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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center giSY
O <4 ,u Emarat [0 @ Eppco / Enoc | B/ a4 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Oq O Name Number Name Number | Name ~ Number
7 e /
Z Araade [ 3o | Il | 24 oL | Jeb LIS
Gender Height Built _ [Spectacle] Beard | Mustache] Ethnic Groups
TIM[S | T [MF [Yes[No|Yes[No}VYes] No Jindian [Pakistani|Filipino [Expat. Arabs] Others:
DEDDDKID.DEIEIDEIDD O C
West: . " . . U Al . Ras Al -
EMIRATE Ri;iir: Abu Dhabi Dubai Sharjah Al Ain QTvTain Ajman Kh:?mah Fujairah
O < O O O i O O a
SITE ID Month Date Amount {Dhs) # of vehicles # of staff Time In Time out
7 —TCA ” N
Ol F T Ll o ofd | &\ | ola | oy [W3kliso
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

VISITDDDDV'SITEDDDDDD

1. APPROACH AND CLEANLINESS A3Ual) g i By 1
Scores Critical Areas Agulaall Ll Laaiy
vEs R o~ A .
1. Was there proper sign to the Lube no [ q dihie e AYalldaslgdaddia K da 1
changing bay? PAITI VT ie
na O sy
. ves i
3 2. \é\ﬁ;:ntigzcli%be changing area clean and NO D SRS ey Ak oy e ikl S da 2 |3
na 0 ssuy
ves [ : , .
4 3. Was there any oil leaking and failing on Nno R ?: e de gyl ud gl dis S ds 3 4
to the floor of the lube bay ? S W s dilaia 8 a L Y)
va O sy )
ves R~
2| 4. Were the waiting area and table clean? NO O ) faiday ad Mall 5 eyl ddlaie S Ja 4] 2
na [ sbiy
5. Was the tel YES e
. f ision in th iti cagl i s n .
) woariihge’? elevision in the waiting room no [ Yy SEEYIE L den sl JS s 5 (2
va [ sy
vEs K =~ L .
6. Was the board displaying complimentary ] g Al lgle elat Aagl oS ds 6
services neat and clean? $aaa1 9 45 ye dgilaall Coleadl)
na [ sy
2. GREETINGS AND INITIAL CHECKS Al Sl g cua il 2
Scores Critical Areas Aol Sl Jataily
3|7 Was there any delay in approaching ves [] px PR D RPN P E L TS " 4 3
customers? NOo [X Y oLl e Cal sall
8. Were you greeted in a friendly manner ~ YES px ARy R PP T VRE FRUITENGS T R
(pleasant feeling)? NO D N ¢ (z e
S sals gall & gl Coin g 28 lay oY 12}
5| If no, please describe behavior: Was it ‘f :LJ: \j;l . }:\; jij:’ N J,‘ 15
arrogant, without any expression, normal o e PSP umu. 7]
etc..... ?---C'“
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Scores Critical Areas Ayt o) Jatdstt
9. Did he guide your vehicle for positioning  ygsg m A il S Sl Gl E dy
3 at the stopper and asked you to switch ny o . 2 . o 3
the engine offl) No D N .dﬂ'@hul‘ﬂm;&ﬂn; o_)\.__\u.“ uLa;s:y
10. When asked by customer, was the > . S da caandl (e calh gl Jpae Lovic
5 attendant knowledgeable of different YES X v m‘ - ‘ JSI C_‘L:}: / ‘}.T‘ .]f“ 10
grades of oil, filters and their relative no [ q S e e ? ple °
benefits? fleta JS il 8
YES i .t .
4| 11. Did he offer the waiting area to you? NO g ‘: STV A e b Ty elle e Ja 11 4
12. Did the staff thank you as yo e YES [X] ‘ e et . .
4 leaving?s ank you as you wer xo O] ‘“’; €35 S L ol S Caligall 6 b 12 4
3. APPEARANCE AND BEHAVIOR OF STAFF radS sty Cuiligall Leha 3
Scores Critical Areas At ¥l AT
13. Was th f f the attend YES E ™
. e uni t t t . . .1
3 an?jstidy?um orm of the attendant nea no [ ¥ e Gl el Gl el G 4S n 133
NA [ sy
YES o
3| 14. Was the attendant wearing visible No [ y NIy (535 53 3 g2 sall il S Ja 14 3
nametag? //{, 7 32 2 Al Ll
va O ssuy (A /A AN Y. ooned
YES ~o . .
3| 15 Was he able to communicate with no [ q o deal gl e 1508 Gl gl IS Js 15 3
customer? s
NA [ sy
YES [X] pxd
41 16. Was staff courteous / friendly? No [ Y Slahal/la 5 Cala gall S o 16 |4
B NA [ sy
4. SERVICE (Al 4
Scores Critical Areas B Ll ayed L]
: 23S O o yaad il abh ol UG
17. Did attendant check whether you need ~ YES kd i w < u)’u] _— ué}d, i A7
3 top up or complete oil change? S ol pl Sl ALy liag s Ll 3
: No [ y ¢ Jalsll
3| 18. Did attendant check with you whether ~ YES Xl pxd L S 1Y) Lag dlie Calasall 33a3 s 18 3
only oil is to be changed or oil with filter? N O ¥ € Al g g M of dad 3 s
19. Did he check using gauge the quantity ~ YES ant Il S (5 e il Calasall B s 19
3 required to be topped up and informed o Ayl RS N Gl uliall 3
you? Nno [0y Sllly Slali 5 Ll
- RPN UETCTISTINT:
3 20. Did the attendant check for oil leakages YES IX e uj: 7?6: ):\m" u‘f):ij d’t 20 3
under your car from fitter and drain bolt? no [ y S e R PR s
Sy 5l
3| 21. Did the attendant drain the used oil Yes [X] P sl 3l JS G i il sall W Ja 21 3
completely from your car? No [ ¥ 0l Hluw (pa
o | 22. Did he ask whether you want the engine  YES M Ay el dae S o) @il Ja 22 5
to be flushed and did it if you agreed? Nno [ y fulidl o Jla 4 lly
| 23. Did the attendant fill the correct grade as YES axi Sl A yofp 5 ddlaly Cab gl W8 Ja 23 3
you requested? No O y il Al dsaall
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Scores Critical Areas IO U PN | PAH]
5| 24 Ddhereauestyoutosatongineand  yes B et 4s 5l iy o of el b 24 1
minutes? no O 3 Sbualy 482 sad Jauldl) Al (B
3 25. Eid t_he'attendant ensure that the carter YES o uﬁﬁgﬁﬁjli;%ﬁ:ﬁ 25 3
olt is tightened and there are no leaks? NO D _ y ecu sl
26. Did attendant carry out the following Al Gl saill of jals cabasall B Ja 26
complimentary checks: a gl
YES o2l
31a. Battery Water top up NO D b g el el ddl) 31a.
na [ sy
YES o
31b. Coolant Water top up NQ D ¥ coolant/s_jall ele 2L 31b.
na O sdbiy
ves -~ N
31c. Auto Transmission Fluidtopup  NO D b G A2l B )\P uJ M\m’ 31c.
(0ot )
wa [ sy
ves
31d. Brake Fluid top up no [ ¥ dedll ey dila) 31d.
wa [ asy
YES pl
31e. Gear Oil top up no [ Y oA pleydikal 3e.
na [ sy
YES o
31f.  Air filter cleaning no [ ¥ ol plcaln  3F,
nva O abuy
YES ax
31g. Wiper Water top up NO D N o i Slalal cle A3l 31q.
va O sy
YES (X axi
31h. Clean engine using air gun no O Y el Gede pladiuly O jaall Caidai 31h.
nA [ smiy
. ves Al Co s .y
3| 27. Were any of your questions related to vo [ q Aleiall ilidd e gl e ‘\TA\-?Y‘ . ds 27 3
lube change answered? S W uad Aplany
nva [ sk
3|26 Didthe staffplace the mileage stcker i :KE)S ?: m@mﬁzijﬁfjﬁﬁ 28 3
' nA O sy €5 o
YES axi
4| 29. Were you offered a receipt voluntariy? nNo [ ¥ LAl il Jag e Gaye b 29 14
na O sy
5.  REST ROOMS AND MOSQUE sanall g (alaal full g5) Aal M g .5
Scores Critical Areas Taalul oYl Jataih
3 ves o 3

30a. Were they adequately stocked with all 45 paal) e Slinaall maans 5 e S Ja 303
: no O ¥ o \
necessary supplies such as soap? ° bl Jia
Nna [ iy
3
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Scores Critical Areas Al YL Latai
YES i
30b. Were they adequately stocked with all 0 é’; s mall e jliuall pans 5 jease S Ja 30b
necessary supplies such as toilet tissue? NO Sl il (g 199 Jia
VA O gy
30c. Were they adequately stocked with all ves axi Losomall Gl Jlivall prans 3 5¢ae kS s 30C
necessary supplies such as paper towels? no OO v 04 ) ol Ciilial) i
(paper towels are not required where fully Cliaae A5 die 45lha e 458, audliall)
operational hand dryers exist) N/A by ¥ (A3
- Tk o o
31a. Were sinks clean? YES e ol ”,,y:'[f“tdyrft,s&d?."ma
require comment when marked ‘No’ no [ ¥ sl om o MY el S 1y
NA [ gy
- CTRAYE —
31b. Were mirrors clean? YES & px ol k:i: ‘f\;r‘f&t;l? {31 b
require comment when marked ‘No’ no [ Y el o "V ALY a1y
NA [ gy
N ?u . 1. . A ‘ -r -
31c. Were hand dryers clean? YES % e ol quy,,&fu:;'ufidr "31C
3 require comment when marked ‘No’ NO b sl 2 Y A S 1y
na [ ssuy
; Ak ) lall CLSL cas
31d. Were dispensers clean? YES m o . j’ o "y:-i Lamu 'lsdT' "31d
require comment when marked ‘No’ Nno [ b e em o Y Ay cals 1y
NA [ sy
YES pos
31e. Were toilets and urinals clean? NO D ¥ ek Jodll L culS a 31e
na O gy
; e RN ITIENTS
32a. Were doors clean? YES [XI e Sl m.%;,.u ff\jﬁ ‘LSJT' ,'323
require comment when marked ‘No’ NO D b} cra sl o Gl s )
nva [ gy
ves K
32b. Were walls clean? no [ Y YAk sl il s 32p
Nna [ gy
ves Kl
32¢. Were ceiling clean? no [ ¥ feadas il (S s 32¢
NA O gy
ves X =
2| 32d. Were vents clean? no y “Aadas Ml il s 329
Na [ ssuy
; faapkal cilaea Y1 i€
32e. Were floors clean? ves ] e ol g M)}y‘uf ,L;T,"Bze
require comment when marked ‘No' no [ ¥ ca sl o AR
nva [ gy
ves K]
32f. Were baseboards clean? Nno [ Y ik saeldl) o ) flailad) )5 el o 32F
NA [ sy
ves 1
32g. Were grout clean? Nno [ ¥ feada LI QIS Ua 329
NA [ sy
4
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Scores Critical Areas Aaubl) a¥laall Lot
ves A
33a. Were trash containers clean? NO D ¥ fadalas doladl) iy sl S Ja 33a
) NA [ asuy )
YES i
33b. Were trash containers not overflowing? NO O ¥ fhals e Aol @l s cilS da 33b
NA [ gy
YES s )
2 34. Was the restroom smelling clean & NO D ¥ @ ) Adiniag gk slaall s S Ja .34 2
fresh (without any offensive odor)? alasdl B Agy S Aa))
NA [ gy
e ; Jaxd alaall L8 il et azen cuilS Ja
35. Were all the facilities inside the YES i 2 tm‘,: J 35
restroom in good working condition? L. s S
2 require comment when marked ‘No’ no [ 3 gl o2 Y ALY s ) 2
NA [ ey
Y ; £(5) ity asnddl delE i e S
36. Was the Mosque premises clean? YES e ( ), ,;J\ i ,,:; LL‘;}TA'L‘)\ST? 36
2 require comment when marked ‘No' ~ NO [ ¥ (Gl AR s 2
NA [ sy
Comments: relBaadtalf / gakadl
FOR OFFICE USE ONLY Jagd (iSal) aladdud
Dgaal) L&l BE o) sl <
9, g : . -
% ACTUAL SCORE MAXIMuM | EValuation: sl
Approach and Cleanliness astlaall gl Y 1
Greetings and initial Checks | Als¥) iSpudll 5 e 51 12
Appearance and Behavior of T I AT
Staff Gl sy e |3
Service el 4
Cleanliness - Restroom and Gilalasdl —~ A8l 5
Mosque el
TOTAL £ sanxall
5 +
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AL ITTIHAD S/S786
AL MUROOR_ROAD
ADNOC DISTRIBUTION
ABU DHABI

DESCRIPTION QTY  PRICE TOTAL
Corolla/Camry 1,00 25.00 25.00
VoyagrSitverll 4,00 14.00 56.00
TOTAL 81.00
CASH PAYMENT 31.00

You were served by Operator 1
DATE 08/09/2012 11:530 T1 52 01 2159

THANKS FOR SHOPPING.







