SERIAL NO.

6| 2

Lo s

/(

+ 1 + +
! - ol
PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change JanArab Research Center w
O <l Emarat / D 4 411/ <4 Eppco / Enoc / IXI 4 53 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number

154 (11 ]

Gender . Height Built bpectaclesl Beard Mustachel Ethnic Groups
TIM[SIT [MIF |Yes[No]Yes]|No Yes | No |Indian [PakistaniFilipino IExpat Arabs][ Others:
IDIDDDDIDEDEDIDDD O
EMIRATE ‘gzz:z:‘" Abu Dhabi |  Dubai Sharjah Al Ain g’::v"ai’l‘: Ajman K';:ismA'ah Fujairah
1 > O n O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
lglel#]| o|8 | 2|4 *Fo |o |3 |02 [I0ion|l0i24
i 07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday | Monday | Tuesday [ Wednesday | Thursday | Friday
ows »7 | TIME OF| 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
st e O o O vsr | [ O O O O O
1. APPROACH AND CLEANLINESS Aadail g il By 1
Scores Critical Areas DY CYLpal ' Latail)
ves 4 =
1. Was there proper sign to the Lube no [J g dihie o AYall sl g da ol s oIS d’b A
changing bay? - eyl e
na O asbuy
_ YES o
3 2. \O/\I{Se;:ntihzzé%be changing area clean and NO D T e Ak ey et ik cdlS da 2(3
va [ ey
YES [:l pxl . . o
4|3 Wasthere any oil leaking and falling on o q e as gy sl gt gl dia gSds 3 4
to the floor of the lube bay ? Sy M s Adhaie A i Y)
na O sbuy j
YEs [d =
21 4. Were the waiting area and table clean?  NO O Yy eagaas ad jdalt sty ddhie cilS o 4|2
va [ ey
Was the tel ves
. ision in th iti gy e .
215 Woariizge?te evision in the waiting room ] Y St A e Aden el gSds 512
nva [ sy
YES [N _— s
6. Was the board displaying complimentary O g daidlgde el Al As il CilS s 6
services neat and clean? Saayday g A ye Aplaall Claaall
na O] by
2. GREETINGS AND INITIAL CHECKS Al Yt clsudall g cua Al 2
Scores Critical Areas bl Ol Jataiy
3| 7. Was there any delay in approaching ves [] prd s/l 8l 3 il gl S da 7 3
customers? NO N ol san Cala gall
8. Were you greeted in a friendly manner ~ YES bd o sl A aa kb cn S da 8
(pleasant feeling)? Nno O N S (z e
- S8 Jda nab sl i g a8 elay Y 1)
5| If no, please describe behavior: Was it Lj e Lé;l )3; . _‘:ﬁ N )ﬂ‘ “15
arrogant, without any expression, normal ¢ > s S e v
etc..... C‘"
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Scores Critical Areas Aol YLaali pAYHI]
9. Did he guide your vehicle for positioning YEs X1 M il Gl I el Ghuiids g
3 at the stopper and asked you to switch (‘;ﬂ Do it oo ol uLL. 5l ¢ o 3
the engine off? M| ¥ el il s 5 bl Y
10. When asked by customer, was the . JE O csaadl (o il gall s Laric
attendant knowledgeable of different YES E e ‘fhu el - < }A] f“ 10
3 ! - ~ Gl 5 g 3 il s f il il e 5
grades of oil, filters and their relative No [ N . A
benefits? Tleia JS X4 g
YES i .s .
4| 11. Did he offer the waiting area to you? NO g f: ¢ oyl 48 e o oBEY e (e e a1 4
|
4| 12. Did the staff thank you as you were ves [ € 5olas S Ly ol S Gty 5 a2 |4
leaving? No [ y =S ¢ :
3. APPEARANCE AND BEHAVIOR OF STAFF 1aeS sl Cpiligall jglia 3
Scores Critical Areas Al Yot Liai
. YES I
3 13. Z\rl]zsﬁ?;umform of the attendant neat NO D Y 0L e Gl ealall Gl gl G S Ja 13 (3
NA [ sy
YES pad . :
14. Was the attendant wearing visibl ey A8y (53 5y 3 5m gl il gl S b 14
3 nametag? No [] b o . 3
g . Traw Aqult L@_Jl:
CouLp ngT READ nva [ sy
YES -~ .
15. Was he able to communicate with & Gl il e 1,08 Gl gl (K Ja 15
3 Nno [ ¥ o 3
customer? fusll
NA [ sy
YES ]
4| 16. Was staff courteous / friendly? No [ y Sladal/laga5 Cala sl S Ja 16 | 4
NA [ sy
4. SERVICE il 4
Eéores A ) Critical Areas T B ) Ll C-Y_L)-A-N Jalait]
; 2SO Gy sl (aly bald Ja 1
17. Did attendant check whether you need YES E i u Uu)uj Sa - }de !
3 t r complete oil change? S0 o el i ey gliad s 3
op up or complete oil change? No [ N el
3| 18. Did attendant check with you whether ~ YES [X pad 2 A S 1 Lad i il oall (3823 Ja 18 3
only oil is to be changed or oil with filter? no O N ¢ il g oy 3l ol add oyl s
19. Did he check using gauge the quantity ~ YES [X] ard pll Syl (5 glae (il Cala sl W5 Ja 10
3 required to be topped up and informed G Ay Al I o el bl 3
you? Nno O callyy il il
ES - On Sl el e Gl Gl el 6 20
3| 20. Did the attendant check for oil leakages ~ YES l)_d ol uﬁ H/f\: il Djij e 3
under your car from filter and drain bolt? Nno [ y SRS OF St =
: TR
| 21. Did the attendant drain the used oil YES P sl 31 JS i Cala sall A8 Ja 21 3
completely from your car? No [ Y T EWN
2| 22. Did he ask whether you want the engine  YES V] A el el dae ay g i o il Ja 22 5
to be flushed and did it if you agreed? No [ ¥ felidd) so Jla 3 el
3| 23. Did the attendant fill the correct grade as  YES [X] px Cu i A pfe i ALl Calasall W6 Ja 23 3
you requested? no [ Iy fleidla A dagaal)
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Scores Critical Areas Tl Lol Liail

,| 2 Diohe equestyoutostartongneand  ves [l asny sl dadis i of e ol s 24| 5
minutes? no O 3 fuaiy 4ada sad Jasall Als 8
3 25. Did t'he.attendant ensure that the carter YES m - ufﬁ);ﬁﬁjlﬁ;hﬁfh& 25 3
bolt is tightened and there are no leaks? NO r_'] y ecy 3l
26. Did attendant carry out the following Lol s gaill o) pls alagall B Ja .26
complimentary checks: sl
ves B =
31a. Battery Water top up NO O b Ay Uaull Lo AdLia) 31a.
na [ aduy
YES :
31b. Coolant Water top up NO D b coolant/2ll ele ddlz) 31b.
va [ asiy
ves 4 e’- o .
31c. Auto Transmission Fluid top up NO D N ECEN ST )Ls_\ u) .u\m\ 31c.
(0 shpanst 1Y)
nva O _aahw
ves
31d. Brake Fluid top up no OO v deill cuydilal 31d.
na [ absy
ves X =~
31e. Gear Oil top up no [ Y ool ey lilal 3te.
NA [ sbiy
YES o
31f.  Air filter cleaning no [ ¥ csel lcadkas  31f,
nA O iy
ves i
31g. Wiper Water top up NO D b} zla i el cle dil) 31g.
nA O sy
ves M
31h. Clean engine using air gun Nno O ISR BEFWORRREC R ERE FEON N 31h.
NA [ abiy
5| 27. Were any of your questions related to :is ?: Aalaiall elilind oo gh Jo 5\-'.1\—.\‘}” um Ja 27 3
lube change answered? Sl sl Adlas
na [ ahiy
3 28. t?\ig (t;r; staff place the mileage sticker in :'ZS E c‘: ngmﬁidﬁfx\ﬁ 28 3
' na O auy £l
ves B
4| 29. Were you offered a receipt voluntarily? ~ NO ] y S LA oDl Jagelde yaye da 29 14
A [ sy
5. REST ROOMS AND MOSQUE sdauall g (alaad) ol ) Al e 5
Scores Critical Areas Al @¥laal) PR Y]
3 30a. Were they adequately stocked with all ves [ = Ay 5 peall e el gan 3 jeae S da 308 3
necessary supplies such as soap? NO D ¥ gl Jia
NA [ absy —
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Scores Critical Areas Akl Yol PATH]]
YEs B4 i
30b. Were they adequately stocked with all O ?: A sovall Gl el aaan 3 5eaa <uilS Ja  30b
necessary supplies such as toilet tissue? NO Sl gilf (g 199 Jia
NA [ iy
30c. Were they adequately stocked with all ves [] axd 45 all e il & 86 S a . 30C
necessary supplies such as paper towels? no [J ¥ 48 ) ol idilial) Jia
(paper towels are not required where fully Gldiae g5 die 4y gllaa e 448 ), adliall)
operational hand dryers exist) nva B Gebly ¥ G A
31a. Were sinks clean? YES E au 2 ) omf;,?”t";ﬁﬁ;? "313
require comment when marked ‘No’ No [ Y a2 MY ey S 1y
NA [ gy
31b. Were mirrors clean? YES pd 2l “',‘,'L;f 2):3\1?“\515% “31 b
require comment when marked ‘No’ no [ N grasll o2 gl s
NA [ abyy
: fagas Yl Gliine el
31c. Were hand dryers clean? YES pr o) g gﬁé,,‘l\; ‘uj ,tsdf. "310
3 require comment when marked ‘No’ no [ ¥ crasilh (2 Ayl s 1)
NA O gy
. 20055 0 il ikle S
31d. Were dispensers clean? ves Id o o o ,,y,:_’{éyr'f 'LSJT" "31d
require comment when marked ‘No’ no [J N g2 sl o R
nva [ sauy
YES o
31e. Were toilets and urinals clean? Nno [ ¥ Aaas Jpall 0 cails Ja 31e

NA [ ghuy

32a. Were doors clean?

YEsS N

faal Ol oW cals s 323

require comment when marked ‘No’ NO D b gl (oa o MY sy s b

na [ sy
ves K]

32b. Were walls clean? Nno [ b faglay ol cul da 32b
Na [ gy
ves B

32¢c. Were ceiling clean? NO D ¥ fibs it i s 326
NnA [ gy y
YES ai

2| 32d. Were vents clean? No [ y a4,k bl S Ja 324

Na [ gy ‘

32e. Were floors clean? YES m o L. ?w,,gjf}faﬂ‘ ;ULS &.'326

require comment when marked ‘No’ Nno [ b sl o YT ALY s 1)

na [ gkuy
ves B[

32f. Were baseboards clean? No O N A8k sac il ~ o flailadl i3 calS o 32f
NA [ sy
YES pad

32g. Were grout clean? No [ ¥ faub L3 S da 329
NA O sy

|
4
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Scores Critical Areas gl a¥laall s
YES px
33a. Were trash containers clean? no O ¥ g,k ddlaill iy sla <ailS Ja 33a
NA [ asiy
2 = ; 2
YES o
33b. Were trash containers not overflowing? NO |:| ¥ fiaild e daladll ciysla <l Ja 33b
NA [ oy
YES ; L ]
2 34, Was the restroom smelling clean & no [ v ) 05) Awiay dadai plasll Aad) ) i€ o 34 2
fresh (without any offensive odor)? Selaadl A A Sdadl
NA [ gy
; Jans slaall b il pagadll asan <€ Ja 35
35. Were all the facilties inside the ves B o i e s
restroom in good working condition? L. s e
2 require comment when marked ‘No’ no O v gl g2 MY Y S 2
NA [ asuy
~ ?() oy el A28 3 e S
36. Was the Mosque premises clean? YES D P (a). );d\ ’ N LL(\-;TA*U'\S‘\‘; 36
2 require comment when marked ‘No’ no [0y [t el b 2
NA [ gy
Comments: scilaadhall f gabadlt
FOR OFFICE USE ONLY 1asd ikl aladiu N
Ansall B8 LA Jey) al . .
9 . : * sl
f ACTUAL SCORE | MAXiMum | -valuation i
Approach and Cleanliness dallasl) 5 ) yBYY 11
Greetings and Initial Checks | ¥l ClSadill s cam il |2
gfapf?arance and Behavior of il sl b s sebaa |3
Service PURER Y]
Cleanliness - Restroom and lalasll — adlal 5
Mosque daal) g
TOTAL & saaall
5
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Retail Sales Department @
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Cash Meme ADNOC
/STN. Codo No... BB Do S8/ % |
- - ‘
~ o e |
UG 98 W do
UIG 95 AV oy Syt ;
Gas OF S ]
Karnaane Y] :
Lubrizants O RV
LPG. 3 '
Spocial Frod el b g -
Car winsh B e '
Cor wosh wilvhebasgy s pas o jjo J
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