+ 1 +
e
PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center g%

D&bu} Emarat | 00 @5 Eppco / Enoc / sl Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #

Z@ (/0 Name Number Name Number | Name Number
)
thaude, 3Yo7 | llhaquit 1342 condx fod hdele
Gender Height Buillt _ Ppectacle§ Beard | Mustachel Ethnic Groups
M]F [T [M][S|T IMIJF |Yes[No [Yes | No | Yes | No |Indian Pakistani[Filipino JExpat. Arabs| Others:

WORODOROOORROKOXK O 0O O a

EMIRATE V;‘:;fz‘;‘“ AbuDhabi |  Dubai Sharjah Al Ain g:“:‘"ai‘l‘" Aman | 258 | Fujairah
O O D O O O O i O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
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 O O 0 K O vIsIT O O O | | O @

1. APPROACH AND CLEANLINESS A8t g o By 1
Scores Critical Areas Al Ll PR
YES o . . .
1. Was there proper sign to the Lube NO % y dihie e AVl danlyda gl dlla IS a1
changing bay? IRV PP
NA [ iy
A YES px
3 2. \é\ig:ntilzcli%be changing area clean and NO D Y FR ey Ak Cy s Ailaie calS J 213
na [ sduy
ves [1 = . . -
4|3 Wasthere anyoi leaking and fallingon o 7] g e dedys il o gl dlia g€ da 3 4
to the floor of the lube bay ? ey 3 yess Adkaie & )Y
na [ by -
ves K
2| 4.  Were the waiting area and table clean?  NO O Yy ek Al gl Uiyl dadaie S Ja 4| 2
na D by
w YES [:I ax
2 5 W;iitnhge?te evision in the waiting room NO N ¢ TR b T I LN R )
NIA D J"h'uy \2\) (An %I ,C\
ves B~ K/
6. Was the board displaying complimentary o [ Ny U e jedan il A Sl u—l‘-S Ja 6
services neat and clean? Caauai g A3 ye dilaall Cleasl)
na [ iy
2. GREETINGS AND INITIAL CHECKS Y Sl g a2
[Scores Critical Areas Al oYLl hiail
3|7 Wasthere any delay in approaching ves [ p i/ i b el dua g8 da 7 3
customers? Nno A Yy Sorbl g cala gall
8. Were you greeted in a friendly manner ~ YES X pr csl) i, da ke dh s i ida 8
(pleasant feeling)? Nno [ y N (B
S O rcaks gall S ghi Coim gy a8 tla ) Y 1)
5| If no, please describe behavior: Was it Lf e \j;l . }5; j:_‘i 9.' J.‘ ‘15
arrogant, without any expression, normal e R oe (DA e
etc..... ¢
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Scores Critical Areas Al ¥ ol
9. Did he guide your vehicle for positioning  ygg & A il A il Cals all L s 9
3 at the stopper and asked you to switch o ‘L‘J il el g__:l).L 5 il T T3
the engine off? NO D v .)A‘J u.ﬁ.]n.: (@] =2 ")L:"“J L—QL‘;’Y
10. When asked by customer, was the X . S da edzandl e i gall e Lanic
5 attendant knowledgeable of different YES p «:ujzﬂ‘jll - ‘ )]" QL;U: / ‘J?I ‘}u 10 5
grades of oil, filters and their relative No [] y PTREIERRES ! ple
benefits? Tleda JS 2184
YES (X] i .. .
4] 11. Did he offer the waiting area to you? NO E ‘: Oy 4 2 o BRIV e a e da 19 4
4| 12 Did the staff thank you as you were Yes [ pr 5ol S Loy & ,S8 Gyl a 42 | 4
leaving? No [ y 7 S ¢ :
3. APPEARANCE AND BEHAVIOR OF STAFF pdS sl g (il galf sha 3
Scores Critical Areas Tl ¥l pAH|]
_ YEs
3 13. x‘ajs}igw)%umform of the attendant neat NO D Y 90 ey Gl el Gl gl JSds 13 (3
Nva [ saoy
YEs K] . _
3| 14. Was the attendant wearing visible no [ g e A8y (o 5y 3 g gall Cala gl S 14 3
nametag? , Sz a5
NA sy T o0y ondSTC e
ves Kl m , o
15. Was he able to communicate with e dealsill e 18 Gl ol S Ja 15
3 customer? Nno [ ¥ o 3
? ISETB\
A [ sy
YEs [
4| 16. Was staff courteous / friendly? No [ v Sahal/lagn s Gl sall S Ja 16 | 4
NA [ sy
4. SERVICE dasdly 4
Scores Critical Areas R )
; 23S ) Gy 35l s ol 3
17. Did attendant check whether you need YES & a Lu uuﬂ P u“}d f S 17
3 t e lete oil change? ;L:-J):x:u.:e‘;g)ﬂ‘\sl.m\‘ichxojwl 3
op up or complete oil change” No [ N e L,
3| 18. Did attendant check with you whether ~ YES [X] pxd 5 S ) Lad e Cala gl 33a3 18 3
only ail is to be changed or oil with filter? Nno [ N € a0l dadé 3l s
19. Did he check using gauge the quantity  Ygs pnd el 3l (G giase iy Cala ol UG s 10
3 required to be topped up and informed i A Sl S G jail] i 3
you? No [ Y ey, il Lyl
YES [ av 0n ol oot On Gl B o G
3 20. Did the attendant check for oil leakages YES peoos uijgmhu: )'_'\ls]l. . z}\i; :ﬁ 20 :]
under your car from filter and drain bolt? No [ N Hseas LR e )
T 3l
3| 21. Did the attendant drain the used oil ves [X Y el 3l S & i Gl gl P8 s 21 3
completely from your car? No [ y el e (e
2| 22. Did he ask whether you want the engine  YES el el Jane a5 S ) il Ja 22 >
to be flushed and did it if you agreed? No [ y Sliad) ga o PLRELY
3| 23. Didthe attendant fill the correct grade as  YES axd Sl Aa /e 5 dilaly Cals gall Adda 23 3
you requested? Nno [ v fleadb il ol
2
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Scores Critical Areas Al c¥laalt PAH]
4|+ Didrereawstyoutostartongneand  ves Bl e a5, pml iy o of e ol B 24 5
minutes? no [ fbiaiy 48 saal Jeadil) Ala
3 25. Did t.he.attendant ensure that the carter YES m pu uil:gﬁﬁjlit ‘ﬁfﬁ 25 3
bolt is tightened and there are no leaks? NO 0O y j ’ S vu)ﬂ
26. Did attendant carry out the following Agilaall g adll ol jab algall 8 da 26
complimentary checks: sa i)
YES X e
31a. Battery Water top up no O3 y jldl iy 31a.
na [ sy
YES axd
31b. Coolant Water top up NO D b coolant/awell el ddlisa) -31b.
na [ aduy
YES P N
31c. Auto Transmission Fluid top up NO D N R J\P u“ ?LT\ 31c.
nva [ abiy (st )
YES axi
31d. Brake Fluid top up NO O b el all gy ddlza) 31d.
na O] aduy
ves X
31e. Gear Oil top up no [ y G ol Bl 3te.
na [ abiy
ves Kl
31f.  Air filter cleaning no [ Y sl ilcaks 31,
NA [ by
YES o
31g. Wiper Water top up no O Yy sl sl oo 3] 31g.
nva [ sy
ves 1 =
31h. Clean engine using air gun Nno [ Y elsell ade plasiuly o el cadas 3th.
na [ sy
X :
327 Were any of your questions related to ;ES e; dalaiall il G gl Gj:, :t.e\e}“ ‘Tw da 27 3
lube change answered? Sl et lasy
na [ abuy
5|28 ai: (t:r; ?staff place the mileage sticker in :(E)S ‘: m&u;f;t_dﬁi:ﬁﬁ:\ﬁ 28 3
na [ sy %l
ves &1
4| 29. Were you offered a receipt voluntarily?  NO O Yy 0 jlaal oMl Jea g e e Ja 29 |4
NA [ by
5.  REST ROOMS AND MOSQUE rapenall g (alasdl [l g5) Al G g 5
Scores Critical Areas Al claall PATH|
3 30a. Were they adequately stocked with all YES E i Ay _pall e Yl auana 3 e <2lS Ja 304 3
necessary supplies such as soap? "~ NO D ¥ o gball Jia
wa [ @by B
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Scores Critical Areas Aaul cylaall PRI
YES i .
30b. Were they adequately stocked with all {%I P: Ll e liuall aiany 3 jeme cil< Ja 30b
necessary supplies such as toilet tissue? NO Calt sl 399 Jia
NA [ sbyy
30c. Were they adequately stocked with all ves [ ad Ay el o il miens 8 jeae <ailS Ja 300
necessary supplies such as paper towels? No [J ¥ 48 o) Cidiliall Jie
(paper towels are not required where fully Gldiaa B4 aie 4ygllae pe 448, ) ailial)
operational hand dryers exist) NA B Gy y () i
S - T T
31a. Were sinks clean? YES px ol w:::‘“f‘ r‘j‘iﬁ?"ma
require comment when marked ‘No’ no [ b el o "V ALY s 1y
NA [ gy
: S UL o
31b. Were mirrors clean? YEW?‘“ 2l 4:"; %fyrﬁsdi‘ﬁw
require comment when marked ‘No' no [ v il (o Y Ay cals 1y
NA [ gy
2 ; $3ak a3l Sl ColS
31c. Were hand dryers clean? Yes IX] pu . “‘M'L” ‘féfé,, .u::;rf 'Lsd? "31C
3 require comment when marked ‘No’ no [ ¥ sl 2 MY e s 1)
NA [ gy
s ey o pleall Glisle culs
31d. Were dispensers clean? YES M P o Al o "Y"Q' L;‘ylu '\SJT' |'31d
require comment when marked ‘No’ no [ b cra sl (o A Fl s )
NA [ gy y
YES s
31e. Were toilets and urinals clean? Nno [ ¥ fAalas Joall ASal cilS Ja 31
NA OO gwuy
; faadai O Y cuils
32a. Were doors clean? YES e = all ",.y..L'f fy‘uf .\SdT. \'328
require comment when marked 'No’ no [ ¥ gl o2 MY ALY s iy
vA [ gayy
YES g pi
32b. Were walls clean? NO Y faahi bl il Js 32b
NA [ sy
YES au
32¢c. Were ceiling clean? no [ ¥ Sk caaldl oIS Ua 32¢
NA [ sduy
YES asi
2| 32d. Were vents clean? No [ Y g MGl cilS s 32d
NA [ sy
; Phaudai s W) S
32e. Were floors clean? YES & e g g :Uiy‘uf ’\SUT' ].32e
require comment when marked ‘No’ Nno [ ¥ e e T
NnA [ gy
YES psd
32f. Were baseboards clean? NO D ¥ g e @l & o flailadl )50 S s 32f
NA [ gy
ves [H
32g. Were grout clean? Nno [ ¥ feadkai LW S Ja 32g
g
nAa O gy
4
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Scores Critical Areas At cilaall Liaiy
ves Kl o
33a. Were trash containers clean? NO D b faaudss Aalaall iy s culs Ja 33a
NA [ Ghuy
2 = - 2
YES pad
33b. Were trash containers not overflowing? NO I:l b faaili ye deladll cilsls <l Ja 33b
NA [ asuy
ves K] o ]
o |34 Was the restroom smelling clean & no [0 % (&) Q) Llimia g Aiplas Jlaall dadl ) cilS o 34 2
fresh (without any offensive odor)? planl) 3 Agy S Al
NA [ gy
3 Jani alaall b Ol jpgadll aea <SS Ja 35
35. Were all the facilities inside the YES m e ¢ < EA:_\A 1K
restroom in good working condition? L. % e
2 require comment when marked ‘No’ no [ ¥ gl o MY e S ) 2
NA [ aiy
; £(5) aukai daweall Al ol ue IS
36. Was the Mosque premises clean? YES D o ( ), }ZA‘ ) e LL?;QA""‘\S L‘J; 36
2 require comment when marked ‘No’ Nno O Y G o> chab et 2
NA B sy
Comments: sclBadtall [ galadlf
FOR OFFICE USE ONLY Jadd (oigall e!.:&'w‘!
Alyall Jkadl LUl ey aal) . »
9 : Eval : 1anddll
Yo ACTUAL SCORE MAXIMUM valuation *
Approach and Cleanliness Aadaill 5 ol B |1
Greetings and Initial Checks | Asds¥! Sl s cam 531 2
ég}_fearance and Behavior of il sall A ghs i |3
Service EUXENIR )
Cleantiness - Restroom and labeall — dahi |
Mosque Ansall g
TOTAL & sanall
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SERIAL NO.

5|01

ADMOC DLSTREBUTLON
AL QALAA &/ ~ T91
AL RAMS AREA- RAK

Ko e e e
DESCRIPTION Qry  PRICE TOVAL
VoyagrSilverih 4,50 14.00 63.00
Henda Civic 15 26.00 26.00
T0TAL g0
CASH PAYMENT §9.00

You were served by Operatol 1
DATE 14/09/2012 17:40  T1 53 01 4929

Thanks for Shooping ......







