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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center w
Ociuwemarat 10O @ Eppco / Enoc / g Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
2032 | Loaka Yool | €aco | Aol [ Mo wawme \o&dlcﬁé | |
Gender Height Built Spectacless Beard | Mustache Ethnic Groups
TIMJ[S|T [MJF [Yes] No|Yes] No | Yes] No [indian [Pakistani[Fiiipino [Expat. Arabs| Others:
EIIDEIEIIE]EIIZDDE]EID O O
EMIRATE V;:;’Ii'n" AbuDhabi |  Dubai Sharjah Al Ain g‘:x‘ai’:" Ajman Kﬁ:?mA'ah Fujairah
0 K W | O O ] ] O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
elg (1 |3 ol b L€ &3 loo O |6 6|2 |19:30]\8:46
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
ST O 0O 0o VvesT O 0O O O O a
1. APPROACH AND CLEANLINESS 43Ual g.,aijé‘g\ A
Scores Critical Areas ) ¥l Llail
ves I  w o = .
1. Was there proper sign to the Lube no [ q dihia e Yl daialgdad i glS da 1
changing bay? Sy W Huas
va O abyy
. YES o
3 2, X\:g:ntigzclﬁ?be changing area clean and NO D ¥ e ik eyl i dikie il Ja 2|3
wa O sdiy
ves [ . ,
4 3. Was there any oil leaking and falling on NO N e as gy cuill Gy o s S da 3 4
to the floor of the lube bay ? Sy Mt Addaie 8 G Yl
na O sy ’
vEs I
2| 4. Were the waiting area and table clean? NQO [] ) Sagydas A glall y syl dalaie cilS Ja 4 |2
na [ sy
o N ves [
2 5. VWVOarii:;e?telewsmn in the waiting room NO D N § WY1 A e 8 Jars (il IS Ja 5 (2
nva [ shny
ves [ o e .
6. Was the board displaying complimentary ' q Ll lgle el Al daslll ciS a6
services neat and clean? faalsi 5 A0 ya Alsall coleaaldy
na [ sy
2. GREETINGS AND INITIAL CHECKS A clsndl g qua S 2
Scores Critical Areas Apalal) Y Laalt Jalaily
3|7~ Was there any delay in approaching ves [] px a8 & il gl @i S da 7 3
customers? NO [A Y ol san Cals gall
8. Were you greeted in a friendly manner ~ YES pr by, ah il da 8
(pleasant feeling)? NO E] b ¢ (coie
S Ja ils gall &gl Ciua g a8 2l y Y 1Y)
5| If no, please describe behavior: Was it u‘ ‘e . Ljdjx . ’j; . j;i o3 J‘ e 5
arrogant, without any expression, normal @ R o0 I (0502 .o
etc..... , ¢
+ 1 +
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Scores Critical Areas Agalallt ¥Laal) Jalail
9. Did he guide your vehicle for positioning ygs [ ; Gall &, 3 ol Ly Cals ol A\
3 at the stopper and asked you to switch ¢ ::: ‘L‘J o “{‘AM ;iL, . Cj‘ ¢ L:]; 9 3
the engine off? Nno [ Yt el ki TR S (A
10. When asked by customer, was the YES e OIS da cJraall (e alh gl S Ladic 10
attendant knowledgeable of different P 4 Ll
5 ; e . . u\_).\hﬂju};‘)ﬂul_.\Ja/z\y MXM(.‘S 5
grades of oil, filters and their relative Nno [J y - o i
benefits? fleda JS il 4h
YES [X] i .. .
4| 11. Did he offer the waiting area to you? NO ?: SoUanYl A e 4 UiVl elle a e Ja 11 |4
12. Did the staff thank you as you were YES o N . st .
4 leaving? no [J g fold S laip ] Sy alagdl B da 12 (4
3. APPEARANCE AND BEHAVIOR OF STAFF :3453&.43 CndBgall jelhe 3
Scores Critical Areas F IR EAN PO Jataih
. ves I w
3 13. Z\I/Ssﬁt:;’)umform of the attendant neat Nno [J Y LS el i bl L S 13 (3
va O sesy
Yes B . _
14. Was the attendant wearing visible oy A8ty (55 5 3 5a sall Cila gl IS b 14
3 NO ] . 3
nametag? ‘e a5 47.4-\@);
va O ssey 06 uamo adoe- (12
ves X . s
15. Was he able to communicate with o dial gl e 108 Gaba gl (S Ja 15
3 customer? no [ ¥ P 3
. s
na O by
YES pes
4| 16. Was staff courteous / friendly? Nno [ ¥ Sladal/la 50y Cala gall S Ja 16 |4
nAa [ by
4. SERVICE dasdll 4
Scores Critical Areas L) Ll LIy
; 23S O ol Baadll Cals gl al8 .
17. Did attendant check whether you need YES px u-‘ Uuﬂ P }A f A7
3 top up or complete oil change? ) opd ol i ALY gliad s ) 3
p up p ge: NO D N ¢Sl
3| 18 Did attendant check with you whether  YES prd A 7 S 1) L lia ala gall (38a3 Ja 18 3
only oil is to be changed or oil with filter? g [] y € a5 oy 30 o Jadd o W s
19. Did he check using gauge the quantity ~ YES prd Il Sl (5 e Gully il palf B8 s 19
3 required to be topped up and informed g A 3 A e panll alaall 3
you? no [ ellyy dlall y gl
PO Gl ol e Al cala gall B8 Ja 2
4| 20. Did the attendant check for oil leakages ~ YES X oo u,f; e Al e ’\iﬁ e 0 3
under your car from fiter and drain bolt? = v S e e =
ey
3| 21. Did the attendant drain the used oil YES pd Jentuaall cy 3l JS o i il sall B8 Ja 21 3
completely from your car? Nno [ y bl s (e
o | 22. Did he ask whether you want the engine ~ YES p Gl el Juue y 5K ) el Ja 22 2
to be flushed and did it if you agreed? Nno O N fuliddl o Jla S el
3| 23. Did the attendant fill the correct grade as  YES X pd Cllds jfe 5 ALl Calagall W6 Ja 23 3
you requested? Nno [ y flgidh Al dapaall
2
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Scores Critical Areas Al St Lalaih
24. Did he request you to start engine and  Ygs pad 4S5y o jadll Judiia a8 o flie il Ja 24
3 leave it running for one and a half . 3
minutes? no [ ¥ fbni s i Badd Sl Al (8
3 25. Did t_he_attendant ensure that the carter YES pu ui::ﬁd)ruﬂi\:k j‘_\iﬁ 25 3
bolt is tightened and there are no leaks? NO D y j i ? *"c.\.,:)ﬂ
26. Did attendant carry out the following Aol i gadll o) ol cala sl JB3 Ja 26
complimentary checks: -adul
ves O
31a. Battery Water top up NO EI K g sl ele il 31a.
na D abiy
YES pad
31b. Coolant Water top up no [ b} coolant/a yall Lo 2iLa) 31b.
na [ iy
ves O = ]
31c. Auto Transmission Fluid top up NO D b A )LZ’:;::;)’ 31c.
na [ by i
ves Xl
31d. Brake Fluid top up Nno [ N ol jill oy dila) 31d.
na [ seny
ves L1
31e. Gear Oil top up no O k| oA [l oy Al 31e.
na DR sy
ves [A
31f. Air fiiter cleaning no O y ol ks 31f,
na [ sdyy
YES o
31g. Wiper Water top up no O y ol Cialiual ol il 31g.
na [ abuy
ves =
31h. Clean engine using air gun NO D ¥ elsedl etie alEL A jall Caai 31h.
nva [ sbuy
3| 27. Wereany of your questions related to :ZS S e’; daleiall il (g sl ulc ‘17\\4?‘ ‘—‘:‘u ds 27 3
lube change answered? Syl uad Aalany
na B sy
3|26 O (t;l:: staff place the mileage sticker i :lis E : Aiﬁmﬁ:ﬁjﬁf;im 28 3
' NA B sy 95l
ves O =
4| 29. Were you offered a receipt voluntarity?  no [ ¥ Gl il Jagelle e o 29 14
nva B gy
5.  REST ROOMS AND MOSQUE sdaaall g (alaadl fal 55) Aal M g 5
Scores Critical Areas I A AN PO PATH]
3 30a. Were they adequately stocked with all ves X ™ 4y 5 il il Yt auaa 5 360 S Ja 304 3
necessary supplies such as soap? NO D ¥ o siall Jia
nAa [ adiy S5
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Scores Critical Areas Dl ¥l PR Y]
ves [d
30b. Were they adequately stocked with all no O r“; sl il el mans 3 e ilS Ja 30b
necessary supplies such as toilet tissue? t—uﬂ il (5599 Jie
NA [ sy
30c. Were they adequately stocked with all ves W A sl el & 8 e S Ja 30c
necessary supplies such as paper towels? NO D y ) adliall Jia
(paper towels are not required where fully Cldae 855 die 4glhe ye 44, ailiall)
operational hand dryers exist) NA X sy (AV1 A
T N SR xadl i
31a. Were sinks clean? ves X] pr ol _"y:’_jfl::;ruslsd? ‘316
require comment when marked ‘No’ no [ ¥ gl o MY Ay s 1y
na B Gauy
: 20 Ul oS
31b. Were mirrors clean? ves [d px ol g :J:Yr’f KJT.‘.31b
require comment when marked ‘No’ no [J b e E eyl S )
NA [ gy
v, . ?- . 1. B | e " '\S
31c. Were hand dryers clean? YES s . “‘“Lu ‘;Jf,\ij,, h:;;_f 'Lsd: !'31‘:
3 require comment when marked ‘No’ Nno [ Y sl o MY A cilS 1)
NA [T gy
; gk ) Ll KL
31d. Were dispensers clean? YES = . ,’| Uﬁﬁ,ﬁh{iyﬁ \SlsdT "31d
require comment when marked ‘No’ Nno [J b sl o> G oSy
nva [ gy y
YES o
31e. Were toilets and urinals clean? Nno [ N faal Sl LSl cils Ja 316
nva [ gsuy
. [P T N ey
32a. Were doors clean? YES o ol '%ﬁ‘ff‘;‘u&g&: ‘328
require comment when marked ‘No’ no [ N cra sl o2 MY L) cals 1)
NA [ Gy
ves ]
32b. Were walls clean? no [ b faaki GUandl cotS Ja 32h
NvA [ ssuy
YES pad
32c. Were ceiling clean? Nno [ ¥ feahi Gl S s 32¢
NA [ gy
YES pai
2| 32d. Were vents clean? No [ y Sayla; MLl S Ja 32¢
NA [ sbuy
: faadas Claa )Y Cails
32e. Were floors clean? ves B Sl o ,,?,L,’hf’fw wlsd?‘.326
require comment when marked ‘No' no [ Y g sl o YT ALY s 1y
Na [ gyy
YES ari
32f. Were baseboards clean? No [ N Ak 320l o lailadl 51 culS Ja 30f
na [ gbuy
ves Kl o
32g. Were grout clean? no [ ¥ feanlai Ja3Ull 1S .32g
NA [ gy
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Scores Critical Areas Al ) Jatadly
ves
33a. Were trash containers clean? NO D 3 iyl dabasll iygls <ilS Ja 1332
NA [ ey
2 ; 2
YES pad
33b. Were trash containers not overflowing? NO D ¥ Piiails pe Aaladll cilygla <iS ds 133b
NA [ asuy
ves W s .
2 34. Was the restroom smelling clean & NO D N QS‘ O Aala Aigha plaadl da3) ) cuils da 34 2
fresh (without any offensive odor)? ) olasdl 8 Ag S Aail
NA [ gy
3 Jand alaall & <l gl s> S Ja 35
35. Were all the facilities inside the YES p et = e it
restroom in good working condition? L. o I
2 require comment when marked ‘No’ no O ¥ sl o2 MY Y IS W 2
NA [ ey
; 0(3) ki daweall Acld g e O
36. Was the Mosque premises clean? ves [ ( ). };“ ' ,,;’, &L“;T‘ff\sﬁ 36
2 require comment when marked ‘No’ no [0 ¥ st > el 2
NA [ gy
Comments: scsaadtall f galail)
FOR OFFICE USE ONLY Jah Cigall aladiuy
Alyuuall BUALY Lial oY sl .
Y : ion: - andil)
fo ACTUAL SCORE MAXIMUM | Ealuation P
Approach and Cleanliness Aallaill 5 ol Y 1
Greetings and Initial Checks | ¥ lSudilly cya il 12
gi)a[?arance and Behavior of il sl gl s sedae 13
Service ka3l |4
Cleanliness - Restroom and Silalaal) — Al |
Mosque dacall
TOTAL & gaall
5 +
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[ X
by
Wy e il by
{

MAHA'WT SoS 217
ABU DHART - Af ATN IROAD
ADNOC 1D rC‘TR] BUTTON
ABL DHABT
DESCRIPT [oN Y epice TOTAL
VovagerBronzd 1OG 50 05 50,00
Vovegerfironzil LO0  13.90 L300
TOTAL 6:3.00
CASH PAYMENT 63, 00

*a COPY  ww

YOu were served by Operaty 1 ]
DATE 18/06/2013  1y. 51486 253 01 4774

THANK S = OR

S"HOPP],P\IG .
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