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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center E
O < u Emarat 10 g Eppco / Enoc / b Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
1059 [ [ [ ] ]
Gender Height Built _ Bpectacleg Beard | Mustache| Ethnic Groups
M TTM[S | T M JF |Yes|No|Yes[No}Yes] No |indian [Pakistani]Filipino [Expat. Arabs| Others:
DDEDD-D XNOXOXR O O O O
EMIRATE ";:Z‘;:‘" Abu Dhabi |  Dubai Sharjah Al Ain g’l‘l‘v';‘aﬁ: Ajman K'::ism’:'h Fujairah
O O O O O | O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
qah gl ozl 2]lo]lajé6 | oJO ]| ©| 2 |l6-0016
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday | Monday | Tuesday ['.“.‘ dnesday ] Thursday [ Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
visIT it | O O 0O O O O

O 0O X O 0O

1. APPROACH AND CLEANLINESS

(A g GiEY 1

Scores Critical Areas FIIA AN P Jalail
YES [X é“"
1. Was there proper sign to the Lube no [ dahic e YAl daial g da 5l dla GlS dﬁ A
changing bay? Syl s
wva O _,-Jau ¥
. ves i
3 2. \é\:g:;gzggbe changing area clean and NO D Y e ik cyjll i dikiecilS a2 (3
nva O sbay ‘
ves [ . . C
4|3 Was there any oil leaking and fallingon e N e de dyycuill cpud gl glSda 3 4
to the floor of the lube bay ? ey M et Ashaia B Y
na O sbsy ]
ves d =~
21 4. Were the waiting area and table clean? NO O ) faaydas A3 dall Uyl dshie cilS s 4 (2
na [ shiy
w YES oxd
2 5 Woarii;ge?televm[on in the waiting room NO D N ¢ Yl 4 e Jens s il S Js 5 (2
nva [ gany
ves A s s
6. Was the board displaying complimentary ] q Lddlgle jeln sl S da 6
services neat and clean? $aadad g A0 ye Aglaadl Claaadl
na [ iy
2. GREETINGS AND INITIAL CHECKS S Y il g e Sl 2
Scores Critical Areas Aaball) @Yl Llail
3|7 Was there any delay in approaching ves [] px a8 & ali o dlla QS a7 3
customers? NO [ Yy ol e Cals sall
8. Were you greeted in a friendly manner ~ YES & pa skl L35 a8k com il s 8
(pleasant feeling)? NO D Yy ¢ (g
1S Ja tals gall & gl Cia g a8 2lay Y 1Y)
5| If no, piease describe behavior: Was it Lj e . \:;;& . j:; j:“:j 9.' J, ‘15
arrogant, without any expression, normal GRE R 08 O 05 2 e’“‘“@;
etc.....
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Scores Critical Areas FI P P BATH]
9. Did he guide your vehicle for positioning  ygg X : Gl S el L il o G
3 at the stopper and asked you to switch F~ :: “.J o lelal.:g_il, j Lﬁl P.L;h 9 3
the engine off? No [J Y e aall il mta g 5 el ey
10. When asked by customer, was the v . IS cdaell o il gl Jgus Loxie 10
5 attendant knowledgeable of different YES i :“ljﬂ:)]‘ o )S" d:‘: / ').?J 'S?'“ e ) 5
grades of oll, filters and their relative No [J v T i &of . i
benefits? fleia JS 2058 4
YES X ; .. .
4| 11. Did he offer the waiting area to you? NO E “: SOV A e G jlaYi dlle jaye b 11 |4
12. Did the staff thank you as you were YES TP C b
4 leaving? No [ g F b3 S ey o S5 alasall pli Ja 12 (4
3. APPEARANCE AND BEHAVIOR OF STAFF S g (ol gall HBa 3
Scores Critical Areas Aabad) gl PATH{]
_ YES B
3 13. Z\I{Ssﬁt;;?umform of the attendant neat NO D Y 0y Gl el Gl sl Gl S ds 1313
NA O aauy
vyes I B .
14. Was the attendant wearing visible Oekas A8l (5 5 393 sall ol sl IS Ja 14
3 No [] ¥ , 3
nametag? $z a5 danl Lgale
couLD NOT READ NAME  NA EJ suuy
YEs 4 ) o
15. Was he able to communicate with g dalsill e 150l ol gl S Ja 15
3 No [ ¥ . 3
customer? oM
NA [ gy
YES o
4| 16. Was staff courteous / friendly? No [ N flaal/lagn, cala gl K Ja 16 14
Na [ ey
4. SERVICE sl 4
Scores ) Critical Areas Al @Yl Ltall
~ : ZlS ) e Gaailly ala ol W6 Jy 17
17. Did attendant check whether you need ~ YES X o TR )’J . }d ¢
3 t lete oil ch » ‘Jﬁ)ﬁu?‘qu‘ﬂuych&Jwa\ 3
op up or complete oil change? No [ y sl
3| 18 Did attendant check with you whether ~ YES pa 8 S 3] Lagd e Cals gall 38a3 Ja 18 3
only oil is to be changed or oil with filter? Ng O N € a5 3l Bl dadd oy N s
19. Did he check using gauge the quantity ~ YES [X] and el il o3 (6 e Gl Cala gl B8 o 10
3 required to be topped up and informed G A &S I el il 3
you? NO [:l ki eelly elalif Lgslin)
O ol el e sl il sall BB Ja 20
3 20. Did the attendant check for oil leakages YES m g A wﬁ;ﬁi} A e sj\ijfl, s 3
under your car from filter and drain bolt? NO D y B vy )
21. Did the attendant drain the used oil YES [X P sl 3 US a8 Calasall A5 o 21
3 , i 3
completely from your car? No [ Yy b Jlas (o
5| 22. Did he ask whether you want the engine  YES B iyl dae xS ) @il Ja 22 2
to be flushed and did it if you agreed? No [ y felidd] go Jla A lly
3| 23. Did the attendant il the correct grade as  YES [X pxi Sl Aa o/ 5 ABla ik sall JlE o 23 3
you requested? Nno [ y fleidla il dapmaall
2
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Scores Critical Areas ] Al ciLaall pATHY]
24. Did hg reque?st you to start engine and YES g o a8 Ty & el S o dlie il Ja 24
3 leave it running for one and a half MR el % . 3
s vo OOy uai s i 5adl Jpill Ula b
3 25. Did (he.aﬂendant ensure that the carter YES E o uﬁﬁﬁﬁﬁﬁlﬁfjiﬁ 25 3
bolt is tightened and there are no leaks? Nno [ y s
26. Did attendant carry out the following dpladl Clia sadll ol ol cabasall Q8 Ja 26
complimentary checks: sa il
ves A
31a. Battery Water top up no O 3 A othadl ele dils) 31a.
na [ gy
YES ol
31b. Coolant Water top up no O b coolant/suall ele ddla) 31b.
na [ asiy
YES R }
31c. Auto Transmission Fluid top up NO D b i e ’LP HU ML"‘ 3te.
(0 35anasl 5t
va [ absy
ves M a
31d. Brake Fluid top up no [J ¥ do il cyyils) 31d,
wa [ assy
ves 4w
31e. Gear Qil top up no O b o Al /el 2y ddlial 31le.
na O sy
YES pal
31f.  Air filter cleaning no [ y ol licabn  31f,
na [ sy
YES a
31g. Wiper Water top up NO D ¥ zla sl Cilatiud el 2dLal 31g.
na [ sy
ves I
31h. Clean engine using air gun no [ Y elsall etua ahaniidy o jaall caulai 31h.
nAa [ msy
] :
3|27 Were any of your questions related to :I‘(E)S e: Aalaiall @lilind (e (gl &s 3?\—7&1‘ «-w d 27 3
lube change answered? Sy M uad dlaay
nva [ ssy
K7 s . . . 1. .
3 28. aig (t:t;? ’?taff place the mileage sticker in ;E)S e: Jmﬁmﬁ:ﬁ:ﬁf)‘jﬁ 28 3
' nAa O sy 5
ves ) =
41729. Were you offered a receipt voluntariy?  No~ [ ¥ S Miul g e ympe do 29 14
nva [ adsy
5. REST ROOMS AND MOSQUE sdneall g (plaadl fell 3) Aal N g L5
Scores Critical Areas Taabuad) el PATH]
3 30a. Were they adequately stocked with all YES % = Ay pall e Yl arans 3 e cilS Ja 302 3
necessary supplies such as soap? NO ¥ Cosball Jie
va O aduy a—
3
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Scores Critical Areas EII | N PR | AR
YES i
30b. Were they adequately stocked with all P: Aol Sl Sl aiang s jeae cilS Ja 30D
necessary supplies such as toilet tissue? NO Caltgill (3599 Jia
na O sy
30c. Were they adequately stocked with all ves X i Agpall e jlidll & B e S b 30c
necessary supplies such as paper towels? No [ N 048 ) o) Chdliall Jia
(paper towels are not required where fully Glitaa ¢ e 4ygllaa e 48, Cailiall)
operational hand dryers exist) na [ abyy (B
W, R faaulat Juladl culs
31a. Were sinks clean? YES IX o ol ‘"\('tuyﬁ 'lsdT‘ |'31a
require comment when marked ‘No’ Nno [ ] el o2 2 cus )
NnAa [ gy
; AR RPUURERT
31b. Were mirrors clean? ves B i ol o 3 t:lyr\f 'LSdT' |'31b
require comment when marked ‘No’ no [ ¥ ool 2 Sl i
NA [ aayy
: faadas saY) Cliiaa cailg
31c. Were hand dryers clean? YES E Lo ) - év}f‘i{':_,\_;yrf .tsd?‘.31c
3 require comment when marked ‘No’ no [ ¥ ot ST S
nA [ gy
i SAadni 4 gleall GliSle calg
31d. Were dispensers clean? ves [ e . J:\—Sl o ,,y,:_;_‘L\yr‘f _SJT.J\‘Md
require comment when marked ‘No’ Nno [ Y (Gt ekt o PR
NAa O gy
YES pad
31e. Were toilets and urinals clean? no [ ¥ Pk Joaill Al il Ua 31e
NA [ sy y
¢ R faaadas b Y cuils
32a. Were doors clean? YES X o '"y" 'I«_,}llyluj ~1sdT;|'3za
require comment when marked ‘No’ no [ ¥ o i
va [ gy
YES p
32b. Were walls clean? no Oy faika gl cilS da 32b
NA O gy
ves X
32c. Were ceiling clean? Nno O ¥ fudas il S s 32¢
NA O gy
ves Bd
2| 32d. Were vents clean? No O Y fasulay Ml S s 32d
NA [ gany
: faih Cilua Y1 Culs
32e. Were floors clean? ves P o i .,?.."in W‘SJTM.SZe
require comment when marked ‘No’ no [ ¥ S AR
Nna [ gy
ves A
32f. Were baseboards clean? no [ ¥ fagdai saelsl) o~ o /Liladl )5 culs Ja 32f
NnA [T iy
ves 4
32g. Were grout clean? NO D ¥ Sk LU S Ja .32g
J va [ gy
4
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CSA WHS WEPRING NBME ThG RUT

+ 5 +
Scores Critical Areas FENIR LR PO PATN]
YES [X] i
33a. Were trash containers clean? NO D b faauda; dabadll cilbsla S Ja 333
NA [ gy
2 = - 2
YES o
33b. Were trash containers not overflowing? NO E] b fiaily e ddladll clgla ilS Ja 33b
NA [ iy
YEs [ L ]
2 34, Was the restroom smelling clean & no [0 ¥ sl On) Aniay Al sleall 4l ) i< o 34 >
fresh (without any offensive odor)? plonll B A S AaS
NA [ by
; Jaxs alaaldl & b aeadl) aen i€ Ja |
35. Were all the facilities inside the ves I penteet S g di; 35
restroom in good working condition? . w4 e
2 require comment when marked ‘No’ no [ ¥ g sl (2 YT ALY s ) 2
NA [ gy
3 £(5) Caass aawall A28 e oS
36. Was the Mosque premises clean? YES D P ( )‘ :\ ) ,,:; ,L‘;’uf&ﬁ 36
2 require comment when marked N  NO [ ¥ gl o T ALY S 2
NA DG Gy Y
Comments: sCBadlall [ galadl)

CovLD NOT

READ NBAME

FOR OFFICE USE ONLY

L8 CiSall aladiud

Uyuual) Lokl Ll e aal)
9 : luation: ||
f ACTUAL SCORE maxiMum | Fvaluation i
Approach and Cleanliness Adaill 5 ol yBYH |1
Greetings and Initial Checks | #sY! Sy cam i1 (2
é{)apf?arance and Behavior of il sall A gy el |3
Service deadll 14
Cleanliness - Restroom and Gilalealt — Adldaill 5
Mosque el
TOTAL £ saxall
+ 5
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SERIAL NO.

10| 5

y los

Retail Sales Dequ__}rtment @ |

i L <gadl
Cash Memo  ~ ' ADNOC ,

F/STN. Code No. ...... TNy Dotego/ag ..... 1%
S S 3t )|

Qty. Description Dhs. | Fils
UG98 A 38 Jg
ULG 95 . AV o g5 do A

\/V Gas Oil M G'AQM} Jdps _“
Kerosene S’/L( Nar v &:-«J,:S. rﬂ

Lubriconts . o) !
LPG. Blies . #|2¢C V7

| Special Prod. Lol ol gl ’ / |
Car wash 3 e e ’ :
Car wosh with hot wax ;&b C',":' ¢ J '
Cor wash manual ‘-S‘,-\-_DJ-_—-'P

TOTAL ] g

RecejversSignature

Circylation: Original - Customer, Pink - Filling Station

£ gl i TITOR LS WITTHL/VITTTTLS6 AT ila i - Mo pis ot
Advioc Distribution PO sox 4188, Abu Dhobi U AE. Tek 6771300, Fax: 6722322 / 6722244, Telex: 22358 FOUISTEM
Coble DISTPET, Email: i di oe, Websim: dnocdi \(o_o.
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