S 1 Lad lie Cala gl 3ia3 s 18 3
only oil is to be changed or oil with filter? yg O ¥ P CVPRCITR IR e (S
19. Did he check using gauge the quantity ~ YES B oL e Gl il B 0y {9
3 required to be topped up and informed RO VR S (P bl 3
you? No [ Y fellly il 5 il
o | i %l o e il i ol G 20
3 20. Did the attendant check for oil leakages YES & et qﬁ):ﬁt\:j Al e Dj:‘j e 3
under your car from filter and drain boit? no [ y ; tey 3l
3| 21. Did the attendant drain the used oil YES B s e Sl IS oo cabagall A6 Ja 21 3
completely from your car? No [ Y Tl Hlaw (e
o | 22. Did he ask whether you want the engine  YES B P A el dave ay g caS o) @llla Ja 22 5
to be flushed and did it if you agreed? no [ N Cliddl oo Jla Sy
3| 23. Didthe attendant fill the correct grade as YES B Syl s ,ofp 5 Adlal Cals gall 6 s 23 3
you requested? Nno [ y Tleills Al dagaoiall
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Scores Critical Areas Tt Lol L
24. Did he request you tostartengineand  ygs X4 o aS iy el il o 58S o e il Ja 24
3 leave it running for one and a half o h e Ay 2aa Q) Alla 8 3
minutes? no [ ) f il g 4483 saal Joulil T
. ol A8 e Al gaba o (e il sall xbda 25
25. Did the attendant ensure that the carter ves B e . )f > R : et
3 bolt is tightened and there are no leaks? SO s ol 4l LS A T Ao 3
olt is tightened and the ? no O g eyl
26. Did attendant carry out the following Lilaall Cllos saill ¢l jals cabagall S b .26
complimentary checks: Jadul
YES pad
31a. Battery Water top up no O Y A jtadl ele A8l 31a.
na [ absy
YES ol
31b. Coolant Water top up no [ ¥ coolant/ssd cledibsl  31b.
wa [ sy
ves bd o 1 A8 el I Sl cy ) Al
31¢c. Auto Transmission Fluidtopup ~ NO O y ¢ AU G Sles ) Al 31c.
(0 5daent M)
na [ sy
YES ool
31d. Brake Fluid top up NO |:| Y byl iy Ailia) 31d.
nA [ iy
YES o
31e. Gear Oil top up no [ Y Gl mllcuydils) 3e.
nva [ sy
ves [ a
31f. Air filter cleaning no [ 3 dsedl gl ams 31,
na [ sy
ves X
31g. Wiper Water top up NO D b Zla i sl cla 8Lt 31g.
na O sy
YES pai
31h. Clean engine using air gun NO O N sl Gt plasiuls o el il 31h.
va O sy
YES o n e i B -
4| 27. Were any of your questions related to % ?: daleial) Ailind e b Sle AaYh s dy 27 3
lube change answered? NO S 3l el Aless
A [ sy
. . T ves X s e Galipan bl s 28
3 28. t?\ls g;? gtaff place the mileage sticker in NO D N s L Solesal Jl e LS 3
na O sbuy €5l
ves A
4] 29. Were you offered a receipt voluntarily? ~ NO O Y £l L) Ml Jaa g e (a0 ds 29 14
na O sy LJ
5.  REST ROOMS AND MOSQUE : el g (pLaadl sl 55) Aal M g 5
Scores Critical Areas . Tonladyl c¥ Ll Liah
3 YES i 3
30a. Were they adequately stocked with all ] ?’; iy g el e Jlinsal) asen 3 jeae i€ o 30a
necessary supplies such as soap? NO SO sall Jia
na [ gy -
3 +
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require comment when marked ‘No’

no OO v
NA [ abyy

4 +
Scores Critical Areas Lyaual) claall Llail
YES L
30b. Were they adequately stocked with all 0 ?’: sl Cile il aueny 5 360 cilS Ja 30b
necessary supplies such as toilet tissue? NO St gl g 199 Jie
NA [ gy
30c. Were they adequately stocked with all ves ] arxd A5 pall il il &4 8 jenae S df.30c
necessary supplies such as paper towels? NO D y ) o ?A.x? ,él L-MLI.'AH d.m
(paper towels are not required where fully Cliae A58 die dysllae e 48 I cadiliall)
operational hand dryers exist) N/A E ki Y (¥
; ks LGl culs
31a. Were sinks clean? ves Bd p o gl ”"Y"d:;l;\jﬁ .‘SJT".31a
require comment when marked ‘No’ Nno [ Y Cant aE AR Sy
NA [ gmyy
; YAy U s
31b. Were mirrors clean? ves X4 px o all g ‘{_‘fyr\j 'lsdT' "31b
require comment when marked ‘No’ Nno [ ¥ g sl (o il
NA [ geyy
; fa4l5 Y Cliias i<
31c. Were hand dryers clean? YES IZ pr 35 ) Clitae S da 31c

st o Y A S 1

s a4l 4 sliall CliSle oS
31d. Were dispensers clean? ves K X . }3’“ et "Y"u&_.iAYﬁ 'Lsdel.md
require comment when marked ‘No’ NO D b T > Ay il )
NA [T gy
ves B4
31e. Were toilets and urinals clean? Nno [ Y faddas Jpulh Al il Ja 31
NA [ gy
; sy O W il
32a. Were doors clean? ves B ol o .zkjfyr‘j ,EJTM'SZa
require comment when marked ‘No’ NO D ¥ & NG TR e
Nna [ gy
ves
32b. Were walls clean? Nno [ ¥ faddai Glasdl il s 32b
nva [ aouy
YEs B
32c. Were ceiling clean? Nno [ ¥ fahi caull S s 32¢
NA [T sbsy
vEs X
32d. Were vents clean? No [J Y faadai MUall i€ s 32d
NA [ Gany
; St Sl S s
32e. Were floors clean? ves B sl M,,;,;'Liyﬁ 53326
require comment when marked ‘No’ no [ Yy St e A
NAa [ Gy
YEs X
32f. Were baseboards clean? No [ v A4k sl ~ o Milall )50 culs Ja 32F
NA [ Gy
ves A
32g. Were grout clean? NO D ¥ Sapdas Lo € Ja .32g
NA [ swsy
4
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Scores Critical Areas b c¥laal) gl
o ves 4
33a. Were trash containers clean? NO D b Padadns daladll clysla <ilS o 332
NA [ iy
2 " 2
YES & ars
33b. Were trash containers not overflowing? NO O kb Sl e Labaill Clsla <ol da .33b
NA [ sy
ves RA e N .
2 34. Was the restroom smelling clean & NO D ) g g;‘ Csn) Almiag Ak alesdl dad) ) S da 34 2
fresh (without any offensive odor)? f(olandl & 4gy S Aail
NA [ gy
\ 3 Jand slaall 8 ) aead aen i< Ja 35
35. Were all the facilities inside the ves B et et U
restroom in good working condition? L. o e i
2 require comment when marked ‘No’ no OO ¥ sl o2 " Y S ) 2
NA [ adiy
5 €5} cadai amall A2l i e IS
36. Was the Mosque premises clean? YES El P ()~ ;:X\ ) ,,:‘; ALT'U-\S%T 36
2 require comment when marked ‘No’ no OO 0¥ ekl Al e 2
nA A sy
Comments: reMBBadiall / aaladll
FOR OFFICE USE ONLY 1agd Ciiall alasiuy
Ugcall BISI Ll oY) . .
[») v . . W]
o ACTUAL SCORE | MAXiMum | - 2uation s
Approach and Cleanliness Asadll y 811
Greetings and Initial Checks | 531 <iSuidly s i 12
/gi)apf?arance and Behavior of il sall Ay sebe (3
Service iaasll 4
Cleanliness - Restroom and Glalaall — il |
Mosque Aasall g
TOTAL & saaall
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SERIALNO. ~

4|18 |7
| W - ..V..-ON
Noc DTISTRIBUTION o
ADND  WABA S/5 — B899
S PN TRARFIC POLICE OFFICE
R RS AL KHAIMAH NE
SCRIPTIC RICE TOTAL
ESCRIPTION Ty  PRICE
Godiul (R 4B HQ
ew Nissan Max ,( . 26 .
A0 cooL 33: 1L 11.00 11.00
TOTAL 100.00
CASH PAYMENT 100.00

You were served by QOperator 1 g |
NATE 07/09/2012 15:45  T1 53 01 689 :
THANKS FOR SHOPPLIMG b

Sent from my iPhone

9/11/2012







