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PROJECT : ELARA (Lube Change - FINAL 2012)

PROJECT: ELARA - Lube Change
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SERIAL NO.

5

00

Af%&
h Arab Research Center E

O« Ll Emarat / D & i)/ S Eppco / Enoc / E gl Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
ID ! Z Name Number Name Number | Name I |Nun]'lber| l
Gender Height Built Bpectacles{ Beard | Mustachel Ethnic Groups
M1 F |T[MISIT [MI[F |Yes[No [Yes | No [ Yes | No [indian [Pakistani[Filipino [Expat. Arabs/| Others:
RORODODORUOOBORBRORK O O O |
EMIRATE ";:Zfz;“ Abu Dhabi | Dubai Sharjah Al Ain g‘;‘v'v“aﬁ" Ajman Kﬁ:‘fm"“ah 1 Fujairan
O O O O O O O X |
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
\ »
YAl od [RIL 1419 [ olt Toll lie50[7.23
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
VISIT VISIT
O O ® O 0O O O O 0O O O X
1. APPROACH AND CLEANLINESS ABUAD g ol B 4
Scores Critical Areas Al il Latail
YES o et
1. Was there proper sign to the Lube no [ q dihie o AVl dsalydaddia GS da 1
changing bay? AT T
na [ sy
. ves [ m
3 2. \é\igzr:ilzcl;;be changing area clean and NO D g TR ey Akl e et dibie ciS s 2(3
va O sy
ves [1 & i :
4 3. Was there any oil leaking and fallingon = q Seae Fos il ot gl dla gSda 3 4
to the floor of the lube bay ? Sy ) s Adlaie 8 ()Y
na O seny j
ves I v
21 4. Were the waiting area and table clean?  NO O ) Chadas ad Mall y HaV) ddhie S Ja 412
wA [ amsy
o N YES o
2 5. L/vvoarii;hge?telewsmn in the waiting room NO D N ¢ any) TP uﬁ S sl S Js 5|2
va O sy
ves [ = e s
6. Was the board displaying complimentary o O q Aald Lo ekas Maal S ds 6
services neat and clean? Sdadai g A ye Aglaadl Cleadd
nva O sy
2. GREETINGS AND INITIAL CHECKS ) clSuddl g qua Al 2
Scores Critical Areas At GYlaall Lt
3| 7. Wasthere any delay in approaching ves [ pd i/l Bl 3 el o Wlia S a7 3
customers? no K Y Sl sad calka gall
8. Were you greeted in a friendly manner ~ YES D pr sl sk s il da 8
(pleasant feeling)? Nno X ¥ ¢ (g
S Ja el gall @ gli Chim g 28 Bla (Y 1Y)
5| If no, please describe behavior: Was it u‘ e . 1:;3 . Sl . j:j: ‘f J“ ‘15
arrogant, without any expression, normal a ¢ o o DI . ‘;*;
etc.....
Dio noT  QiREET
+ 1
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2 + +
Scores Critical Areas Al ciyiaall BAYH]
9. Did he guide your vehicle for positioning  ygsg m A el S I el Gl ds 9
3 at the stopper and asked you to switch o e e Coy 13
the engine off? No [ y .dﬁd‘@huldag,dbja‘)wluuf}l
10. When asked by customer, was the ] . S b el (e il gall e Lonie 10
attendant knowledgeable of different YES [ - g“‘—u o }d ey ’
5 o e . ; u‘yldbuﬁ)ﬂul;)a/ﬁl}a‘ulueh 5
grades of ofl, filters and their relative Nno [J y o - v
benefits? fleta JS il i
YES : . .
4| 11. Did he offer the waiting area to you? E A ¢ syl 4d e o Y elle e a1 4
e NO ¥
4| 12. Didthe staff\thank you as you were @ YES g e Lty o S il gl 5 Ja 12 [ 4
0057123 ] Goc Guarlngio B -
U V¥V {
3. APPEARANCE AND BEHAVIOR OF STAFF pgS b g Ol gl e 3
Scores Critical Areas Al cAltaall BAYHI]
. YES 4w
3 13. gzsti?ye?umform of the attendant neat NO D Y LSy Gl el sl Gl oS s 13 |3
NA [ gy
) Yes [ » .
3| 14 Was the attendant wearing visible@ no [ q Dtk Ay (5351 3 ga sall Cals ol S Ja 14 3
nametag? . $z 3 50 4l Lile
AOl boemu\,\q} MWE@NIA O sy
YES pxl .
3| 15. Was he able to communicate with No [ g &e deal sl e 508 Cala sl IS da 15 3
customer? sl
NA [0 sy
YEs )]
4| 16. Was staff courteous / friendly? No [ ¥ Sladal/ls 535 Cals gall IS Ja 16 | 4
VA [T sy
4. SERVICE el 4
Scores 7 GritcalAreas T T  Rewanawsa T T Lam|
Sl G gadlh Gl i G Ja
17. Did attendant check whether you need YES E X ,HJ uu)ujd_ . }J ? v
3 top up or complete oil change? S0 o ol Gl WY pliads L) 3
no [ ¢S,
q| 18. Did attendant check with you whether ~ YES D4 ax 2R S 1) Lad i ala gall 38a3 Ja 18 3
only oil is to be changed or oif with filter? No [ N Al 5y 2 Bl dad W s
19. Did he check using gauge the quantity  YES B e il ol st (ol Gila gl B Ja 19
3 required to be topped up and informed e A 3l A el il 3
you? No [ - » el dlal s i)
F0m QW O G il il sl A6 Ja |
3 20. Did the attendant check for oil leakages YES E e uﬁu/juhu: dﬂﬁlﬂ! . 3}\1; i 20 3
under your car from filter and drain bolt? Nno [] N STy B OB .
£ 3
3| 21. Did the attendant drain the used ol YES BT s st 3 S iy a4 PBda 21|
completely from your car? No [ N Ol i (e
| 22. Did he ask whether you want the engine YES P Al el Qe a5 e o @lila Ja 22 >
to be flushed and did it if you agreed? NO D y €biad) g Jla 0 ety
3| 23. Didthe attendant fill the correct grade as YES D4 s <yl A g 5 Adlialy il gl W6 Ja 23 3
you requested? Nno [ N figilh il daaiall
2 +
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Scores Critical Areas Taululy c¥aalt gl
[ DT s e and Vs BTt i o e 28
minutes? no O ¥ faly 43 saal Jdll s (A
3 25. Did t_he'attendant ensure that the carter YES & o uﬂﬁgﬁﬁ;{iﬁ? L:J‘:S{:j: 25 3
bolt is tightened and there are no leaks? NO D N j 7 ~ eu)u
26. Did attendant carry out the following Lilaall cliasaidll ol ol calasall B o 26
complimentary checks: Al
ves X
31a. Battery Water top up NO El N el ele Al 31a.
nA [ sy
ves B4
31b. Coolant Water top up no O N coolant/ssall b dibal  31b.
N/A % PRRA
YES pr - o
31c. Auto Transmission Fluid top up NO D b IR B ’tyﬁ?ﬁ; 31c.
NA [ shsy
ves K| ~
31d. Brake Fluid top up no O ¥ Qe cy3iiia) 31d.
na [ sy '
ves B o
31e. Gear Oil top up no 0 ¥ G allcys sl 3le.
nva O abuy
Yes X ax
31f.  Air fiiter cleaning no [ ¥ doell glialn 34F.
na O aduy
ves A a
31g. Wiper Water top up NO I:] ¥ gla i el ele Al 31g.
na O sy
ves B
31h. Clean engine using air gun NO O Y ebsall Gatese plaaiils o jaall caidin 31h.
na O iy
3| 27 Were any of your questions related to ;(EJS % ?’; i) Slind e s gk- :\f\'?'\’” u—w da 27 3
lube change answered? Ty uad Aalaay
na D ahuy
3 28. Ewig (t:r;? gtaff place the mileage sticker in :IES % ?a; Jxéw@imﬁﬁ;ﬁ 28 3
' A\NA [ by £5 e
@YES O
4| 29. Were you offered a receipt voluntarily? —~ NO E ¥ NEPIRERIFY Jeaselble e Jo 29 |4
=) hod %o ol cfontho hecerpliia L s
5. REST ROOMS AND MOSQUE ranal) g (aleadl foull §) a0 G g 5
Scores Critical Areas Il el Ll
3 30a. Were they adequately stocked with all YE?/ Bl iy 5 peall e hisall arens b 20 S Ja 30a 3
necessary supplies such as soap? NO D ¥ o gall Jia
NA O gy =
3
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Scores Critical Areas Ll YLl pATH]
YES : .
30b. Were they adequately stocked with all % ?’;’ Qs rall Gle el aaans 3 jeae <l Ja 30b
necessary supplies such as toilet tissue? ol gl (3,99 Jie
Na [ awuy
30c. Were they adequately stocked with all ves [ axd iy pall Gl il e 8 g0 cailS Ja 30c
necessary supplies such as paper towels? no [ N 48, o) caditiall Jia
(paper towels are not required where fully Clidaa 8¢5 e 4y glaa ye 38l alliall)
operational hand dryers exist) NA B sy (3831 )
31a. Were sinks clean? YES E pui 2l ?4_;:\:"55:1:“1.:11 rf&lsdT ‘.31a
require comment when marked ‘No’ no [ ¥ Tl o MY W) s 1y
NA [T gy
R Caaa; -3
31b. Were mirrors clean? ves X i sl o g Lo wls d .31b
require comment when marked ‘No’ no [ b gl (o YT ALY s 1y
nva [ gey
31c. Were hand dryers clean? YES pri . fm "saf,\'“,,d_’uéy uls d‘ 31c
3 require comment when marked ‘No’ no [ Y el o MY A s 1Y
NA [ gbuy
31d. Were dispensers clean? YES [3 pri .? . w‘)hf“ﬁu“su wls d“_ -31d
require comment when marked ‘No’ Nno [ ¥ g Al o YT LY il
NA [ gayy
ves D o
31e. Were toilets and urinals clean? NO D N ks Jpalh 484 culS Ja 31
NA [ Gy
32a. Were doors clean? ves B o ?iﬁ%s:_:\,m «ils Ja .32a
require comment when marked ‘No’ Nno [ ¥ Tl o MY Y S 1y
Na [ ey
ves B
32b. Were walls clean? Nno O y ik el CilS s _30h
NA [T sy
ves ]
32c. Were ceiling clean? NO D ¥ fda Gl S s 32¢
Na [ smyy
ves B4
2| 32d. Were vents clean? Nno [ ¥ fagdas Ml il Ja 324
Na [ amuy
32e. Were floors clean? YES 'X pxd o !‘%;AJ"Q}?\%JY! “”ls J", 32e
require comment when marked ‘No' No [ Y T il o Y AR sy
NAa [ gy
YES prd
32f. Were baseboards clean? NO D ¥ $agday ac ) z A BN 5 s Ja 32
nva [ gauy
YES o
32g. Were grout clean? No [ N Sl LUl IS Ua .32
NA [ gbuy -
+ 4
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Scores Critical Areas Al c¥Laall Lasy
YES Kl
33a. Were trash containers clean? NO D b faaudas Aalaall ol i€ Ja 33a
) nA [ asuy )
ves i
33b, Were trash containers not overflowing? NO O ki flails e ddladll cibygla cuilS Ja 33b
nA [ asuy
ves D - 0 ]
2 34. Was the restroom smelling clean & NO D y @ Gsn) Adaiay Ak abeall A3t ilS o 34 9
fresh (without any offensive odor)? plesdl A A S Aadl
NA [ gy .
H Jand alaadl b il gal) azaa ils .
35. Were all the facilties inside the YES B o g Sy d;f; 35
restroom in good working condition? L. w4 e T
2 require comment when marked ‘No’ no O v el o " Yl S 1) 2
NA [ gy
; 5 RN E PSR TS
36. Was the Mosque premises clean? YES D e ( )_ ):A\ ) ,,:;, LJ\;?;P'Q\S Tﬁ 36
2 require comment when marked ‘No’ Nno [0 ¥ ok el gis ol et 2
L NA B ey
Comments: rcilBadlall [ gadedtl
FOR OFFICE USE ONLY 18l (isalf aladiu N
Alaanall Jala3l) Ll Jed) sl -
o 2 ; e
Vo ACTUAL SCORE | MAximum | Evaluation: el
’ Approach and Cleanliness Aglaill 5 o @Y |1

Greetings and Initial Checks | ¥ SiSalally cus il |2

Appearance and Behavior of il sl by selaa |3

Staff

Service il |4
Cleanliness - Restroom and Slelandl — kil 5
Mosque 2aaall
TOTAL £ ganall
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ALINOCT DY T st e
AL (‘A’AA :n"'a “’1
A RAMS aRe A AR

USRI LUN OIY PECL LT

vovadrStiverin 2,90 14 A4, 00

(1AL | A9 O
CASH PAYMENT £ .00

4

fouw wore served by Oporator Ny
DATE 2i/09,2002 17,23 VLS at urae

Thatiks for Shopping L.







