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PROJECT : ELARA (Lube Change - FINAL 2012)

D

+
PROJECT: ELARA - Lube Change

SERIAL NO.

HE

4 | 6

. e
Pan Arab Research Center &

O <iw Emarat [ 10w Eppco / Enoc / &gl Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
Ibo <afa Qoo | Safa |qoo! qufnocj_ﬂg halnd . |
Gender Height Built  PBpectacle§ Beard | Mustache] Ethnic Groups
M| F [TIM]S|T [MIF |Yes]No[Yes[No Yes | No [Indian [Pakistani]Filipino [Expat. Arabs[ Others:
ROOROOROOROROR K O O 0O |
EMIRATE v;:::i:‘n Abu Dhabi Dubai Sharjah Al Ain g’:‘;’"ag Ajman K'::ismp;lh Fujairah
O O O O O O X O O
SITE ID Month Date Amount (Dhs) # of vehicles i of staff Time In Time out
O+ | ] o 13 219 b6 oo o |2 O |l [l | =4y
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 ] X ] w ] visit | [ O O O O O
1. APPROACH AND CLEANLINESS Adadl) g ol 8y 1
Scores Critical Areas bl Sl Jataty
YES i s
1. Was there proper sign to the Lube no [ g ddhia o AYalldaialydadelia gS da 1
changing bay? ey M s
na [ smiy
_ ves X
3 2. \é\::asr:ir;:ﬁ?be changing area clean and NO D Y Sies ik cyjll i dikie i< da 2|3
nva O asuy
ves [1 . .
4|3 Wasthere any oil leaking and falingon X g e de gyl gt gl @llia IS Ja 3 4
to the floor of the lube bay ? Sy 3 yuat Aihaia & )Yl
nva O sy )
vEs ]
21 4. Were the waiting area and table clean?  NO | N fagdss Al guall y Uiyl ddkie S o 4|2
NA [ shiy
W YES axd
2 5 woarii;hge? elevision in the waiting room NO D N ¢ VI e 3 Jans Osdll S Ja 5|2
na O sy
ves K~ . s
6. Was the board displaying complimentary o ] Al lgle el Mdasll cilS s 6
services neat and clean? 0 Casaka) 5 A ye Aplaall caleaadl
va [ sbiy
2. GREETINGS AND INITIAL CHECKS AW clsndall g qua Al 2
Scores Critical Areas Bl 2Ll Jatailt
3 7. Was there any delay in approaching ves [] pa s/l Bl 3 pals gl elia S da 7 3
customers? NO Yy UJL_UH g ol gall
8. Were you greeted in a friendly manner ~ YES MK Gslll) A g sk b cn sl 5 8
(pleasant feeling)? Nno [ ) ¢ (g
S Ja reals gl gl Coim g a8 slay Y 1Y)
51 If no, please describe behavior: Was it © de . \:\;S }j\; j:di TR 5
arrogant, without any expression, normal e R o S 9 2 Q‘“‘“". 3
etc..... ¢
+ 1

Lube change.doc




2 +
Scores Critical Areas LSV IR {JEAY PR PATH]
9. Did he guide your vehicle for positioning YES [X ; Ll Sl I ol s Cads ol A5
3 at the stopper and asked you to switch . = ::; lf’ . Gljex.m ‘_iL . }dl e dA -9 3
the engine off? NO D v _)a'“! Qfd“" (5} ) °Jl‘="““j u"‘:‘?
10. When asked by customer, was the . IS da csandl (e il sl S Laric 1
5 attendant knowledgeable of different YES pu itd(jll & ‘ )“ Q:A_: / ‘j.?" Sy 10 5
grades of oil, filters and their relative NO D N 2= i &(.y, . ?h
benefits? Pleia JS il g8
YES [X] i ..
4| 11. Did he offer the waiting area to you? NO E “: oY) 48 e G ol elle e da 11 (4
12. Did the staff thank you as you were YES B e — s
4 leaving? No [ v £ ool S Lty ol Sy gl Q8 a0 12 (4
3. APPEARANCE AND BEHAVIOR OF STAFF (S slay il gall e 3
Scores Critical Areas LER B (R FOX Lalas
_ YES [X] w
3 13. \;\rqzsu?;?umform of the attendant neat NO D Y 0L ey Gl ealal Gl sl Gl oS b 13 3
NA [ gdyy
YES d .
3| 14. Was the attendant wearing visible No [] ?: e Ay (o 3y 3 g sall Cala gl S Ja 14 3
nametag? $z 5o 51 daul LQ.A;_\
na O swiy gy recl Hae vowme 3 )
YES o ) . —~
15. Was he able to communicate with &e dal sl e 1508 Cala gl IS Ja 15
3 customer? No [] ¥ o . 3
H .uﬁ\)]‘
NA [T sy
vEs B
4| 16. Was staff courteous / friendly? No [ Y flhlhgag calasal S s 16 (4
NA [ amsy
4. SERVICE Ll 4
Scores el Arems T e e B AT
: 23S o) G sl Cals ool A8 X
17. Did attendant check whether you need ~ YES Py o T u)d o }Al ¢ » 17
3 top up or complete oil change? S0 i el ) Bla pliat s 3
pup P ge” No [ ¥ ¢ JalSIL
3| 18. Did attendant check with you whether YES pxd 2R S 1Y Lad elia Cala all 3is3 Ja 18 3
only oil is to be changed or oil with filter? No [ Y € A 5 ey 5 Al dadd 3l s
19. Did he check using gauge the quantity ~ YES pnd phaly Cu 0 (g she s Calasall JG Ja 19
3 required to be topped up and informed g (A o W e I G paill il 3
you? No O y Sellly elali 5 Ll
' a0 Sl o e el i 5l G O
3 20. Did the attendant check for oil leakages YES m i L&jg/fki ):\léll" D}{ijw 20 3
under your car from filter and drain bolt? Nno [J N Iy AR
T )
3| 21. Did the attendant drain the used oil YES E M enall 3 S iy Cala gl old da 21 3
completely from your car? No [ ¥ el Hl (ya
2| 22. Did he ask whether you want the engine  YES [X] s el due e o) il Ja 22 >
to be flushed and did it if you agreed? No [ N Seligd) g Jla b dlly
3| 23. Didthe attendant fill the correct grade as YES axl Sl A g o Ailal Gl gl B8 s 23 3
you requested? Nno [ y el Al daaall
2
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Scores Critical Areas Aol YLl pATH]
3 e or v anc anai - YES Sy el iy o8 o) e ol 24
minutes? vo O 3 fdualy 4ada sadd Jondil) s (A
3 25. bDid t.he_attendant ensure that the carter YES > uﬁﬁﬁdﬁjliﬂ:h ;“;ij.d& 25 3
olt is tightened and there are no leaks? NO D N ecu sl
26. Did attendant carry out the following Lilaal) Clia aill o) jaby calasall 8 o .26
complimentary checks: -l
YES pad
31a. Battery Water top up no O b A el ela Al 31a.
nva O sy y
ves I
31b. Coolant Water top up no [ Y coolant/aull ele Al 31b.
NIA % iy ¥
YES )
31¢. Auto Transmission Fluid top up NO D ?’; R ﬂ_\ w) “L"‘ 31c.
(O sdansil )
nA O by
YEs IXI
31d. Brake Fluid top up no [ ¥ da il cyyilal 31d.
na O adyy
ves X
31e. Gear Oil top up no [ b} oo A ol )y Al 31e.
na [ sy
YEs X
31f.  Alir filter cleaning no [J ¥ el g uln 31F
va O sdiy
ves X
31g. Wiper Water top up no [ N ol Glakiual ol 2L 31g.
va [ sduy
YES pad .
31h. Clean engine using air gun Nno [ Y elsedl et alasiuly A pall Codat 31h.
na O sy
3 27. Were any of your questions related to ;I(E)S % ?’; Aalaiall Sl e ] ‘-;Xr_ 3-.#—73‘1\ k—-w Js 27 3
lube change answered? pIGIT | EEVFL B P
na [ ssuy
3 28. aig :.;r: itaff place the mileage sticker in \;ES % ?: )&uﬁmﬁiw:‘d;ﬁ;\jﬁ 28 3
' nA [ by 95 el
ves A
4| 29. Were you offered a receipt voluntarily? ~ NO O Y 0 i Mt ey e e Ja 29 |4
na [ by
5.  REST ROOMS AND MOSQUE daal) g (alaad) foll 55) Aal ) g 5
Scores Critical Areas Agulual) c¥Laal) Jatail
3 30a. Were they adequately stocked with all ves [ o Ay gl Dl insall aran 3 jee cilS Ja 302 3
necessary supplies such as soap? NO D ¥ S0 gbuall Jia
na [ abuy =
3
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Scores Critical Areas I AN PR AN
YES i
30b. Were they adequately stocked with all no [J ?’;’ A5 pall Sl jlisall azany 3 jeae cuilS Ja 30b
necessary supplies such as toilet tissue? u.dl 938 (3,99 Jia
NA [ sy S
30c. Were they adequately stocked with all ves [ prd Al Gl il &8 e S Ja 30c
necessary supplies such as paper towels? NO D y ) cadliall Jia
(paper towels are not required where fully Glédae g0 vie yllae e 44, ailiall)
operational hand dryers exist) N/A Gy ¥ (Y
- TR ESRERTS
31a. Were sinks clean? YES pr Ll ’,,y,flf'fyru LSJT‘31a
require comment when marked ‘No’ Nno [ ¥ gl sl o2 MY Aa Yl clS 1)
NA [ gy y
: ik Ul s
31b. Were mirrors clean? ves X - g ::]wuf ,&'JT. “31b
require comment when marked ‘No’ no [ ¥ sl o Y ey s 1y
NA [ gauy
. ?" [ I A ‘ - - o
31c. Were hand dryers clean? YES m L . ,T‘EL' "safzy,,uul:’ulﬁsdf |'31C
3 require comment when marked 'No’ no [ v sl o Y Ay il 1y 3
NA [T gasy
R fanhs o sball ClsSle el
31d. Were dispensers clean? ves [d px L et ,,y,:_i;y;-'j 'LSdT" “31d
require comment when marked ‘No’ Nno [ ¥ caasill o> ey’
nA [ gauy
ves K] o
31e. Were toilets and urinals clean? Nno [ ¥ fagda Sl Al cailS o 31e
NA [ iy
32a. Were doors clean? ves ] pu ol ’ '}.;.ﬁ‘ff;ﬁﬁ;l\'sza
require comment when marked ‘No’ no [ ¥ g2 Al e Y eyl s 1y
NA [ ghuy
ves i
32b. Were walls clean? no O v i lamll cilS s 32D
Nna [ g
ves [X] e:-‘-
32c. Were ceiling clean? Nno [ b Sk caildl oIS Ja 32¢
Na [ sy
veEs [X]
2| 32d. Were vents clean? Nno [ M faghs MU il s 329 [ 2
Na [ abuy
32e. Were floors clean? YES . pd o 5l ?mlss"?‘%xzi\;ﬁﬁsdz‘.%e
require comment when marked ‘No’ NO D b & A PRl N
NA [ gbyy
ves ]
32f. Were baseboards clean? D ¥ Sk 3ac Gl c ARSI 5 ik o 32f
A [ gmuy
s X
32g. Were grout clean? o O ¥ fiki LU oS Ja .32
N/A 0O gk N
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Scores Critical Areas At Lol Jalaily
YES pad
33a. Were trash containers clean? no [ ¥ Al dalaall cly s il Ja 33a
NA [ abiy
2 = - 2
YES axi
33b. Were trash containers not overflowing? NO [:I b Phaild e ddadll aiygs cul& Ja 33b
NA [ adiy
YES D e e )
5 34. Was the restroom smelling clean & no [ N (sl ) Aimia g dduas alasdl Al ) cilS b 34 2
fresh (without any offensive odor)? olandl B Ay S Aad
NA [ asuy
X ; Jaad plaall (2 & jeadll gpan <l da .35
35. Were all the facilties inside the YES e e e L
restroom in good working condition? L. s e iy
2 require comment when marked ‘No’ no O v sl o2 YT MY S 1Y 2
NA [ ey
; 2(5) Cakas amawall Aeld gl e (AS
36. Was the Mosque premises clean? YES pr ( )~ ,;l\ ) ,,:;,', :\_‘L‘Q’u_“ﬁ’\sﬁ: .36
2 require comment when marked ‘No’ Nno [ 0 T A fag) s 2
NA [ @iy
Comments: sillaadlall [ gabeilt ‘
FOR OFFICE USE ONLY Ja8d isall ‘a\.\ﬁu\f
Towall AW | Bl o) ) <
9 . ion: W]
Yo ACTUAL SCORE MAXIMUM | FValuation 2
Approach and Cleanliness Akl 5 b Y |
Greetings and Initial Checks AV Sl 5 s i 12
é{)a;?arance and Behavior of il gl A gl g jedaa 3
Service daaall 14
Cleanliness - Restroom and ilalasd) — Akl |
Mosque sl
TOTAL £ yaxall
5 +
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'ﬂAﬁ&oc DISTR' BUTION”Q'
ADNOE D 5/5 797 -

“ZAIMAN- CLUB' AREA .-AJMAN L
................. .

TY** PRICE TOTAL
.-6,00 11.00  66.00

66.00
66.00

73

You were served by Operator 2
DATE 29/07/2012 11:44 T2 §2 02 7937

Thanks for Shopping ......
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