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SERIAL NO. v
52| 8|2
+ 1 + +
PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Research Center g
O ciwEmarat | O @550 Epped/ Enoc [ & < Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
02 I 1 Name Number Name Number | Name Number
Basheer [ T 1 1]
Gender He|ght Bunl pectacles] Beard Mustache] Ethnic Groups
M ] F JT [M]S|T [MJF IYes[No]|Yes] No]Yes No |indian [Pakistani[Filipino [Expat. Arabs| Others:
&DEDDDEDDED&I&DD O 0O O
EMIRATE V,::;tlz;“ AbuDhabi |  Dubai Sharjah Al Ain g’:v':‘a::" aman | R3A 1 Fujairah
O O ] O Xl O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
58] o] 3o 419 OlZ [15:55 [l6:15
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday | Monday | Tuesday ‘Wednes’day[ Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
VISIT D D m D D VISIT E] D m D D D D
1. APPROACH AND CLEANLINESS Al ol By 1
Scores Critical Areas Ay el L
YES o o
1. Was there proper sign to the Lube no [ q dhaie e AYalldsaljdadelia S da 1
changing bay? e 3l s
va O ssiy
_ ves X -
3 2. \é\:g:;&z(l;}be changing area clean and NO I—_-I Y e ik cy 3l i dibie S a2 (3
na O sduy
ves [ . .
4|3 Wasthere anyoi leaking and falling on q e e dys il cpt gl i gl ds 3 4
to the floor of the lube bay ? - ey 3l e Aikie A Gl )Y
Nna [ sesy
YEs id &
2| 4. Were the waiting area and table clean? NO E] ¥ faadas Al gldall y ety ddhie S a0 4|2
na O sbuy
W . N ves i
2 5. Woarii:]hge?telewsmn in the waiting room NO D YUY A e i Jen osilill S Ja 52
nva O sbey
ves 4 - .
6. Was the board displaying complimentary n " Aald e el Al dall il s 6
services neat and clean? Saidai g 43 He Aulaall Cileaall
nA L ssuy
2. GREETINGS AND INITIAL CHECKS Al gV Sl g cua il 2
Scores Critical Areas Aaaladt c¥ Ll PAN]
3|7 Was there any delay in approaching ves [] pxi A/l ) & el gl b <7 3
customers? no R y ol gt Cals gl
8.  Were you greeted in a friendly manner ~ YES O px Gslul) 40538 sl b cua i 5 a8
(pleasant feeling)? NO E N (D
S rcaks gall B gl Ciim ga a8 2la 5 Y 1Y)
51 If no, please describe behavior: Was it Li S . \:;:‘S i: . ij G.'J,‘ 15
arrogant, without any expression, normal a ¢ X o g e"“f‘”’
etc..... ol
Ao GREE TINGS
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Scores Critical Areas Ll eVl Jalaily
9. Did he guide your vehicle for positioning  ygg i Gall Al el Ll B
3 at the stopper and asked you to switch X =~ :,—:" <7 . ‘:‘ p _A e ] 5 ebdh 9 3
the engine off? Nno [] ¥ feaall (ki of i allay 5 ) iy
10. When asked by customer, was the ; S Ja cdrandl e Calh sall J e Lonie
5 attendant knowledgeable of different YES w i ﬁ, - ‘J.]] Q\::/ ‘}.Tl dlf“ 10 5
grades of oil, filters and their relative no [] y 2= e o : e
benefits? Tleie JS 2l g g
YES X : . .
4| 11. Did he offer the waiting area to you? NO E e:; Y A8 e g Y elle (a e o 11 (4
i YES [X] :
4 12. ggiv::g?staff thank you as you were o E ?‘; € ol i€ Ly o S Cals gl Ada 12 (4
3. APPEARANCE AND BEHAVIOR OF STAFF ;HS‘,.L«J Oudbgall e 3
Scores Critical Areas . Al c¥La) Lla
‘ YES [
3 13. Z\rlzstgf?umform of the attendant neat NO D Y e gl sl il sdl Gl S s 13 |3
na O sany
ves [X] :
3| 14. Was the attendant wearing visible no [] : Jadas Ay (55 3 353 pall il gall IS U 14 3
nametag? $z g Al Lple
nva [ seuy '
YEs K] = ]
3 15. Was he able to communicate with no [ ) o Jeal gt e 108 Cala gl S Ja 15 3
customer? €Ol
NA [ sy
YES o
4| 16. Was staff courteous / friendly? No [ b} Slohlflagy gl S da 16 [ 4
na [ sy
4. SERVICE dadll 4
Scores Critical Areas - Ll caad Ll
; 2SO e el Cals gl AlE .
17. Did attendant check whether you need YES IX] x w u uf_d P )A] ? 17
3 top up or complete oil change? 0 o el Sl AR it 5 i 3
- Nno [ b ¢ Jalsll
3| 18 Did attendant check with you whether ~ YES X pxt A S 1 Lag lie cals gall (3323 Ja 18 3
only oil'is to be changed or oil with filter? N O N ¢ el g g M of Ly 1 s
19. Did he check using gauge the quantity ~ YES X ani iy 1 (s slse Guliy Cals gl B8 Ja {9
3 required to be topped up and informed i RGITRA WV U P RN | 3
you? no [J Y fally, elaly 5 Ll
DO Syl 3 e AL Cala gl S8
3| 20. Did the attendant check for oil leakages YES el uﬁ L;jut)_: )Blél\. ) }\ij dA 20 3
under your car from filter and drain bolt? ) ] N S e A R e
PGATRAY
3| 21. Did the attendant drain the used oil Yes [X] P el 3N S i Calagall 8 Ja 21 3
completely from your car? No [ ¥ Pl Hlw (e
o | 22. Did he ask whether you want the engine  YES X pd Gl el Jaee gy yi S o @il Ja 22 2
to be flushed and did it if you agreed? Suliad) oo Jla 8 Uiy
NO ¥ o
3| 23. Did the attendant fill the correct grade as  YES @ axd 3l A o/ 5 Adlaly il gall JE Ja 23 3
you requested? No O N flgidh Al daaall
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Scores Critical Areas Al @Ylpalt Lt

5|24 Didherequestyoulosanongroand  ¥ES B e sy a0 f e ik 245
minutes? no O b} fbuai s 4383 5] Jddl) A (8
5| 25 Did the attendant ensure that the carter YES o uﬁf ﬁﬁﬁ’;‘:’ M‘{‘Ji\:h :ﬁfﬁ 25 3
bolt is tightened and there are no leaks? NO D N j : * WQC-E)“
26. Did attendant carry out the following Lilaall Clia sadll o) jals il gall A8 Ja 26
complimentary checks: Al
YES ol
31a. Battery Watertopup no O ] Ay jtaall ele Adl) 31a.
na O sy
YES px
31b. Coolant Water top up no [J Y coolant/sudl eledilal 31D
g na [ sy
YES A -
31c. Auto Transmission Fluid top up NO D N e )L‘A u) m‘“ 3te.
(O saanst 1)
NnA [ abuy
ves [
31d. Brake Fluid top up no [J y Jejllen3dlal 31d.
nva O abuy
YES I
31e. Gear Oil top up no [ ¥ ool Ll 3 sl 3fe.
vA [ abiy
ves A
31f.  Air filter cleaning Nno 1 Y el gl caln 31,
nva [ amiy
ves M
31g. Wiper Water top up Nno O y o Slaliad oL i) 31g.
nva [ sbiy
ves K
31h. Clean engine using air gun NO D Y el (e pladiuly o sl Cadat 31h.
NA [ ssyy
3|27 YVere any of your questions related to :is %] ?: Aalaial) il (e gl e :*T}lé\?“ L—w da 27 3
ube change answered? Sy i Aglany
nva [ sy
3 28. t[?jg (t:r;? gtaff place the mileage sticker in :23 % r"; A&@mﬁaﬁﬁl‘:\;ﬁ 28 3
N EEY €5 jedl
ves B
41 29. Were you offered a receipt voluntarily?  NO O b L i) o dha g e (ya e da 2914
na O amiy
5.  REST ROOMS AND MOSQUE : sl g (plaall sl 55) Aol ) i g 5
Scores Critical Areas Al eVl PR
3 30a. Were they adequately stocked with all YE:S e g pall o uall arans 3 e <ilS da 302 3
necessary supplies such as soap? NO D ¥ SO siall Jia
vA [ gy =
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4 +
Scores Critical Areas Al YLl Jatasl
. YES e e
30b. Were they adequately stocked with all 0 N Qs e el aaes 3 jeaw i€ Ja  30b
necessary supplies such as toilet tissue? NO Soll gl (3599 Jia
na [ gbuy
30c. Were they adequately stocked with all ves [ prd Ay pall e il & 8eaa S Ja 30
necessary supplies such as paper towels? NO D v ) ddliadl Jia
(paper towels are not required where fully Glitae 845 de dy5llae e 48l ailialf)
operational hand dryers exist) nva X RN (Y
; A Jud cas
31a. Were sinks clean? YES pr o "'Y"dzgyrlj ,\S‘JT.J‘BM
require comment when marked ‘No’ no O ¥ T > TR A s
na O ghuy
: ek ULl s
31b. Were mirrors clean? YESW e a ) ,,’y,, Mfyr” 'ISJT' "31b
require comment when marked ‘No’ no [ ¥ Gt T ke
nva [ asuy
: TRak: oN) eSS
31c. Were hand dryers clean? ves [X] px i - "sdffy;';‘_’gyr‘f 'tsd;:‘.31c
3 require comment when marked ‘No’ NO D ¥ Gt o> AR e
na [ gsny
: $aid ) phall CLSL s
31d. Were dispensers clean? ves O , Ji‘.\! el "y':_:{_syﬁ 'LSJTAIIMd
require comment when marked ‘No’ Nno [ ] Tt o> al
NA [ sy
ves 4
31e. Were toilets and urinals clean? no [ N i Jeall L0 @ilS Ja 31e
NA [ by
; Saadh Ll Y1 g
32a. Were doors clean? YESW i = 5l ‘."y" .Ia_f;w - ’lsd‘lslslsza
require comment when marked ‘No’ no [ ¥ (Gt TS e
NA [ gbny
ves M
32b. Were walls clean? Nno [ N fagka Glandl cuilS s 32b
NA [ gy
ves N
32c. Were ceiling clean? Nno O ¥ fahi caalll oS s 32¢
NA [ gbuy
YES g pd
2| 32d. Were vents clean? NO ¥ faalas MLl <l Ja 324
Na [ sy
; fagdal il V) il Ja |
32e. Were floors clean? YES m e o gl ) "Y""L)\AYI&:.;LS&:A\ 32e
require comment when marked ‘No’ no [ N G2t o> ks :
NA [ gbuy
ves [
32f. Were baseboards clean? No [ N Ak sac Wl ¢ 5l /il 151 el Js 32f
Nna [ gayy
ves @
32g. Were grout clean? no [ ¥ faphi 10U S da 32g
nva [ gy
4
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Scores Critical Areas Ll eVl Jalaihy
Yes X]
33a. Were trash containers clean? NO D ¥ ek Aaladll il sla S Ja 33a
9 NA [ abuy 5
vEs K] o
33b. Were trash containers not overflowing? No [ ¥ fiald e Adladll Gl ulS Ja 33b
NA [ asay
ves ] =~ L ]
2 34. Was the restroom smelling clean & no [J N sl ) Adaiay Aiphai plaall Asil ) cuilS Ja 34 2
fresh (without any offensive odor)? $(plaall i Agy S a3
NA [ ey
; Jaxd slaall o Ol aeal wsas culS b
35. Were all the facilities inside the ves [ e el e st 3
restroom in good working condition? o O 3 N et 1A
2 require comment when marked ‘No’ no 0O v sl (o2 MY ALY iKY 2
NA [ asy
(5} Cankai anawall Al 5l e 00S
36. Was the Mosque premises clean? ves [ e (). };d\ i ..:; ai;i;?_%sﬁ 36
2 require comment when marked ‘No’ no [0 v ot et gl s 2
na B gy ’
Comments: rulaadiall [ galadll
FOR OFFICE USE ONLY hadd (igalf pladdiu N
Aaall Tl LAl JeY) sl
o, 2 P e
to ACTUAL SCORE MAXIMUM | Cvaluation: )
Approach and Cleanliness Adllaill 5 ol BYY |1
Greetings and Initial Checks | #ds¥) <ilSudlly cam it |2
é{)apftfearance and Behavior of ik el gl s selsa [3
Service il 4
Cleanliness - Restroom and cilabeal) — illadl |
Mosque 2aaually
TOTAL £ gaaall
5
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SERIAL NO.

5/2|8

NAMEL. S/S--6G58
SWETHAN -~-ALHAYER F2OAD
ADNOC DI&:TRIBUTION
AXN

DESCRIFTION GIY  PRICE TOTAL
Voysgr3ilverill 350 14.00 49.00
TOTAL q3.00
CASH PAYMENT 498,00
You wera sarved by Onarcm-' 1

DATE 30/07/2012 16:- T1 83 01 1662

THANK:S FOR SHOPPING .







