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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change PN Arab Research Center w
D ikl Emarat / D & 511/ <4 Eppco / Enoc I E d gt Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number

{005 | [ [ 1]

Gender Height Built _ [Spectacleg Beard | Mustachel j Ethnic Groups
TIMIS [T [MJF [Yes[No|Yes|No Yes | No |indian [Pakistani|Filipino [Expat. Arabs[ Others:

DDEDD[@DDIIIEDIDD O O

Western . . : . Umm Al . Ras Al Ly
EMIRATE Region Abu Dhabi Dubai Sharjah Al Ain Quwain Ajman Khaimah Fujairah
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
glT ¥ o[ [oks | &lL ol ol2 [1z.41 16!
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

VISITDDMDDV'S'TDDDDDD

1. APPROACH AND CLEANLINESS LR (I |
Scores Critical Areas gl il Ja\ai
ves id o 5 )
1. Was there proper sign to the Lube no [ y dihie Jo AVl dsalgdagd el g8 ds 1
changing bay? Sy
nA [ zhuy
) YES @ o
3 2. \é\:g:l:it;eéé%be changing area clean and NO D Y i ey Ak Cy e dikie S s 2(3
Na [ sy
ves [1

‘;;m}s”u)ﬂ_.)mdiqmuxsda 3

3. Was there any oil leaking and falling on
4 {0 the floor of the lube bay ? Nno B €y i s Ailaie L3 Y 4
va O seuy
vEs [d
21 4. Were the waiting area and table clean?  NO D y Siada; A Uall g jlUaiiVl dsdaie ClS Ja 412
A O sy
" e i ves [
2 5. Woa;ii;hge?telewsnon in the waiting room NO D 9 ¢yl A e b S il S Ja 5|2
nva [ suy
vEs @ = R
6. Was the board displaying complimentary [ g Lalilgle el Jldaslllcds ds 6
services neat and clean? fadudai g A4 e dyilaall ileaal)
na O sy
2.  GREETINGS AND INITIAL CHECKS Ay NSl g cun il 2
Scores Critical Areas Al alaall LAl
5|7 Was there any delay in approaching ves [] pr g/l b el gl dia g8 ds 7 3
customers? Nno [M y . SOl s Cala gall
8. Were you greeted in a friendly manner ~ YES K e Gslul) Al dh ca il B ds 8
(pleasant feeling)? Nno [ N ¢ (e
TS O il gall sl i g2 a8 2lay <Y 1)
51 If no, please describe behavior: Was it u‘ e L,é;\! j; ji.!i o “Is
arrogant, without any expression, normal Candt s $IE o
etc..... ‘ £
+ 1 +
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Scores Critical Areas Al Lol Jalasty
9. Did he guide your vehicle for positioning YES A ; Ll ) 3 ol L il o) LG
3 at the stopper and asked you to switch A ~ :“ oo ‘f .J o 5] & dé -9 3
the engine off? Nno [J ¥ e aall (ks o e calla 5l Gilayy
10. When asked by customer, was the ! IS da dsanll o Calh sl Jigue Lovic 1
5 attendant knowledgeable of different ves [d - :j:lk:ll - ‘ Jfl d:w_\ / ‘}.Tl .Xf‘.w e 10 5
grades of oil, filters and their relative Nno [ y 2T i toy. ny
benefits? Tlaie JS 23l g g
YES [X] : i :
4| 11. Did he offer the waiting area to you? NO E ?: SMBYI A8 je 6 Hny) dlle (a e da 11 4
12. Did the staff thank you as you were Yes [X pri ¢ on et o S Gl ol
4 leaving? NO D y f ool i Laiy Sy 5al e da 12 |4
3. APPEARANCE AND BEHAVIOR OF STAFF :&S\,&u\g Crdhh gall A 3
Scores Critical Areas Dt YLl Lalaalt
, YES o
3 13. Z\lljzsﬁtc:];umform of the attendant neat NO D YL ey Gl ealall s gl Gl AS Ja 13 (3
va [ saay
™\ YEs [0 .
3| 14. Was the attendant wearing visible ) No g ot A o g pall Gl sl (IS b 14 3
nametag? - ) o5 A Lgile
No_NBwg, BADGE N/A gy&m )y
YES o . P
3| 15. Was he able to communicate with No [] " Eo deal gl e 108 il gl S Ja 15 3
customer? ol
NA [ gy
vEes [
4| 16. Was staff courteous / friendly? Nno [ b Sledalfinga g Cala sall IS Ua 16 |4
J na [ sy
4. SERVICE Laall 4
scores " Ciicalareas T s Lldieyaa T L)
S ) e Baaill Gl gl G s 17
17. Did attendant check whether you need ~ YES i = uu)d i j‘d ¢ 1
3 top up or complete oil change? S0 ol S ALRY Flad s L 3
pup p ge- NO D y ¢ Sl
3| 18. Did attendant check with you whether ~ YES bS] px 25 S 1 Lad lie Cals sall 3ia3 s 18 3
only oil is to be changed or oil with filter? N O Yy € a5 I ol el )y
19. Did he check using gauge the quantity ~ YES }s] ari Al 3 5 e uliy ala sl B8 8 10
3 required to be topped up and informed g Gl S T G gl sl 3
you? Nno [J fellly lald 5 L)
,_ﬁ_,,,,,,,___’ R | i . ”SL\;_QL ! ljd,t -2
3 20. Did the attendant check for oil leakages YES E el uijfhu: ¢ b}:ij il 0 3
under your car from filter and drain boit? no [ SR A
oy 3l
3| 21. Did the attendant drain the used oil YES P Jeaasall 3l IS it (ila gall A4 da 21 3
completely from your car? No [ y Sl Jw (pe
2| 22. Did he ask whether you want the engine  YES o Al el due yp o o) el o 22 5
to be flushed and did it if you agreed? NO E] N Suligd) oo Jla &Sy
3| 23 Did the attendant fill the correct grade as  YES [l Gl /e B ALl Gala gl 5 Ja 23 3
you requested? Nno [ v el Al daaiall
2




Scores Critical Areas At LAl g
24. Did he request you to startengine and  ygg B s oS o, dnal dsdin o o dlie ulla Ja 24 3
3 Li?r\mlti E|’tsr?unmng for one and a half vo [ g S Ao 3ol i) dlla i
25. Did the attendant ensure that the carter YES E o u)“ el s ol o «_daydl ASb P25
3 . bolt is tightened and there are no leaks? o s Gl 4y Ly * hua A 3
no OO ¥ N
26. Did attendant carry out the following Liladl cila gadll ¢l by il B s 26
complimentary checks: sagiul
ves I
31a. Battery Water top up NO EI b} Ay el ela Adlial 31a.
na D] sy
ves IXI  m
31b. Coolant Water top up no [ y coolant/sdl e dilal  31b.
nA [ sy i
YES id o Y AS el JI Jlen )y Al 31c
31c. Auto Transmission Fludtopup  NO [ y O st ) :
na [ sy
YES o
31d. Brake Fluid top up no O y Jal il cyj sl 31d.
na O sy
ves b~
31e. Gear Oil top up no [J y o el cuyddla) 31e,
Na [ sy
YES ol
31f. Air filter cleaning vo O ¥ el als B,
nA [ abiy
ves 1~
31g. Wiper Water top up no [ y ol e ols il 31g.
na [ sbuy
YES pxi
31h. Clean engine using air gun NO D N el e alaaialy o el Caplat 31h.
na L] sy
3| 27. Were any of your questions related to :lf)s % ?: Adlaiall il (e (s L,Jf: 5‘-.3\—?-}1\ u-w s 27 3
lube change answered? Cu el ddeny
na [ ssiy
3 28. aig él;? gtaff place the mileage sticker in ::)S % f: J—cﬁamjﬁi@ﬁj;ﬁ 28 3
' vA [ sy £l
ves B
4| 29. Were you offered a receipt voluntarily? ~ NO O ¥ S LA a3l Jasgelle (mye B 2914
nA [ sy
5.  REST ROOMS AND MOSQUE saeuall g (alaad) feull 55) i i g 5
Scores Critical Areas Agabutl SYlpal) Laladt
3 30a. Were they adquately stocked with all YESE e g pall e 3liall aaans 8 e S Ja . 30a 3
necessary supplies such as soap? NO ¥ Shsball Jio
na O sy S
3
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Scores Critical Areas L) PR
ves [
30b. Were they adeqluately srt]ocked with all no [OJ P; Losal) Gl il geny 3 3¢ <ilS Ja 30b
necessary supplies such as toilet tissue? Cudl il (3 Jia
nva [ sy ==L o
30c. Were they adequately stocked with all ves [1 pad s pall il il wians 3 e <ilS Ja.30C
necessary supplies such as paper towels? S48, ol Cidliall Jia
(paper. towels are not required where fully no [ Y Clidase g5 vie &gl e 4 ) adliall)
operational hand dryers exist) N/A m Gabiy ¥ (Y1
31a. Were sinks clean? YES m i L. ! .“,,“,f"f‘u‘ uls “h. 31a
require comment when marked ‘No’ Nno [ ¥ el o2 MY Y s 1y
NA [ guy
31b. Were mirrors clean? YES E pd L. ?',.,‘ .,; \f‘fn uE dA. 31b
require comment when marked ‘No’ no [ ¥ Tl (o2 Y Al cals 1)
NA [ gy
31c. Were hand dryers clean? YES g . c bh ééf,y‘ﬁw'y uLS d“ 31c
3 require comment when marked ‘No’ no [ ¥ gl o T ALY s 1y 3
nva [ sy
31d. Were dispensers clean? YES P wj‘m Uﬁ\"f“ ,,L'iLL"SLA quS JA. 31d
require comment when marked ‘No’ no [ b el o MY Aa Yl cals 1)
nva [ gy
ves[H
31e. Were toilets and urinals clean? Nno O N fagla Jall 4 cul Ja 31e
nva [ ghuy
32a. Were doors clean? YEs X o Lo ’ ",,. .,,"f\ ! uﬁ's d“. -32a
require comment when marked ‘No' Nno [ b Trasill (o2 YT ALY cals 1y
NA [ gy
YES a2
32b. Were walls clean? Nno [ y fagdas Slaall S Ja 32b
va O iy
YES pad
32c. Were ceiling clean? Nno [ ¥ fada ) IS s 32¢
na [ gy
YES pxd
2| 32d. Were vents clean? no [ ¥ Yaads; Mball S gy 32d | 2
na [ gy
32e. Were floors clean? YES E pu oAl mé&,.q}f}%ﬂ‘ _uxs JA‘ 32e
require comment when marked ‘No' no [ ¥ R
NnA [ sy
YES ord
32f. Were baseboards clean? NO Y $a8da sac 8l & o/l )5 S s 32f
NA [ sauy
YES a
32g. Were grout clean? NO D b feagday L3 € s .32g
nva [ gbyy
4
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Scores Critical Areas kol ¥l Lail
ves kI
33a. Were trash containers clean? no [ 3 fagda; Al cily s i€ by 33a
) NA [ gy )
ves A
33b. Were trash containers not overflowing? NO o = fhcali e ddadll s cils & .33b
NA [ sy
ves[@ w0 _
2 34. Was the restroom smelling clean & no [ N h O5n) Lliniay Aidai dleal) Aadl ) CuilS & .34 2
fresh (without any offensive odor)? ekl o Ay S An3l
NA [ gy
; Jand plaall 3 <l eal s S b 35
35. Were all the facilities inside the YES ;E P . 2 tmo::dsm
restroom in good working condition? L. % e
2 require comment when marked 'No’ no [ ¥ grasill o2 MY ) cals ) 2
NA [ gy
p 3 (3) b daadll Aeld i S
36. Was the Mosque premises clean? YES P ( ). ,:’d\ ' ,,:; Ai‘“;“u\sﬁ 36
2 require comment when marked ‘No'  NO O v grast o> ol A 2
NA [ @by
Comments: scaaMall [ gaadll
FOR OFFICE USE ONLY Jadd uigal) PAREN
FINPRTR R ] LA JeY) aall .
Y : ion: il
to ACTUAL SCORE MAXIMUM | EValuation P

Approach and Cleanliness

aaaall 5 b YY1

Greetings and Initial Checks

A Sl 5 s N 12

Appearance and Behavior of
Staff

il all s ea |3

Service iaxall |4

Cleanliness - Restroom and Slalaal) — ALkl 5

Mosque daaall
| TOTAL & saaall
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oo i sin  MARIAW L 21
1ABT-AL _ ATIN ROAD

ABUTDE

S/

| 1

S 917

0/5]

ADNOC DISTRIBUTION
ABU DHABT

DESCRIPTION
VovagrSi lverilL
Coroalla/Camry
TOTAL

CASH PAYMENT

You were servedq by Operator

DATE 05,/09/2012
THANKS

Qry
4,00
1,00

16:02

PRICE
14.00
25.00

1
T2 $3 01

TOTAL
56.00
25.00
81.00

81.00

2442

FOR SHOPPTING. .







