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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center w
DC-:ULA) Emarat / D & 531/ <4 Eppco / Enoc / E &5 Adnoc
SHOPPER CODE DATA ENTRY EDITING , . ESA SR. #
{ O Name Number | Name Number | Name MBhao Number
0H hou fudabelnd | | |
Gender Height Built _ Fpectacley Beard | Mustache| ) ETRnic Groups ~f{) y C
TIMI]S [T [MF [Yes[NofYes|No Yes | No |indian [Pakistani[Filipino [Expat. Arabs[ Others: DL_/\JL
EDDDDEDEDDD.DDD O x Y
- . . U Al . Ras Al -
EMIRATE v;z‘;i:‘ Abu Dhabi Dubai Sharjah Al Ain QTvTain Ajman thismah Fujairah
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
’ ] =z * ,
9113 ol o[8 [ s]L |02 ] Ot /55182
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday | Monday | Tuesday IV\Zednesdayl Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF '

VISITDDDQDV'S'TDEDDDDD

1. APPROACH AND CLEANLINESS 4303 4 c,:bi‘l}l\ A
Scores Critical Areas Lt elaall PRI
YES o _— .
1. Was there proper sign to the Lube no [ 4 Aibie o AYlldaaljiadala gl da 1
changing bay? Sy 3l s
na O sy
YES o
2. Was the lube changing area clean and & I TR T
3 organized? Nno [ ¥ S ey dadu eyl pasdikie cilS s 213
na O adbiy
o , ves [ L o
4l3 Was there any oil leaking and fallingon -y g q Sle ae fgy il ot gl s gS ds 3 4
to the floor of the lube bay ? Sy 3l s Adhie 3 )Y
na O asy j
YES pal
214, Were the waiting area and table clean? NO [ Yy Saiu Al sl g iyl Adhie clS o 4|2
na O sduy
YES peL
5. Was the television in the waiting room e LN da e g ok
2 working? no [ ¥ WY A e g deny pdill S d8 5|2
na O sy
ves [1 = i s
6. Was the board displaying complimentary \ o [] y Lailgle el A da 6
services neat and clean? 5 Paadai o 48 ye Agilaall cilaaall
D
2. GREETINGS AND INITIAL CHECKS A ) Sl g cun 2
Scores Critical Areas Al alaal Tl
3| 7. Wasthere any detay in approaching ves [ e sif B b el gl s g8 de 7 3
customers? no [X] ¥ ool gas ala gall
8. Were you greeted in a friendly manner ~ YES K~ sl s dhailimdy 8
(pleasant feeling)? No [ Y S (z e
< rcakh gall & (i g ad sla y oY 1
51 If no, please describe behavior: Was it © :3: \j;x . Jj\; j:_‘ij N G 5
arrogant, without any expression, normal (e on QR et g um»' 2
etc..... ?---@‘
+ 1 +
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Scores Critical Areas A} Lol Jalaih
9. Did he guide your vehicle for positioning  ygg [X] ; Liall Sl ) ol o Cala odf A6
3 at the stopper and asked you to switch NG ?’; :.S‘;Alu o ‘-"‘&:i ) Lﬁl LL:{: 9 3
the engine off? ’ B o R e L 2
10. When asked by customer, was the . IS o Jranll (e s gall s Lanic
5 attendant knowledgeable of different YES E p ‘_;::u‘ . ‘ 'I . L:P ﬁ?l y 10
o : - by g 3l s s fp 53l s ke 5
grades of oil, filters and their relative Nno [ N o AR
benefits? fleda JS 154
YES i . .
4| 11. Did he offer the waiting area to you@ # ¢ oUany 48 e oIV e a e Ja 11 (4
Dip Nor o HER LoAmING  AfLh .- NO 3
i YES i .
4 12. llzgiv::g?stafft\hank you as you were 49 E P € ala S Laiy o S syl Aida 12 |4
” g nut JenyounrhingNo ¥
g VU 0
3. APPEARANCE AND BEHAVIOR OF STAFF (agSsluy Cpiligall jeia 3
Scores Critical Areas Dttt PATH|]
_ YES ]
3 13. \;\ézsﬁgu;?umform of the attendant neat no [] Y ey Gl enlall il Sl il S s 13 (3
A [T gy
YES pad ‘. .
3| 14. Was the attendant wearing visible ] e Ay (55 5 35 gl Gl sall IS Ja 14
5 Nno [ ¥ . 3
nametag? $o sea g danl Lgle
NA [ sy
YES pad -
3| 15. Was he able to communicate with % ge deal sl e 1508 Gals gl S Ja 15
customer? NO ¥ €003l 3
U
NA O sy
YEs [
4| 16. Was staff courteous / friendly? No [ Y Sakal/lagay el gdl S Ja 16 |4
NA [ ssuy
4. SERVICE il 4
gcores i Critical Areas T ‘-mh-;‘ﬂ SYlall o b@)—!
; 2ilS o) e @iaill Gl a6 s 17
17. Did attendant check whether you need YES E px u uu)’d aa }d f
3 t r complete oil change? =0 o el oy ALY liad s ) 3
op up 0 plete oil change? No [ v el
3| 18. Did attendant check with you whether 50 YEs [] px 28 S 1Y L lie Cala gl 3is3 s 18 3
P . . f 7 ? -t - . f we oL, ™
DIb '\c')(r)l_lry onl&gé%)e changed or oil with filter? yg Yy el g 3l r‘“‘ Jm Gl ).\.\:L:
19. Did he check using gauge the quantity ~ YES Bl pn phasial Sl o sina by calagall 26 Ja 19
3 required to be topped up and informed D ey A Sl S Gl ) 3
you? NO p) Sl clalyf 5 Lgaalis)
O Tl el e Baaally calagall L8 a2
3 20. Did the attendant check for oil leakages YES E o H:f 7?6: alal zjli;l Cans 0 3
under your car from filter and drain bolt? no [ N S o8 eyl
Ty
3| 21. Did the attendant drain the used oil YEs [X P Jamiuall cy 30 JS & i el gal) A8 da 21 3
completely from your car? No [ Yy €l Hlaw (e
2| 22. Did he ask whether you want the engine  YES Bl ax s padll Jaue 3 3 S o il b 22 2
to be flushed and did it if you agreed? Nno [ y Puelisd) g Jla ot elly
3| 23. Didthe attendant fill the correct grade as  YES B4 Sl a5y 5 ALl Caba gl Q6 Ja 23 3
you requested? Nno O Y fleidls 3l dapaiall
2
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Scores Critical Areas Al ¥l Jaladls

24. Did he request you to startengineand  ygg B s asms dnall diity o o dlie ks Ja 24
3 leave it running for one and a half i Aads padd Ll Alla 3
minutes? . no [ k! fhuai y 443 sdl Jiaddd &
.l A8 e/ gebia of (e il f < 25
25. Did the attendant ensure that the carter YES E P ){ ,)j. > A w }d PO
3 bolt is tightened and there are no leaks? e lia ol il Ll 8 fam A 3
olt is tightened and there are no leaks? .5 [] g el
26. Did attendant carry out the following dilaall Cila saill o) ol calasall S8 Ja .26
complimentary checks: Jaqal)
ves ]
31a. Battery Water top up NO D b g jdaill ele ddli) 31a.
nAa [ sy
YES ol
31b. Coolant Water top up NO D b coolant/s yuall sl dilia) 31b.
na [ siny
YES o Y1 AS all Ji jles oy § ALl
31c. Auto Transmission Fluidtopup N0 [y oS dideaniia o 3te
(O spanait i)
na O ki
ves A
31d. Brake Fluid top up no [ ¥ dasill cyydila) 31d.
na [ sy
ves I~
31e. Gear Oil top up no [ ¥ oA ey ilal 3e.
na [ ey
ves A o
31f.  Air filter cleaning no [ y el gl cakn 31,
na [ sy
vesX] ~
31g. Wiper Water top up no O N o S Caliual 2l i) 31g.
na [ adiy
ves Bl =
31h. Clean engine using air gun NO D Y el et pladinly el cadais 31h.
nAa [ sy
YES X N
3|27 Were any of your guestions related to O ?’; dabidl elilind e gl e DY) Gl 27 3
lube change answered? NO Sy el Alexy
na ] sy
ves [ = 26 (f Guale gy calasdll 8 s 28
3 28. alg (t:t:: gtaff place the mileage S“C@ NO ﬂ N o s Ll dsldl Jeih sia sLSH 3
Dip NoT  PuT THE SN ER na O abuy €
GoPves 0 =
4 Were you offered a receipt voluntarily? ~ NO E ¥ LUl i dhay e o e da 2914
J hoondh e cule «Pomm Sceih " VA O sy
5. REST ROOMS AND MOSQUE s 2acnall g (alaadt foull $5) Al M g 5
Scores Critical Areas Al c¥laall Jalaily
3 ves [ o 3
30a. Were they adequately stocked with all__ X ?: 4 g pal) e el paans 5 3¢2e <ilS Ja 30
necessary supplies such as soap? M NO ogall Jia
No SonP %) na O gy e

3
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Scores Critical Areas CEW IR R PR L&
30b. Were they adequately stocked.with.all ;(E)S g (‘: A pdall e Sl ey 5 e <iilS Ja 30b
qs necessaé'y supplies such as toilet tissue? na O sy collgill (§)99 Jia
30c. Were they adequately stocked with all ves [ i A all il il &3 8ene ilS o, 30c
NO K] y A8 ol Adliall Jia

(paper towels are not required where fully

necessary supplies such as paper towels?

: ist) Ni_PAPER ] ki
operational hand dryers exist) 7\"_m el NIA Gl ¥

Clitas Ji55 die Aglhae e 38 )5l Casliall)
OV

31a. Were sinks clean? ves B o ?@f\;"d:“t‘l;f‘f‘jsl;l:_{ma
require comment when marked ‘No’ NO D N gl (a n Ayl s )
NA [ sy
31b. Were mirrors clean? YES ard o al 94:_‘;_: Uf;‘“"&lsd“‘ ‘-31b
require comment when marked ‘No’ Nno [ ¥ gl (o Al Cils
NA [ gy
. edanlny ‘| P -
31c. Were hand dryers clean? ves [1 ks 0¥l Clitas calS da 31c

require comment when marked ‘No' 101/ NO ¥

Ao HANDDRYERS

—<7 NnA B sy

il on i MY A Y cals 13

N faadas ) sbeall CSL Culs
31d. Were dispensers clean? ves B L s g :ui;wu: '\SJT' "31d
require comment when marked ‘No’ no [ ¥ gl o2 ARl

NA [ sy
ves [1 s

31e. Were toilets and urinals clean? no B ¥ fidas Jall A<l cilS o 31e
Douneld 1509 g nva [ absy

" Yv» ].. ‘ A ‘ -
32a. Were doors clean? YES E - - “,,y,:_"‘fyﬁ LSLSJT "326
require comment when marked ‘No’ no [J Y S SRR

NA [ sy
ves X s

32b. Were walls clean? Nno [0 ¥ faidas (el S U 32b
NA [ gauy
YEs P4

32c. Were ceiling clean? no [ ¥ feadas Gl IS Ja 326
VA [ gy
ves B

32d. Were vents clean? No [ y $aidai MLl S Ja 32g
_ Na [ sy

@

32e. Were floors clean?

@,

vEs [1

ki Sln ¥ K r 376

reguire comment whemmarked No’ NO & ¥ gl sl o2 MY ALY s 1y

MMMMLM N [T sy
' vEs I

32f. Were baseboards clean? no [ N A 3ol o~ ol lalall 1,5 culS Ja 32f
NA [ gwuy
YES axi

32g. Were grout clean? No [ b ek LA oIS s 32g
NA [ by

4
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Scores Critical Areas PRI LA PO Lass
YES i
33a. Were trash containers clean? NO D N fadylal Aaladll iy gla il Ja 33a
NA [ @by )
2 vEs I =
33b. Were trash containers not overflowing? NO D b Chaild e Aaladll il culS s 33b
NA [ @iy
YES pad

o |34 Was the restroom smelling clean & no [ ¥ ol (15%9) Alinia g il plasdl Aadl ) S o 34 5
fresh (without any offensive odor)? Saleall i Agy S A3

NA [ assy
% 1 Jand aleall 3 b jaeadll azas 8 da .35
35. Were all the facilities inside the YES p e e
restroom in good working condition? . 4 e
2 require comment when marked ‘No’ no O ¥ sl 2 MY A S 2
NA [ asuy
3 $(5) wakai dmsdl dcld gl i S
36. Was the Mosque premises clean? YES D a ( ). }‘ﬂ\ ) g &L‘;\M cjst: -36
2 require comment when marked ‘No’ no O 0y ol el it : 2
nA A ey
Comments: reBBadlall [ galadll
FOR OFFICE USE ONLY Jasd Cuisall a\.\';'w‘i
Alauall Jatailh Ll oY) aal) . "
9 : Eval h: : {
h ACTUAL SCORE MAXIMUM valuation p
Approach and Cleanliness Aalkaill g ol 81 11

Greetings and Initial Checks | 4ds¥! Sl cus 5l 12

Appearance and Behavior of oyl sl S shs el |3

Staff

Service ieaall 4
Cleanliness - Restroom and ilabealdl — Adlkill 5
Mosque dauall
TOTAL £ 9anall
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SERIAL NO.

8|6

ADNOC DIST RIBUTION
AL KHALIDIYA S/S - 913
AL KHALIDIYA AREA
ABU DHABIL, TEL: 02-6313420

DESCRIPTION QTY  PRICE TOTAL

VoyagrSi | verdlL 1,00 63.00 63.00 g
VoyagrSilverll 100 18.00 18.00 !
TOTAL 81.00 i
CASH PAYMENT 81.00 i

You were served by Operator 1
DATE 05/07/2012 18:24 11 53 01 2538

Thanks for Shopping .........







