<)

+ 1 +
PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center g8t

Débhl Emarat [ O aps Eppco / Enoc / &yl Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number

129 So(a ool ISafa oo\ | Abvawe dole ] | |

Gender Height Built Epectacle: Beard Mustachel Ethnic Groups
M [S|T [MF |Yes[No Yes | No | Yes | No |Indian Pakistani[Filipino [Expat. Arabs| Others:

M F IT
DE]L_.II'_'ID ROROR O O K O O

EMIRATE V;:;:f”: AbuDhabi | Dubai | Sharjah Al Ain ‘é’:v';’aﬁ" Ajman Kﬁz‘?m:l'h Fujairah
O O O O d O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
o3 lgly | © b v |4 63 |co o\ ol |jaize |19
TIME OF Fﬁfo- 10:01- | 13:01- | 17:01- | 20:01- DAY OF Saturday | Sunday I Monday | Tuesday |Wednesday I Thursday I Friday
VISIT 1 Ef.lo 1 EO 150 2%0 230 VISIT D D D D D D

1. APPROACH AND CLEANLINESS A3 g il By 1
Scores Critical Areas Al claall Jalaih
ves X L ot
1. Was there proper sign to the Lube IR sle Wdlldamijdaddia s s 1
. no O y o
changing bay? Scw il s
na [ suy
.  YES o
3 2. x\:g:r:ir;;ljlf?be changing area clean and NO D Y A ey Al iy 3l s Adlaie clS J 2103
na [ sesy
YES o . . -
4l Was there any oil leaking and fallingon O] g ac gl o ol i S a3 4
to the floor of the lube bay ? Syl s Aikale 8 Y
na O s 3NCep) Plinde b ooy apes OGS
vyEs 1 -0
21 4. Were the waiting area and table clean?  NQ [:] ¥ Caalas Al Uall g i) dadaie cilS Ja 412
na [ sy
5. Was the television in th iti YES. =
2% wo?iin;? elevision in the waiting room NO D N ¢ syl 4 2 i Jens sl S Ja 512
A [ sy
ves (] - g
6. Was the board displaying complimentary o ] q il e el A Ml cilS da 6
services neat and clean? aada) g 40 e dplaall Claasdl
na [ sy :
2.  GREETINGS AND INITIAL CHECKS A s clSpdall g cua il 2
Scores Critical Areas Al cftaall Laail
3|7 Wasthereany delay in approaching ves ] p i/l gl &l gl llia S e 7 3
customers? no R ) LN s Cala gall
8. Were you greeted in a friendly manner ~ YES K - Gsluly) A5 A8 sl b am sl s 8
(pleasant feeling)? Nno [ ¥ ¢ (z e
S Ja ik gall o gha i g o8 Bl Y 13
51 If no, please describe behavior: Was it © e . \_jl . Jj\; . ji_‘i c.' ),‘ > 5
arrogant, without any expression, normal ‘& s o DI e sl
etc..... f..8
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Scores Critical Areas Aealaallt Lol Llail
9. Did he guide your vehicle for positioning  ygs [ ; Gl S sl A1 5
at the stopper and asked you to switch . ™ :: lﬁ) o . ‘;i ‘::L”‘Lg ‘—,QL}AH "L.g dﬁ 9 3
the engine off? NO D ¥ el il ey 5 bl <slay
10. When asked by customer, was the . S A cJaandl e Calh gall J e Lonic
attendant knowledgeabile of different YES e :I‘ij:]l & ‘ )” al:‘: / ‘J.‘IJ dsy e 10 5
grades of oil, filters and their relative no [J y S = i tf . An
benefits? fleie JS il 4a
YES i . .
11. Did he offer the waiting area to you? \o g ": Y L e b Ry elle Lo e Ja 11 |4
12. Did the staff thank you as you were YES (X B e e S .
leaving? NO D q .JJLuguSLuﬂuﬂ)SuguLﬂl‘abdh 12 14
APPEARANCE AND BEHAVIOR OF STAFF (S sty Cpiligall jelia 3
Scores Critical Areas Al CNLa Jaldih
. YES o
13. ;/\r/lzstit:;?umform of the attendant neat NO D Y 0y Gl el s sl G S s 13 (3
nA O sy
ves [1 .. .
14. Was the attendant wearing visible NO q et Ay (51 5y 353 pall il sl S Ja 14 3
nametag? = ) ?prﬁq_}lr_
N/A g 35 Ne wawe \dse . 12
YES i PN
15. Was he able to communicate with 0 q & deal il e T ol ol S da 15 3
customer? NO ol
(5]
nvA [ sy
YES ot
16. Was staff courteous / friendly? No [ ¥ ekl g0y Cabagall GIS Ja 16 [ 4
NnA [ sauy
SERVICE il 4
Scores Critical Areas T ey i)
: SHS O Gaed aailly (aly b a8 Ja 17
17. Did attendant check whether you need YES P ;j ):i_‘:)j)“ FEIRY; C:‘: ;s:\_u]\ 1 3
top up or complete oil change? NO I:] y i ’ : ?d;.llﬂp
18. Did attendant check with you whether ~ YES ard 2 A S 1 Lad e il ol Giad Ja 18 3
only oil is to be changed or oil with filter? No [ ¥ € alall g g 3l ol a3y
19. Did he check using gauge the quantity ~ YES pd Rl a3 5 gsa iy b gl B Ja 19
required to be topped up and informed S| NGITR - WU P oelaaall 3
you? No [ Sl dlali 5 gl
§ 0l Qe e 3530 Gl pall JB Ja D
20. Did the attendant check for oil leakages YES E O ujg_/’ft: lal z}lidi s 0 3
under your car from filter and drain bolt? O ST AR Oa 2 fu
PRNEE)
21. Did the attendant drain the used oil YES P danieadl cy 3l S & i Cals gl pléda 21 ;’
completely from your car? NO D N el e o
22. Did he ask whether you want the engine YES [x] Pl e die ay peas o @il Ja 22 2
to be flushed and did it if you agreed? NO [:I ¥ Pelisd) go Ja PLRTIAY
23. Didthe attendant fill the correct grade as YES D a0 i g 5 Adlaly Cals gl W5 Ja 23 3
you requested? no O N Nehalls Al dajanall
2
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Scores Critical Areas Agubu) a¥laall Latash
g 2 e e o ncapa  YES A4S a5 of e b Jr 241
minutes? no O 3 Sy Ao sad Jaddl) Al
3| 25 D the attendant ensure that the carter YES o u*:j ‘:ﬁd’j J’Lm:h ‘:‘:f:_i 25 3
olt is tightened and there are no leaks? NO D y ecu 3l
26. Did attendant carry out the following Lilsall la sadll ol jaly calagall S8 Ja 26

complimentary checks: -aglual
YES o
31a. Battery Water top up NO D N el ela il 31a.
na O sy
YES pxl
31b. Coolant Water top up NO O b coolant/2_uall sle A3l 31b.
na [ ahiy
ves @ =~ i
31c. Auto Transmission Fluid top up NO D b} R "LP w’ QL“ 31c.
(0 sanail i)
na O abiy
ves XI
31d. Brake Fluid top up no [ ¥ Jajileyyiilal 31d.
na [ adny
ves I
31e. Gear Oil top up no [ y G A el il 3Te.
nvA [ iy
YEs IXI
31f. Air filter cleaning no [ ¥ Aol gl ks 31f.
nAa [ by
ves I
31g. Wiper Water top up no [ Y o 3l calinal ole iz 31g.
nva [ gy
ves [ -~
31h. Clean engine using air gun NO O Y el edna pladiuly A padl ok 31h.
na [ sy
3|27 Were any of your questions related to ;zs ?‘; Aalaiall Shilid g gl éf— :*T.!L.:}” &—w da 27 3
lube change answered? Sl Hud Aleny
na [ sy
3 28. Itjhlg (t:r;? ’s)taff place the mileage sticker in :ZS ": M;mc\‘:i:};ﬁ;ﬁ .28 3
' wa O sbyy % jld)
YES e
4| 29. Were you offered a receipt voluntarily? ~ NO O y ks oDind Jeag e (e Ja .20 (4
NA [ byy
5.  REST ROOMS AND MOSQUE el g (alasd [l 57) sl i g .5
Scores Critical Areas Al claal) Jalail
3 30a. Were they adequately stocked with all YES - Ay g_pealt Sl Sl aaza 8 3¢ 2ilS Jo 302 3
necessary supplies such as soap? NO D v Shguall Jia
na [ gy =
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Scores Critical Areas LI IO AN PR Jatash]
ves [XI .
30b. Were they adequately stocked with all no [ ?’: sl il 3lall aiaas 5 jeaa culS Ja 30b
necessary supplies such as toilet tissue? Sullsill 399 Jie
Na [ asuy
30c. Were they adequately stocked with all ves [ ad 4wl Cle bl & B eae ilS Ja.30c
necessary supplies such as paper towels? No R v 48 o) adliall Jie
(paper towels are not required where fuily - Glidae 855 die 45 the e 48 ) diliadly LT
operational hand dryers exist) NA A iy y "‘:_: s s ' EY A L
i YES i © el el s e
31a. Were sinks clean? o o i TR
require comment when marked ‘No’ Nno [ b G T s
NA [ Gy
s Saaydai Ul yall cuilS
31b. Were mirrors clean? ves [X] X i 4?,";',' M):yrﬁ udT_|.31b
require comment when marked ‘No’ no [ ¥ G SRS e
NA [ gy
H Sasuln; : | Oladae CailS
31c. Were hand dryers clean? YES p a3 . ‘é-\'ﬁzj'fa_,t;y‘u: .\Sd;\h‘.31c
3 require comment when marked ‘No’ no O ¥ st e SRR Y 3
NA [ asuy
3 faadai o abiall ikl culS
31d. Were dispensers clean? YES e . ;31! o "y"ui_.[;\jrlj .\SJTA"SM
require comment when marked ‘No’ no [J b St el A
nA [ gy
vEs
31e. Were toilets and urinals clean? Nno [ v fAadas Jall LS4 culs U 316
NA [ by
; faidas O oY1 il
32a. Were doors clean? YES o o il ’,,y,,k'_:\';y‘ 3 'lsdel.:sza
require comment when marked ‘No' Nno [ b (G LS Al =
na [ gauy
YES i
32b. Were walls clean? no Oy f44a (laial) cuilS a 32b
NA [ sy
YES psd
32c. Were ceiling clean? No [ N fiudai Gl IS Ja 32¢
NA [ Gkyy
YES pd _
2| 32d. Were vents clean? no [ Y faglas Ml cul s 32d | 2
NA [ sy
; $Riadas il )Y il Ja
32e. Were floors clean? ves [ e ol - ,,?.,‘ I«_‘iyr'_ﬁtsd?‘;l 32e
require comment when marked ‘No' Nno [ Y G e T .
Nna [ gsuy
ves ]
32f. Were baseboards clean? No [ ¥ ki s @l £ o hailadl 150 cuilS Ja 32f
NA [ sy
YES X1
32g. Were grout clean? NO EI ¥ Sanlas LGN o\ Ja .32g
NvA [T gy N
4
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Scores Critical Areas Tt e laall ol
YES pad
33a. Were trash containers clean? NO D b failay Lakadll ciygla cilS Ja 333
) NA [ iy
YES axd
33b. Were trash containers not overflowing? NO O ¥ fhails pe dalall el s cilS da 33b
NA [ asy
YEs B o )
2 34. Was the restroom smelling clean & no [ N ) ) Liaiey dighai plesdl Aail ) <ilS s .34 )
fresh (without any offensive odor)? plandl A Ay S As,
NA [ iy
. U slaall b il pgaidl ases i€ Ja .35
35. Were all the facilities inside the YES [X] LES'S C““Q: e,
restroom in good working condition? L. s e i
2 require comment when marked ‘No’ no OO ¥ sl 2 MY e Y s ) 2
NA [ iy
; $(5) i dmanall A2 ) e IS
36. Was the Mosque premises clean? ves B = (b), }:A\ ) ..:; &L‘iﬁuﬁ&ﬁ 36
2 require comment when marked ‘No' ~ NO O v ol U S Al S 2
NA [ gy
Comments: CUBaaslalf /[ gabaidt
FOR OFFICE USE ONLY Jald gl e\.ii:u\l
D) B | Bl oY1 sl -
y : luation: » aail
o ACTUAL SCORE mAXIMUM | valuation P
Approach and Cleanliness Adtdaill 5 ) Y1 |
Greetings and Initial Checks | ¥ <lSpiall s cum il |2
/S\%pftf-:‘arance and Behavior of il gl sl selae |3
Service Zaadll 14
Cleanliness - Restroom and laleall — 23kl |
Mosque Aaoall
TOTAL £ ganall
5
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T SERIAL NO.

113

~>}1I\VV!\P1£-F(f1 <1y 5

Sr8 7549

MAFRACG - DUBAT ROAD
ADNOC DI s STRIBUTTON

- ABU DHABT

CESCRIPTION QrY  PRICE TO1AL
Vovagertronz4p 1,00 50.00 50.00
Vovagerfrronzil 1,06 13.00 13.00
TOTAL 63.00
CASH PAYMENT 65.00

You were served by Operator 1 '
DATE 14/06/2012 19.51 T Syor 41

THANKS FOR 'sSHoOPPING







