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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center %
Dubh! Emarat [ 0] «@s/58 Eppco / Enoc | B a9 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number [ Name Number
|0.54- si (Maek._ | [ [ T 11
Aman <oS| 1AL
Gender Helght Built Bpectacle] Beard Mustache] Ethnic Groups
T M T M | F |Yes] No | Yes| No | Yes | No |indian [Pakistani]Filipino [Expat. Arabs] Others:
DDEIIEIIZEIEIIDDIEIEIE || O
Western . . . . Umm Al . Ras Al .
EMIRATE Region Abu Dhabi Dubai Sharjah Al Ain Quwain Ajman Khaimah Fujairah
O X O O | O O ] O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
glgi+| o/ | 2|8 819 ol ) o0le [1#:25]18:00
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 |DAYOF

VISIT O O | W visit | [] O X O O O O

1. APPROACH AND CLEANLINESS A3 ) By 1
Scores Critical Areas Lot cilaal) P H|]
YES o o 4 ;
1. Was there proper sign to the Lube no [ g dihie e WY dsalyjdadellia g8 ds 1
changing bay? Sy 3
NnA [ sy
A ves ]
3 2. \(/)\:g:;it;ztlj%be changing area clean and no [ Y S e Ak ) e dihie il a2 (3
na [ sy
ves [ ) .
4|3 Wasthereany oil leaking and falingon X q e 4o g cu il ot gl dlla IS a3 4
to the floor of the lube bay ? Sy 3l s Ashale 3 LY
na O sssy j
ves Xl
21 4. Were the waiting area and table clean? NO O v tAal Al Uanyl dalie S da 4|2
nA [ suy
5 W levision i iti YES E ™
205 Woarii;hge?te evision in the waiting room NO D N ¢ jUsuy! 4 2 o Jem sl JS Js 5|2
na O shuy
YES s o o
6. Was the board displaying complimentary o q Ll lgle jebs Alda Ml culS a6
services neat and clean? 48123 ¢ A5 e dglaall ilaaadl
va O abuy
2. GREETINGS AND INITIAL CHECKS ) Al g a2
Scores Critical Areas Apnalad) Ll Jalgil
3|7 Was there any delay in approaching YES pri s/l B Al o e QS s 7 3
customers? NOo [ N Sonbll gad (il gall
8. Were you greeted in a friendly manner ~ YES px Gsll) 48548 )l dh a il i ds 8
(pleasant feeling)? Nno [ Y ¢ (z e
S alh gall & gl Caim g3 a8 Sla Y 1D
51 If no, please describe behavior: Was it Lf :3: L:::S . ﬁ; j:ﬁ A
arrogant, without any expression, normal G R o8 L E O . @‘
etc.....
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Scores Critical Areas LT N PN | Jalad
9. Did he guide your vehicle for positioning  ygs m il sl I Sl Gl gl A Ja 9
3 at the stopper and asked you to switch V.e!)u.\l- A - ..ﬂuulk 5 ) P.&\J |3
the engine off? No [ : (sl ~a 5 5 jluad) Laldy)
10. When asked by customer, was the . IS b cJrandl (o ks gall s Lodie 10
attendant knowledgeable of different YES m e G‘Qu .. < }A y
5 ! . . b alal g gy 3 s o /2:[,4‘ alisg ale 5
grades of oil, filters and their relative NO D v o = v
benefits? Plgia JS 21l 484
YES X ; - .
4| 11. Did he offer the waiting area to you? NO P: SOV A8 e b Uil wlle jase da 11 14
4| 12 Did the staff thank you as you were ves prd €3 o Lty ol S iyl 6 dn 12 |4
ieaving? No [J y ' S ¢ .
3. APPEARANCE AND BEHAVIOR OF STAFF 1agS sl Cpdlh gall e 3
Scores Critical Areas Ll Ll Ltad
. YES o
3 13. \;\r/]zsﬁglye?umform of the attendant neat No [] Y e s Gl el Gala gl Gl S Ja 13 |3
NA [ sy
YES pai . .
3| 14. Was the attendant wearing visible no [ q Daa Ay (55 5y 3 g3 pall Cals sl S Ja 14 3
nametag? T a9 danl Lile
nva [ ssuy
YES p .
15. Was he able to communicate with & Qeal sl e 1508 ol gl S Ja 15
3 c - Nno [0 v oo 3
ustomer Tosl
NA [ gy
YES ey
4| 16. Was staff courteous / friendly? No [0 y Skl il el S Ja 16 |4
NA [ sy
4. SERVICE Aaadll 4
Scores Critical Areas Al ¥t Jaladl)
: G o e Baatl Cals gl B Ja 17
17. Did attendant check whether you need YES g px . u )’d T )A F
3 i lete oil chanae? S ol ol ol Ay s s ) 3
op up or complete oil change? no [ ¥ ¢ sl
3| 18- Did attendant check with you whether ~ YES X px B8 DS ) Lagd e il sall 38a3 Ja 18 3
only oil is to be changed or oil with filter? No [ y Al y a3 Al das N s
19. Did he check using gauge the quantity ~ YES [X] ani il Gyl (5 siase bty ol pall 18 d‘\ 19
3 required to be topped up and informed oo Al S Y Gl bl 3
you? Nno [] Y Sllly il 5 gl
P00 Sl s (e Gaaill cala sl BB Ja 20
3 20. Did the attendant check for oil leakages YES E ol ua);)'c/ijj;hu:} A (e aﬁj e 3
under your car from filter and drain bolt? Nno [ y i tcu
4| 21. Did the attendant drain the used o YES P eiosall 3 S i it gl Bl b 21 3
completely from your car? No [ y el jhuw (e
2| 22. Did he ask whether you want the engine  YES Al el e b s o el Ja 22 5
to be flushed and did it if you agreed? Nno [ y fli@d) oo Jla 4 iy
g | 23. Did the attendant fill the correct grade as  YES & Y Cu il da g 5 Adlaly Cala gl B8 Ja 23 3
you requested? Nno [ y fleidh Al daaall
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Scores Critical Areas At ) AT}

24. Did he request you to start engineand  ygs Al g e el i o of i cilla Ja 24
3 leave it running for one and a half e n . dads Lt g ; 3
minutes? no O v finmiy 4582 hadd Jaddl Al (A
3 25. Did t_he_attendant ensure that the carter YES o uiﬁﬁﬁﬁjligﬁﬁfﬁ 25 3
bolt is tightened and there are no leaks? NO D y ’ i T *’c.u)ﬂ
26. Did attendant carry out the following Agladl Clasaill o el calasall 8 Ja .26
complimentary checks: kit
YES pri
31a. Battery Water top up no O v Ay Uall ole Adlia) 3a.
va [ by
ves i
31b. Coolant Water top up no O b coolant/a_all sle dila) 31b.
A [ sy
ves M =~ B
31c. Auto Transmission Fluid top up NO D k| GRSl B JIP UJ 43\.‘\ 3te.
(Osanit )
nva O by
ves M &
31d. Brake Fluid top up no [ ¥ dejllcyyls) 31d.
nva [ absy
YES pod
31e. Gear Oil top up no [ ¥ oo plcs il 3te.
na O sy
ves X~
31f. Airfilter cleaning no [ y el ks 3AF,
nva [ by
ves [
31g. Wiper Water top up no O y 2l Clallual ol i) 3g.
na [ iy
YES pad
31h. Clean engine using air gun NO O ¥ el Gete a3El o el i 31h.
nva [ sy
» ves 0 =~ o
5| 27. Were any of your questions related to vo O3 y Aakaial) il (e gl g_,if- 47."—?‘?1‘ el s 27 3
lube change answered? IR ERVEL - PE
va [ aduy
3 28. 5:3 (t;r;? gtaff place the mileage sticker in :‘I(E)S % : Aﬁﬁmﬁmﬁﬁ;ﬁ .28 3
' NA [ iy €5l
YES ol
4| 29. Were you offered a receipt voluntarily? No [ Yy Sl il Jeas e (iaje o 20 14
na [ iy
5.  REST ROOMS AND MOSQUE paaall g (plaadl fesll 53) i i L5
Scores Critical Areas Al el Jalaitt
3 30a. Were they adequately stocked with all ves & e iy syl Cile Sliwall apen 8 jeae <ailS Ja 304 3
necessary supplies such as soap? NO D ¥ gl Jia
wa O gsuy e

3
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Scores Critical Areas Ll e PAHI]
, ves X1 s =~ N
30b. Were they adequately stocked with all O v sl il jliudll waany 5 jeae il Ja 30b
necessary supplies such as toilet tissue? NO Sl gl (599 Jia
NvA [ sy
30c. Were they adequately stocked with all YES prd gl b il & B e CalS da 30¢
necessary supplies such as paper towels? No [J ¥ 48, 5 Lidiliall Jia
(paper towels are not required where fully Gldbae A5 2 gllae e 48 ) ) adliall)
operational hand dryers exist) N/A D bl Y (AY)
: FERR PP RERTS
31a. Were sinks clean? YES e L al "'Y':'L:“L;yﬁ ,tSdT."31a
require comment when marked ‘No’ Nno [ ¥ gl o2 MY s Y s 1y
NA [ gwuy
: 9ags Al s
31b. Were mirrors clean? YES i ol 3 ijru 'lsdT' "31b
require comment when marked ‘No' no [ Y Tl (2 YT Ay s 1y
NAa [ syy
3 ag,la; ; | Colasaa CuilS
31c. Were hand dryers clean? ves X ol “sif.\i,,:_’;yrf .\Sd? "310
3 require comment when marked ‘No' no [J ¥ gl (o PR
nA [ gy
X! : faalss ) aliall sl culs
31d. Were dispensers clean? YES e . }3‘“ o "Y':JLLY\% ,S‘JT.J"SM
require comment when marked ‘No’ no [J ¥ T o2 e
nva [ gy
YES pad
31e. Were toilets and urinals clean? Nno [ N $aidas Jpdll K4 cilS Ja 31e
NnvA O sy
32a. Were doors clean? YES pd ol m;'.};;"u jf\i{ﬁ\s&d‘: "328
require comment when marked ‘No' no [ ¥ gl o i
va [ gy
YES pxi
32b. Were walls clean? Nno O N 3l Uaall cilS Ja  32b
Nna [ sy
ves K =
32c. Were ceiling clean? Nno [ ¥ Sl il S Ja  32¢
Na [ gy
ves X
2| 32d. Were vents clean? Nno [J ¥ A MGal culS Ja 32d
Na O gy
% . ik b, Y1 oS
32e. Were floors clean? YES o a5 ) .:;.." Lfy‘uf .éﬁ"32e
require comment when marked ‘No’ Nno [ ¥ Gt e Al R
na [ gy
ves B
32f. Were baseboards clean? No O ¥ fAgkai aclall - o sl 51 s Ja 32f
NA [ gy
YES g prd
32g. Were grout clean? Nno O by Sl LA oS da . 32g
na [ gbyy
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Scores Critical Areas Al c¥aal) Jalgih
YES pxi
33a. Were trash containers clean? NO D b faaydas Aalaill cil s cilS Ja 333
NA [ abuy
2 S - 2
YES pxs
33b. Were trash containers not overflowing? NO D b faild ye daladll il dla il o 33b
NA [ iy
YES pri S )
) 34. Was the restroom smelling clean & no [ N g s Adaia s Aplai slaall A ) CuilS o 34 2
fresh (without any offensive odor)? Soleall B Agy S Aall
NA [ asiy
. Jand aleadl 8 il gaihl asea S Ja 35
35. Were all the facilities inside the YES & e ¢ @ = tm‘,: S
restroom in good working condition? L. s e it
2 require comment when marked ‘No’ no O v e sl o2 YT Y S Y 2
NA [ gy
; §(5) ok anaedl delE ) e oS
36. Was the Mosque premises clean? YES m P ( )_ ;:d\ ’ ,,;‘: Ltﬁ*gtsﬁ 36
2 require comment when marked ‘No© ~ No [ ¥ o al ol 2
NA [ gy
Comments: silBaadlall [ gabedll
FOR OFFICE USE ONLY Laih Cagall aladiny
Uaiall Bl LAl JeY) aal .
0, g H : . ]
o ACTUAL SCORE maximum | Evaluation P
Approach and Cleanliness Adlhailt 5 ol 8Y) 1
Greetings and Initial Checks | sVl cilpdlly caus 11 |2
gg)f?arance and Behavior of b sall gl s sedaa |3
Service ilaall |4
Cleanliness - Restroom and Glebeall — Al |
Mosque dasall
TOTAL £ saxall
+ 5
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Retail Sales Department @

A 3yt AT WY
Cash Memo ADNOC

gé7 - Q-5-12

F/STN. Code No.lZ.........ccrcccr 1Y

w‘ J_,....HI - pl 39 U"u
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UlG 98 W sy
UG 95 AV o gast 3 2
Goas Ol B
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