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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center gl
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SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number | Name Number | Name Number
21 R, 504 Bese. | 2 d kauzdy 71 3 A2
Gender Height Built  [Spectacles Beard | Mustache] Ethnic Groups
M ] F JTIM ]S |T [MJF |Yes]| No|Yes]| No | Yes| No [indian [Pakistani[Filipino [Expat. Arabs[ Others:
HOOOROROOROOXK O O & O O
Western N . . " Umm Al . Ras Al -
EMIRATE Region Abu Dhabi Dubai Sharjah Al Ain Quwain Ajman Khaimah Fujairah
O > O O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
) | - ~
o &I Ol5 214 A 51 olR 1ol \ 19904
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'S'TEIEIEIDDD

1. APPROACH AND CLEANLINESS ;33\2\3\3 h.a\‘)ﬁ\‘!‘ A1
Scores Critical Areas . Al c¥Lpall Ja\ash
ves K .
1. Was there proper sign to the Lube 0] P: Abia e AYall Anial g 4a gl ia oS d* N
changing bay? NO S 3l s
nva O gy
2. W | i VESEd g , ]
3|2 org:r:iI;Zdl’J?be changing area clean and NO D Y % jepdili eyl peidihicaS s 2 |3
na O aiy
vEs [1 . )
4|3 Was there any oil leaking and falling on ™ sleaedgy o gldia gl€ds 3
to the floor of the lube bay ? NO ¥ Sy 3l s Adhaia 8 .Y 4
va [ sy ]
ves X4 axi
2| 4. Were the waiting area and table clean? NO [] b fadyday A gUall 5 eyl dahie cilS Ja 4 (2
Nna [ aiy
ves DA o
5. Was the television in the waiting room syl 4a e e
2 working? 9 no [ ¥ YA e S Jeny el S da 5|2
na [ sdny
ves Bl w - .
6. Was the board displaying complimentary 0 Al lgle jelas i dalll il s 6
services neat and clean? NO Y Sadulay g 4 e duilaall culenall
nA [ aduy
2.  GREETINGS AND INITIAL CHECKS ;&dﬂ\ il g a2
Scores Critical Areas Aulul) ¥l PATH|]
3|7 Was there any delay in approaching ves [] pxd Pl 581 &l gl Gl S da 7 3
customers? No KX Y ol g Cala gl
8. Were you greeted in a friendly manner ~ YES DJ cbil) Lasda e cam il 25 Ja 8
o ’
(pleasant feeling)? Nno [ Y  (gose
.IS . .1 . .z .
51 If no, please describe behavior; Was it u LLJ: u}:;né)h y & ;b). R 5
arrogant, without any expression, normal e coplaill a da g pally sl
etc..... eLE
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Scores Critical Areas Laulalt c¥Laall BAH]
9. Did he guide your vehicle for positioning vy : Ll - N .1 <
3 at the stopper and asked you to switch ES E el UL?A,’ oll L g » d“ -9 3
the engine off? Nno (O Sl pmall ikl (o ettia clla 5 jandlt iy
10. Z\t/tzez asked by customer, was the YES " e S Ua cJaanll O il sl Jgu Ladie 10
5 ndant knowledgeable of different Gl il 5 gy 3l il 0 fo ) gif ol
grades of oil, filters and their relative No [J SR S A Rl 2 ple 5
benefits? K Fleie JS il 4d 4
. - YES :
4| 11. Did he offer the waiting area to you? NO g “: ¢ eyl 48 & oY e e da 11 [4
12. Did the staff thank you as you were ves B pd et . .
4 leaving? W S S L o S G B 0 12 (4
3. APPEARANCE AND BEHAVIOR OF STAFF 1agSsbug cpiligall gk .3
Scores Critical Areas Akl ot PR
13. Wasth if f the attendant t YES E =
. Was the uniform of the attendan . e o
31 andtidy? TR NO O v ey Gl enladl Gl G S ds 13 |3
NnvA [ sdny
ves K] : .
14. Was the attendant wearing visible P"' g A8y (531 y 3 gagall il gl IS Ja 14
3 No [ ¥ _ 3
nametag? Tz 30 50 danl Lo
N/A E Gebiy ¥ Kouzd S\
ves B =
15. Was he able to communicate with o deal gilt e 108 Cala gl (S Ja 15
3 no [ ] o 3
customer? SOl
na [ sy
vEs i
4| 16. Was staff courteous / friendly? No [ Y $akal/fagn g cabagall S o 16 |4
na O ssiy
4. SERVICE danill 4
Scores Critical Areas Tl e " LAl
; 2ulS Of e Beadll Calagall Q@ a7
17. Did attendant check whether you need ~ YES B e TR )’-J ix s }d ¢
3 top up or complete oil change? S0 ol ol M) Blay glind & 3
p up p ge? no [ Sl
3| 18. Did attendant check with you whether  YES %] px 4 ) e e cabasall B3 s 18 3
only oil is to be changed or oil with filter? N [] y € a5 g 3 o) Jah oy Iy
19. Did he check using gauge the quantity ~ YES [X] o Il Gl (g gina (ulily il sall B3 s 19
3 required to be topped up and informed g Ayl s ) u),..\n oeliall 3
you? no [ ¥ el il 5 Lol
O ol el e Giaill calagall A6 a 20
3 20. Did the attendant check for oil leakages YES & et i):ﬁt:} S e aj{iﬁ it 3
under your car from filter and drain bolt? NO D y | e i
4| 21 Did the attendant drain the used il YES B el Sl S g i iyl B s 21 |
completely from your car? no O y NEI R RIS
o | 22. Did he ask whether you want the engine ~ YES X A sl dae xS o il da 22 2
to be flushed and did it if you agreed? no O v fliid go Jla (8 iy
3| 23. Did the attendant fill the correct grade as  YES X Ju il s ofp i Adlaly Calh sall BB o 23 3
you requested? Nno [ y fgidls Al daganall
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Scores Critical Areas LW, [JU PO Jalaitt
| 24 BT stnio St Yes B o il 24
minutes? NO D ¥ ?QJ.LAJJ 49190 32 de:.u.:.“ FLEN &
> , ol A8 e /A gabia ) (e s salt S5 Ja 25
3 25, Dkljtt_het.a;t:andadnt egstﬁre that the (I:artker'> YES K el s it (o a5 L T Ao 3
bolt is tightened and there are no leaks? NO D y tcu sl
26. Did attendant carry out the following Ailadl Glia sl ol jals il sall B8 Ja 26
complimentary checks: sa il
ves B
31a. Battery Water top up no O b} A )tadl cle dila) 31a.
NA [ sy
YES b4 A
31b. Coolant Water top up no O N coolant/s sl e iibal  31b,
nvA [ sy
ves B
PASjall JIG jlea < ) ddlal
31c. Auto Transmission Fluid top up NO |:| b S JL"]‘ ,’J:ﬁ,“ 3c.
(01 shaansil i)
nva [ sy
ves I =
31d. Brake Fluid top up no [ ¥ deill ey dial 31d.
NA [ iy
ves i
31e. Gear Oil top up no O b wos A /ol cy j A8l 31e.
na [ sy
YES X o
31f. Air filter cleaning no [ y cad glcakn 31f.
nva [ sy
ves I  a
31g. Wiper Water top up no [ y o 3H Cialiual oL L) 31g.
na [ sy
ves X
31h. Clean engine using air gun NO D Y elsedl peden aladiuly el Calan 31h.
nA [ sy
ves K R .
3| 27. Were any of your questions related to B (: Adlaid) il (e ) e AlaYl Gl da 27 3
lube change answered? NO T Mt Al
nva [ sy
. ) . . YESM axd 26 e Grale pa g alagall B Ja 28
3 28. Phlg él';? gtaff place the mileage sticker in NO D N o L 1 ALl /e LS 3
nva O by 5 bl
ves A
4| 29. Were you offered a receipt voluntariy? No [ P! 0 kia) 2Dl Juay e (i je Ja 29 (4
NAa [ by
5.  REST ROOMS AND MOSQUE aasall g (alaadl [l 53) A1) G 5
Scores Critical Areas At Yol Jatai
3 ' ves X 3
30a. Were they adequately stocked with all ES O &= Ay pdall e iwall prens 3 je2e il o 302
necessary supplies such as soap? NO ¥ fogball B
va O sy
3
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Scores Critical Areas Ll el La]
ves A
30b. Were they adequately stocked with all | f‘;‘ Ay eall il sl wuans 3 jeae <ailS Ja .30b
necessary supplies such as toilet tissue? NO Cull il (5,99 Jie
NA O sy
30c. Were they adequately stocked with all YES pxd iy gl Gla il g B ge S 8. 30c
necessary supplies such as paper towels? NO D ¥ ¢4 8 398 cidliall Jie
(paper towels are not required where fully Clidae A4 aie dslhe pe 48, adliall)
operational hand dryers exist) N/A D Jp R (Y1
; il Jubdl cals
31a. Were sinks clean? YES - 0 '"y-tmrf 'tsdth\.s’]a
require comment when marked ‘No’ Nno [ ¥ T > ¥ Qs )
na [ gbuy
s Sagudas Ul el el
31b. Were mirrors clean? ves gl g i_,fyﬁ ’LSLlTA\sm
require comment when marked ‘No’ NO D b Gt o> Ay} SO )
nva OO gayy
s faada ooyl Cildiae cailS
31c. Were hand dryers clean? YES o 2 gl . ééf,y,fbgy‘ztsdﬁ"mc
3 require comment when marked ‘No’ no O ¥ Gt o> il : 3
NnAa O gy
3 Ak ) spliall cilisle cuilsS
31d. Were dispensers clean? ves & g . ,31\ oF ..\Jlfhi_ﬂiﬂib{sw
require comment when marked ‘No’ Nno [ b Tt > 2 st !
NAa [ gy
ves K
31e. Were toilets and urinals clean? Nno O N S Jeall 4Kl S Ja 31e
Nna [ gy
; faslas ot oY) CulS Ja |
32a. Were doors clean? ves Kl px o sl “,,\!,,L‘J L}\;Yi qﬁ\SJTM 32a
require comment when marked ‘No’ no [ ¥ G= e PR :
nva [ sy
ves M
32b. Were walls clean? no [ ¥ $iak Uamll ¢S s 32b
nva O sy
ves K
32c. Were ceiling clean? Nno [ ¥ fada carddl S Ja 32¢
na [ gauy
ves B
2| 32d. Were vents clean? Nno O Y fagdas Mliall S o 32d [ 2
na O gy
% ; $adaks Clwa Y il Ja 326
32e. Were floors clean? YES e o i ..;'., fuiw s 1
require comment when marked ‘No’ no [ vy G ks :
nva [ sy
YES X
32f. Were baseboards clean? Nno [ ¥ gl sacldll o ol ailadt Jf )5 callS Ja  32f
nvA [ gy
ves Bd =
32g. Were grout clean? no [ ¥ ey W3 S s 329
nva [ anyy
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: Scores Critical Areas PRI RLA PN PAN]
YES pad
33a. Were trash containers clean? NO D b Paia deladll il gla <uilS Ja 33a
5 NA [ asiy )
vyes M
33b. Were trash containers not overflowing? NO D b Piaili e Aaladll il gl cilS Ja 33b
NA [ gauy
YES g L )
5 |34 Wasthe restroom smelling clean & no [O0% st cr5n) Adinia s Al plaall Al ) S o 34 2
fresh (without any offensive odor)? Slotandl B A S iy
NA [ oy
H Jand alaall 8 b ysgatll aaea cilS Ja 35
35, Were all the facilities inside the YES e ¢ @ = @‘::d&“
restroom in good working condition? . A e i
2 require comment when marked ‘No’ no [ K gl o2 MY Y cals ) 2
NA [ asiy
3 ¢(3) ok dmasdl) AcE Sl e (IS
36. Was the Mosque premises clean? YES D e ( )_ ;;J\ ’ ,,;‘,’, ,L“;‘\*‘B\Sﬁ 36
2 require comment when marked ‘No’  NO I o el el 2
N/A ks Y
Comments: rclBBasiall [ galedl)
FOR OFFICE USE ONLY Ladd (GSall aladiad
Aauall kRl Liaill Je ¥ aal) .
0, > . . " ‘
% ACTUAL SCORE MAXIMUM | Evaluation e
Approach and Cleanliness aalball 5l y8YY 11
Greetings and Initial Checks | &Y ClSulills cua 5 |2
g\{)apf?arance and Behavior of il sall gl s sekae |3
Service il |4
Cleanliness - Restroom and Clabaad) — Adadll |
Mosque 2l 5
TOTAL £ saaall
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ADNOC DISTRIBUTION
GHANTHOOTH_S/S 811
ABU DHABI ROAD

ABU DHABI

DESCRIPTION QTY  PRICE TOTAL
VoyagrBronzellL 6,00 11.00 66.00

TOTAL 66.00
CASH PAYMENT 66.00

You were served by Operator 2
DATE 29/03/2012 19:48 T2 S3 02 1546

THANKS FOR SHOPPING

SERIAL NO.

4 | 5
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