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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change - - - pan'Arab Research Center g5
[ i Emarat [ O asms Eppco / Enoc / & gt Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
U Name Number Name Number | Name Number
24 [=oqa doo! [Saca |Quol Hera 3214181 |
Gender Height Built _ Ppectacied Beard | Mustache] Ethnic Groups
M1 F [TIMJSIT [MIJF |Yes[NoJYes[No Yes | No |Indian [Pakistani[Filipino [Expat. Arabs| Others:
HOOROOROOROROR O O K 0O O
EMIRATE ";2;:‘:: AbuDhabi |  Dubai Sharjah | Al Ain g’:v';‘aﬂ Aman | RaS M1 Fujairan
O O O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
ol 81| olt6 | ol bd oo | o |n ol |i2z:26 [1R”:36
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday I Sunday] Monday l Tuesday |Wednesday| Thursday [ Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
vt "M O O O vst | O O O O O O
1. APPROACH AND CLEANLINESS RN g\)‘.’é"i\ A
Scores Critical Areas Taulod) entaall Liail
YES o A .
1. Was there proper sign to the Lube no [ q dihic e AVl dsal dagl dia G s 1
changing bay? Syl Has
nva O gesy
_ ves R w
3 2. \é\:gasr:irwziél;be changing area clean and NO D A e s Al 3l e Ailaia S B 213
nva [ sk
vyes [ . ‘
4 3. Was there any oil leaking and fallingon o B y Slo e gy il i gl dia GS a3 4
to the floor of the lube bay ? - S M i dihaie 3 )Y
na [ sy ]
YES axi
21 4. Were the waiting area and table clean?  NO D Yy edadas A glall 5 HUsiYl dshie clS Ja 4|2
nva O sdny
o N YES o
2 5. &Voari;hge?telewsmn in the waiting room NO D N ¢ JUany) 36 A Jens Ol S Ja 52
na O ahuy
YES [X prd I R .
6. Was the board displaying complimentary ] q iald lgle el Gllaa M enls s 6
services neat and clean? a4 g A ye Auilaall cileaall
na [ shiy
2. GREETINGS AND INITIAL CHECKS A Y1 S adal g cua Al 2
Scores Critical Areas Aot el PALH]
3 7. Was there any delay in approaching ves [ ax el 8 A pali gl s S da 7 3
customers? NO Yy Soib ol sad Cada gall
8. Were you greeted in a friendly manner ~ YES e Gslul) A8 48l dh il 5 ds 8
(pleasant feeling)? No [ N ¢ (z ke
5| If no, please describe behavior: Was it Li e . lj;l Jj; . j:di g.'J. 15
arrogant, without any expression, normal & > e e v
efc..... .
+ 1 +
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Scores Critical Areas WO AN PR | PR
9. Did he guide your vehicle for positioning  ygg R ; Ll Sl I il L ol ol 6
3 at the stopper and asked you to switch = :: |L“' o ﬁjeh &j.]a ) :j‘ e.l_:l; 4 3
the engine off? No [ ¥ el ik TS Ol
10. When asked by customer, was the 52 . IS da aaall (e cali sl S Laie 10
attendant knowledgeable of different YES p ‘fhu TG J?l il
5 P . ) u‘_}ﬂﬂjuﬁ)ﬂul__\_p/&b; g.n.‘.\a..uf.\; 5
grades of oil, filters and their relative NO D N p o
benefits? Tleia JS 2l g g
YES X i .. .
4| 11. Did he offer the waiting area to you? NO E ": ¢ dauyl 4 e ol elle a e da 11 (4
12. Did the staff thank you as you were YES p ¢ st miC | b Gl el LG
4 leaving? No [ q Foalad S Laiy off Sy il sl B Ja 12 (4
3. APPEARANCE AND BEHAVIOR OF STAFF tagS sy Cuilisall jgkia 3
Scores Critical Areas bl Lol PAIH]
_ YES d
3 13. \;\r/"zstit(;ﬁumform of the attendant neat No [J ¥ 9L ey Gl el Gilisall Gl S Ja 13 (3
NA [ sy
YES pu - ,
14. Was the attendant wearing visible o Ay (5 5y 3 g sall il gl S b 14
3 nametag? No [] ¥ o . 3
N/A E B5Y oy
vEs K] )
15. Was he able to communicate with o dhal gl e 506 Cala gl (S s 15
3 customer? Nno [] ¥ P 3
2 fosl
NA [ shiy
YEs [ a
4| 16. Was staff courteous / friendly? No [J ¥ fladal/la g5 il sl AS s 16 |4
NA [ shyy
4. SERVICE rdaadll 4
Scores Critical Areas L) YLl L)
: S ) Goad 3aaills Cala pall 26
17. Did attendant check whether you need ~ YES pr u— Uu)uj s L }J ¢ 17
3 top up or complete oil change? S o ol Sl AlaY g liag sl 3
’ NO D Y £ JalSIL
3| 18. Did attendant check with you whether ~ YES a L S 1Y) Lad i als gl 38a3 Ja 18 3
only oil is to be changed or oil with filter? No [ ¥ § il g 3 of dadd oy M s
19. Did he check using gauge the quantity ~ YES [X] prd Pl (6 sl ubiy Calisall JE s 19
3 required to be topped up and informed g Gl Sy 3l A o il bl 3
you? no Oy felly i sl
PO Qi o e eadilly Cal ol A8 .
3 20. Did the attendant check for oil leakages YES g s_ujk_/‘f‘_‘u: Al }:j :ﬁ 20 3
under your car from filter and drain boit? No [J N SR A
PYATR
3| 21. Did the attendant drain the used oil YES o Jexuall 3l JS a i Gal sl W5 o 21 3
completely from your car? Nno [ Y felijluw (ya
2 | 22. Did he ask whether you want the engine ~ YES ] e pliy el e 3 s o elill Ja 292 5
to be flushed and did it if you agreed? NO D y Suliad) o0 Jla by
3| 23. Did the attendant fill the correct grade as YES M Qi da /e s Allal alasall B8 Ja 23 3
you requested? Nno O N Nehlla Al dspaall
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Scores Critical Areas RO L PON Lt
|7 D sty tosronneand e B 5l o0l ek b 24 g
minutes? no O y b g 4883 3ae) Juridll Aa B
25. Did the attendant ensure that the carter YES X o uulj 43,'):;/.4-‘ b %{\ wud:yd\ ASL.‘.L{A 25
3 bolt is tightened and there are no leaks? il sl 4l Ll 2 b i 3
no O ¥ g
26. Did attendant carry out the following Lilaall Cla il of ok alagal 3 da 26
complimentary checks: -adual
ves o~
31a. Battery Water top up NO D N g Ul cle dilia) 31a.
nA O ey
ves XI
31b. Coolant Water top up NO D b} coolant/: all ele A8l 31b.
na O ahiy
ves X~ -
31c. Auto Transmission Fluid top up NO D b G JL(*A L"U ?j‘ S
nva O ki ot
YES oo
31d. Brake Fluid top up no O ¥ dadlcyyilal 31d.
na [ sy
YES pad
31e. Gear Oil top up NO D b Gl [oaall oy j Adll 31e.
na O sy
ves I
31f.  Air filter cleaning no [ y Sl gliaka 31,
na [ suy
ves X Pek
31g. Wiper Water top up no O y ol labiad olo Ll 31g.
na [ sby
ves =
31h. Clean engine using air gun NO O Y el G aladinly & el Cadati 31h.
va [ sy
3 27. Were any of your questions related to :ZS % e’; Aalaiall elilind (e g L;‘f— ;\T.‘\é\;” ﬂ—w .27 3
Jube change answered? Syl et Anleny
nva [ any
J : e . AL 4
3 28. 5:2 (t;r;? fs)taff place the mileage sticker in ;25 ?’; Jmﬁmﬁ:&ﬁﬁ;ﬁ 28 3
' na O sy €5 e
ves A
4| 29. Were you offered a receipt voluntariy?  No [ Y S0 L) WDl ey e e do 29 |4
nva [ sy
5.  REST ROOMS AND MOSQUE rapeall g (plaadl fdl ) Aal M g 5
Scores Critical Areas Al Yl Jalastt
3 30a. Were they adequately stocked with all YES B s el e Stisal) ey 5 jee S b 302 3
necessary supplies such as soap? NO D v eosball Jie
nva O abay Q=
3
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Scores Critical Areas Aol ¥l PRI
_ YES T o
30b. Were they adequately stocked with all O] v sl e il arens 3 jeae il o 30b
necessary supplies such as toilet tissue? : il (4 199 S
vAa [ sy
30c. Were they adequately stocked with all ves B pad Ay pall il il & B e i8S o 30c
necessary supplies such as paper towels? NO D ~ 248 2o ddlial) Jia
(paper towels are not required where fully Cildisa g5 e 45t e i) adlial)
operational hand dryers exist) NA X sy (A9 il
; f3ad Jubid) s
31a. Were sinks clean? YES px ol m,l:,:l“\:]yrj ,\SdT. |.31a
require comment when marked ‘No’ no O Y sl a0 MY Al s 1y
NA [ gy
; TRk ULl o
31b. Were mirrors clean? YES m o o A:J;J, N i“ r‘j‘slsdT "31b
require comment when marked ‘No’ no [ Y el o2 MY Ay g 1y
NA [ sy
- TR -
31c. Were hand dryers clean? YES - . ‘.I“ g%}f":—:hﬂ;—nrf&dﬁ 1'310
3 require comment when marked ‘No’ no [ ¥ il o YT ey s 1)
NA [ gy
N . Casly - T -
31d. Were dispensers clean? YES o~ , 4'1%" Uﬁhf;,ﬁbiu rle-‘-lsdt “31d
require comment when marked ‘No' no [ Y sl o MY Aa) cals 1y
NA [ gy
YES o
31e. Were toilets and urinals clean? no B N ik Sl Al il b 31e
NvA [ gy ; :
e R PRI BT
32a. Were doors clean? YES e al 'M’:%J,,‘flﬁw ;—U\S LlT.‘Sza
require comment when marked ‘No’ no [ ¥ Gl o2 MY Yl s 1y
nvA [ sy
YES psi
32b. Were walls clean? Nno [ v ik el culS Ja 32p
NA [ sy
YES pi
32c. Were ceiling clean? Nno [ y feadss Gl S Js 32¢
nva [ gy
ves M
2| 32d. Were vents clean? no [ y fdadas MG cailS Ja 32
NA [ ayy
v . [SFR Sl A oo
32e. Were floors clean? YES i =l 'uﬁm..y,lf‘..aij“ F\;T.er
require comment when marked ‘No’ no [ Yy o o "V ALY s 1y
nva O gayy
ves X
32f. Were baseboards clean? No [ N Ak sl - ) /dailadl i 3 il Ja _32f
na [ sy
YES pad
32g. Were grout clean? No [ N fiubi LI S s 32g
nva [ gaauy
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Scores Critical Areas PRI, U PR BRI
ves X o
33a. Were trash containers clean? NO D b $aaudas Aalalll il s cilS Ja 33a
NA [ gy
2 . 2
YES pai
33b. Were trash containers not overflowing? NO I:I b Shatd e Adadll Gy gla <ilS s 33b
NA [ gy
YES pi L ]
2 34. Was the restroom smelling clean & NO D y @ (o) Adala g Agl Hlaall Aait ) S da 34 2
fresh (without any offensive odor)? $plandl 2 gy S Aail
NA [ asuy

35. Were all the facilities inside the
2 restroom in good working condition?
require comment when marked ‘No’

ves [1
NO ¥ gl o YT Ay S 1Y) 2

Jand plaall (8 < jueath gpea S da 35

FLusH NOT WLI0RKINGy

NA [ ey
3 (3) ok dmsall dclE 4 e (IS
36. Was the Mosque premises clean? YES e ( ), );.H ’ g LL‘;T:':'J\S%: .36
2 require comment when marked ‘No’ ~ NO O v s el st - 2
na [ gy
Comments: GUBadkall [ gadadll
FOR OFFICE USE ONLY Jadd agall e\.&iluﬂ
Aasall Jalal Ll e aall .
0, O H . “ ‘
fo ACTUAL SCORE | _ MAXiMum | vatuation: P

Approach and Cleanliness adldaill g ol Y |

Greetings and Initial Checks A5 Sl g cus T |2

Appearance and Behavior of cpilh el & gl s sekae |3

Staff

Service iadll (4
Cleanliness - Restroom and Clalealt — Adl il 5
Mosque aaaaall
TOTAL £ saall
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R T O SERIAL NO.

v = | 9|4

; Uyt s 7
Retail Sales Depa\ﬂmenr\'
LARd) el P’“’L - ,_49_' Y\

Cash Meso ADNOC
L8~
— -1
F/ STN. Code No. ......cccoccueuuennne Date ....cccoeirinnennne
LS - oy | A
Qty. Description Dhs. |Fils
Super 90 . ke Jy
Special 97 AV o par ) j
Unleaded e o S
Gos Ol J| ]
Kerosene 325

Lubricants g& ot 0 L/n D

LPG. bl £ i .
Special Prod. ; ; Lol Sl el ]

Car Wash Syt {
Cor Wash with Hot Wax 5o aad as jomeé

TOTAL /] et bo oD

Receiver's Signature .........[ ... L LT

Circulation: Original - Customer, Pink - filling Station
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