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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center &
O i w Emarat 10 e Eppco / Enoc | B8 459 Adnoc
SHOPPER CODE DATA ENTRY EDITING N y CSA SR. #
Name Number Name Number [ Name ﬁsﬁd Number
10 L wlianagalm]| | | | |
Gender Helght Built _ PBpectacle§ Beard | Mustache] Ethnic Groups ) T
[M ]S | T [MJF |Yes| NojYes| No|Yes| No |indian [Pakistani[Filipino [Expat. Arabs| Others: OOU)&CLJ /
.DDI&DDDDEDEDDDD O Xl
EMIRATE v;zztli'n" AbuDhabi |  Dubai Sharjah Al Ain g’;‘;{“ag Aman [ RaSM | Fujairah
O O O O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
91113l ol4-| 118 gL [olLol= 40114
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
VISIT VISIT <
0 B O O 0O O O O 0O X O O
1. APPROACH AND CLEANLINESS 48Ul 4 g\ﬁ‘{\ 1
Scores Critical Areas Gt aYlaall Jalaalt
YES
1. Was there proper sign to the Lube no [ ?L ddhaia o AYall daial g da el IS dﬂ A
changing bay? Sl Huad
nva [ ,Jau Ly
. ves D m
3 2. \clj\gs:r]tirwz?ecljlrj?be changing area clean and NO D Y S ey Al cy Lk dilie cS Ja 2 (3
va [ shuy
vyes [0
4|3 Was there any oil leaking and fallingon = g e ae s el gl s S a3 4
to the floor of the lube bay ? Syl st dilaia < oaY
A [ adiy
ves i
2| 4. Were the waiting area and table clean? NO [] Y cdaday Al gUall g Uiyl dddaie clS Ja 4|2
nva [ ki
— e ® -
ol 5 Woariitnge?te evision in the waiting room o v U A e B Jemy o il S da 5|2
va [ sy
ves [ s .
6. Was the board displaying complimentary ] q Al lgle el Allda Ml culS a6
services neat and clean? 0 CAaai 5 A0 e Al Cilaaadl
na B amiuy
2. GREETINGS AND INITIAL CHECKS A Sl y qua il 2
Scores Critical Areas IR AN PN | Jalasl
3|7 Was there any delay in approaching ves [ prd e/l 58 8 el gl dia S da 7 3
customers? No [X Y Toobl s Cals gall
8. Were you greeted in a friendly manner ~ YES O px Gl 45,48k i i S da 8
(pleasant feeling)? No [X N ¢ (o e
S ccabh gall & b L g3 28 2la 5 Y 1Y)
51 If no, please describe behavior: Was it “ :3: Lj\} . J:; j;tﬁ N ),‘ ‘15
arrogant, without any expression, normal (e oxll O (BED :h;e;
etc..... N
Non mal , o c,}—feeimc’
\J ~.
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Scores Critical Areas Ll L]
9. Did he guide your vehicle for positionin 74 : L . .1 ‘
3 at the stopper and asked you to switchg YES b U‘S.A",‘ “-'" LAy i sl » dé -9 3
the engine off? No [ Y e jaall i of elia Gl 5 ) aliyy
10. R 1 R
0. When asked by customer, was the YES E i e OIS b el (sa il gl Jjm Lexie 10
5 attendant knowledgeable of different il gl Cila Foil Calia
grades of oil, filters and their relative ] Sy < 3l a0 e 5 : ?l“' S
benefits? NO 3 fleia JS Wil 4
. YES :
4| 11. Did he offer the waiting area to you? NO %‘ : ¢ Uiyl 4d e @SB elle e da 1114
12. Did the staff thank you as you were YES [ pxd P, . .
4 leaving? No [ v ool S Ly & S5y alagall i Ja 12 14
3. APPEARANCE AND BEHAVIOR OF STAFF ‘agS sl cpiligall Lehia 3
Scores Critical Areas Asabaa) LAl PAYH{]
13. Wasth f f th d YES I i
. Was the uni t tt: t t . . L -
3 andstidy?um orm of the attendant nea no [J ¥ Ui pay Gl unlall ali el G S e 13 |3
Nna O gmyy
YES o . .
3| 14- Was the attendant wearing visible NO % q ek A8y (60 1 3 g sl ala gl IS Ja 14 3
nametag? Sz a0 4l Lhle
NA [ by
YES ] ]
3| 15. Was he able to communicate with no [ g &e deal il e 1508 Cala sl IS a 15 3
customer? ISETSY
NA O iy
YEs
41 16. Was staff courteous / friendly? No [ Yy Slakal/ls n g sl odl K Ja 16 14
NA O ey
4. SERVICE daadll 4
Scores Critical Areas Fnalaa) ¥ Laal) Jalail|
: 23S o G gaatilly cala gall A Ja 1
17. Did attendant check whether you need YES E pr Lu uu)d P Z’A ,ﬁ 7
3 top up or complete oil change? S0 oS ol Sl AlaY glind 5 3
pup P ge? NO D b ¢ JLl<i
3| 18. Did attendant check with you whether ~ YES B sty 5 €1y Lad e Gl pall 355 s 18 3
only ail is to be changed or oil with filter? € lall g oy W Al dads oy ol s
NO b Sl a D Do
19. Did he check using gauge the quantity ~ YES PR an ¢h85ab ol (6 s by calagall 6 Ja 19
3 required to be topped up and informed g S 3 AeS ) Ca el il 3
you? No [ Y Sl il 5 Lyl
e Cu il 5 e B8l Cabh gl GE o |
3 20. Did the attendant check for oil leakages YES & e ui):/‘ﬁt:j il aj:i;‘ cans 20 3
under your car from filter and drain bolt? NO D y v feu
3| 21. Did the attendant drain the used oil YES B a0 S i il gl 5 e 21 3
completely from your car? No [ ¥ el (e
o | 22. Did he ask whether you want the engine ~ YES ad Al el paddl dae ayicaS o @il a 22 2
to be flushed and did it if you agreed? Nno [ ¥ il 0 Jla A Gl
3| 23. Did the attendant fill the correct grade as  YES = ax Cu 3l A ) 5 ddlaaly ol all A Ja 23 3
you requested? Nno O y flelb il dapmall
2 +
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Scores Critical Areas PO (JLA EW Jalaslt
24. Did he request you to start engine and  ygs a8 5y o el Juiny o5 of lie lla Ja 24
3 leave it running for one and a half i ik add il Al _a 3
minutes? no O k| fidaais 4643 52l il @
L W A8 e /A sl o) (e cala el U s 25
25. Did the attendant ensure that the carter ~ YES =B px )‘« )j > 1o f P
3 bolt is tightened and th leaks? o lin il LgilSa (A Tam A 3
olt is tightened and there are no leaks? o [] y .
26. Did attendant carry out the following Alaall cliasadll o) pb abisadl B da 26
complimentary checks: -a il
YES pad
31a. Battery Water top up NO E| ¥ Ul pla Al 31a.
na O sy
ves R m
31b. Coolant Water top up no O ¥ coolant/spdl el diLal  31b.
nva O sy
ves I
i | JAU e )y Al
31c. Auto Transmission Fluid top up NO D b R Jlé.é ) MLA 31e.
(0 it 5l
NnA [ by
ves B4
31d. Brake Fiuid top up no [ ¥ Sl ey dilal 31d.
NA [ sy
ves B
31e. Gear Oil top up no [ ¥ oA Ll cysiilal 31e.
na [ sy
YES pad
31f.  Air filter cleaning no [ ¥ el ks 31f,
na O sy
ves 4w
31g. Wiper Water top up NO D b} zla i Clalind cla ALzl 31g.
NA [ adiy
YES X pes;
31h. Clean engine using air gun NO D Y el udua alaniuly o el Cadan 31h.
va [ sy
ves X S e . .
3| 27. Were any of your questions related to O ?: dalaidl il (e ol e Blayl @ da 27 3
iube change answered? NO Sy W st lasy
na [ shiy
, _ o yves A sie of Gprabe wm s il sall 8 28
3 28. gllg (t;r: ;taff place the mileage sticker in NO D N o 13 g Aalad) /) i LN 3
NA [ sy % g
ves
41 29. Were you offered a receipt voluntarily?  NO M| ¥ L lial a2l Jea g dile e Ja 129 14
NA [ gy
5.  REST ROOMS AND MOSQUE sapall g (laall [l §3) Aad ) B2 5
Scores Critical Areas Laalolt c¥laal) Lala)
3 ves A 3
30a. Were they adequately stocked with all 0O N VYRR JET UG aens 3 eae CiS Ja 30a
necessary supplies such as soap? NO 3 e gall Jia
NA O sy =
3
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Scores Critical Areas Ll ¥l SR
YES i
30b. Were they adequately stocked with all (EJ g "; Bl Sl jlivall aans 3 jeme <ilS Ja 30b
necessary supphes such as toilet tissue? N u.n.“ ol (§ Jia
No Hssue A [ gy e
30c. Were they adequately stocked with all ves O ax s pall il il aseny 5 5eae <ul€ Ja 30c
necessary supplies such as paper towels? no O v o ) $48 8 chdlial) Jie
(paper towels are not required where fully Cilidaa 865 vic 45tk e 348 lf auilial)
operational hand dryers exist) NnA B3 ey (Y A
™ : fadday Juleddl cuig
31a. Were sinks clean? YES o o ‘w,,d:"‘éy\‘“’f .\Sd*‘%_‘.31a
require comment when marked ‘No’ Nno [ ¥ gl (o2 YT Alay) g 1y
NA [ asyy
3 : faighs Ul ol
31b. Were mirrors clean? YES px ol g éfyﬁ ,‘S‘JT."Mb
require comment when marked ‘No’ no [ b grasl o Al s
NA [ adyy
3 fdayay Y Clidaa il
31c. Were hand dryers clean? ves B e gl - qéf,y,fu_;yrf .\Sdg‘.31c
require comment when marked ‘No’ no [ ¥ S AR BN
NA [ sy
NY N faaas o gbeall cilasle cuils
31d. Were dispensers clean? YES o . )3‘3‘ o --yfaj_\y\t.nsd:’;n'31d
require comment when marked ‘No’ no [ Y Gl Nt e aat :
NA [ sy
ves [
31e. Were toilets and urinals clean? NO ¥ adas Jerll A4l il Oa 31
' .
wned woad NA [ iy
; fhadas ol 1 cailg
32a. Were doors clean? YES E‘ o a5 ',,Y.:'-‘ LJILYEQ\SJTL{ 32a
require comment when marked ‘No’ no [ ¥ & i P o
na [ gy -
YES ad
32b. Were walls clean? no O b fagkas lasall i< Ja 32b
na [ gauy
ves
32c. Were ceiling clean? Nno [ y ek il \S Ja 32¢
nAa [ sy
ves K au
32d. Were vents clean? no [ ki fdaly MUl culS Ja 324
NA [ gy
; $Radal Clpa , V) kS
32e. Were floors clean? YES (e o gl i ";."_.%1\!\ dksdzl.SZe
require comment when mar ‘&f NO ¥ G TR ’
oA oo et o 71 na [ PRRAY
’ ~ ves B
32f. Were baseboards clean? Nno [ y $aagdas saclill & o [lailall )0 cilS Ja 32f
na [ gy
ves A
32g. Were grout clean? Nno [ Y feqphs L3 S Ja 329
NA [ sy
4
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Scores Critical Areas Al el Jatain
YES pai
33a. Were trash containers clean? NO I:I b edadas Aaladll b gla cuilS Ja 333
NA [ asuy
2 - 2
ves R
33b. Were trash containers not overflowing? NO D Y flaild e dalaidll il gla il Ja 33b
NA [ absy
ves [ o= 1 ,
o |34 Was the restroom smelling clean & no B v sh Os) Aty Apglai aleall dail ) culS Ja .34 2
fresh (without any offensive odor)? obanll 3 4 S Aad)
Bao smell NA [ iy
3 e glaall (A Ol peaill apea cilS Ja 35
35. Were all the facilities inside the YES B o el S @A::: IS
restroom in good working condition? p o g T e
2 require comment when marked ‘No’ no [ ¥ gl (o Y ALY s ) 2
NA [ iy
3 €(5) adas aasall Aol ol e oS
36. Was the Mosque premises clean? YES e ( )_ );” ‘ ,,:;, xjt_:;(-\&uﬁ\sﬁ 36
2 require comment when marked N ~ NO [ ¥ e el et A 2
NA P abuy
Comments: allzaslall [ galasll
FOR OFFICE USE ONLY Jagd (gal) FAKENM |
Alaall Ll Lial e sl .
[+ g z . . il
o ACTUAL SCORE MAXIMUM | CValuation: )
Approach and Cleanliness Asldasll 5 o yB8YY |1

Greetings and Initial Checks | #:ls¥! ClSuiily cum 5 12

Appearance and Behavior of ks i & .

Service aaall 14
Cleanliness - Restroom and labaall — 2dkadl |
Mosque el g

TOTAL £ gaaall

Lube change.doc







SERIAL NO.

ADNOC DISTRIBUTION

Al KHALIDLYA 578 - 413
AL RHALIDIYA AEA
ABLY DHABI. TEL. 02-5813420

DESCRIPTION 0Ty PRICE
Voyagrsilverd, 1.00 82.00
VoyagrSiiveriL 1.00 1E.00
TOTAL
CASH PAYMENT

You wer e served by Dperatar 1
DATE 18/04/2012 11:14  Ti 82 (1

Tranks for Shopping .. ...

TOTAL
£3.00
15.00
31.00

51.00

8913







