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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center &
DC-\UL:) Emarat /D <53/ S) Eppeo / Enoc Im 41 Adnoc
SHOPPER CODE DATA ENTRY EDITING ] CSA SR. #
/89 Name Number Name Number | Name Number
Proam 525 [ABOkpayg | [FB 1
Gender Height Built Spectacle  Beard Mustache] Ethnic Groups
M ] F [TIM]S|T [MJ]F |Yes[No|Yes| No|Yes]| No |indian [Pakistani]Filipino [Expat. Arabs] Others:
ROORODOOROOROROR K O O O O
EMIRATE V;z;tlg:‘ AbuDhabi |  Dubai Sharjah Al Ain o | Aiman cas M| Fuiairan
O X El O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
gy el ole[olq [1¥d =1 e V| ol ketig 12043
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday [ Sunday | Monday | Tuesday lWednesday] Thursday | Friday
TIME OF | 10:00 | 13:00 [ 17:00 | 20:00 | 24:00 | DAY OF

VISITDDDD[X]V'S'TDDDE]DD

1. APPROACH AND CLEANLINESS R ELH Y 1
Scores Critical Areas Loulet ¥Lpall Ll
YES L - .
1. Was there proper sign to the Lube no [ g dikia o AYMdsalyiadelia S Ja 1
changing bay? ey M Huas
nva [ ssuy
. YES pad
3 2. \c/)\rlgsr:iizé%be changing area clean and NO D Y e did e W s dikie cilS a2 |3
na [ skuy
vyes [ . .
4|3 Was there any oil leaking and falling on NO q e 4o gy cuil i gl s G da 3 4
to the floor of the lube bay ? - Sy 3yt dsdata & )Y
Nna [ sbsy ’
YES oo
21 4. Were the waiting area and table clean? NO [] Y gyl A1 Ul syl ddhie S a4 |2
nva [ sssy
o - YES [X
2 5. \\/Ivvoarii;hge?telew&on in the waiting room NO D ¥ ¢ Y1 A 2 3 Jany il S da 5|2
va O sesy
ves [ s s
6. Was the board displaying complimentary ] g i lgde pedai ldalll culS da 6
services neat and clean? faalni g A0 ye Aplaall Cileaadl
No 60ARp NA X sy
2. GREETINGS AND INITIAL CHECKS g Sl s qua il 2
Scores Critical Areas Al Lol Jaladl)
3| 7. Was there any delay in approaching ves [] e /e 81 b el gl dlla S da 7 3
customers? NO [X Y ol gad Cala gall
8. Were you greeted in a friendly manner ~ YES p Galul) Aoyl hcua sl s 8
(pleasant feeling)? Nno [ Yy ¢ (z s
TS Jb il o) ol Com g1 8 2a <Y 1)
51 If no, please describe behavior: Was it u‘ e . \:‘;l . )j; . j:;: £ o 5
arrogant, without any expression, normal @t o DI o" 2
etc..... e
+ 1 +
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Scores Critical Areas Ll ¥l Jadl
9. Did he guide your vehicle for positioning ygg [X] i Gall A 3 s o ol ool A6

3 at the stopper and asked you to switch ] = :; ff o "T‘&:i ) :j‘ R.L_:S“ -9 3

the engine off? O ¥ Tl ik Rl 3l iy
10. When asked by customer, was the . HS da edrandl e s gall s Lodie 10
attendant knowledgeable of different YES m e ‘fhu . ) . < }d f“

5 : . ; < alall gy 3 s o fe ) il Cilingg e 5
grades of oil, filters and their relative No [J N g o N
benefits? flate JS i 4

YES = .
4| 11. Did he offer the waiting area to you? Ll e SoauYl A e 4 Uiyl elle am e Ja 11 |4
Din NOT_offeR  LOAITING AREA— NO g ¥
12. Did the staff thank you as you were YES ax e g . .

4 leaving? NO D q ?Jawusmﬁd)&guh)dleuda 12 14

3. APPEARANCE AND BEHAVIOR OF STAFF tadS Sy Cuibgall jelia 3

Scores Critical Areas Al ¥l sy

. YES [X] .
3 13. Z\;zsti?;?umform of the attendant neat NO D Y 0y Gl yualsl bl Gl S s 13 (3
nva O gy
YEs [M = . .

3| 14 Was the attendant wearing visible No [ t ey A8ay (50 5 250 sall il sall (IS o 14 3

nametag? Sz s daul Lgle
NA [ sy
YES ; i
3| 15 Was he able to communicate with No [ ‘”; o dal sl e 108 Gl gl S Ja 15 3
customer? Cos M
na [ sy
YES ]
4| 16. Was staff courteous / friendly? No [ b flakllagny bl K da 16 |4
NnA [ sy
4. SERVICE a0l 4
Scores Critical Areas Al cyLal Jatasty
: T L 3l ala gall L3 .
17. Did attendant check whether you need ves [ a u uu)’_d Py jA{ ¢ A7
3 top up or complete oil change? S s ol ALY it 5 )l 3
’ NO D b ¢ JalSIL

3| 18 Did attendant check with you whether  YES X pd 25 oS ) Lagd lia ol gall (3385 Ja 18 3

only oil is to be changed or oil with filter? No N Y ¢ yalall g ey 3l f‘i dasd oy S yuas
19. Did he check using gauge the quantity  YES [X] prd 13l Sl (g stse (s alasall B3 Ja 19

3 required to be topped up and informed G Sy 3l A I aeill el 3

you? no O v £y il y il
P Cull 3 e B3l Cala gall L8 .

3 20. Did the attendant check for oil leakages YES E et u;; ‘—/';)Jmhu: )ﬂﬂ\. . B}C{j :l: 20 3

under your car from filter and drain boit? no [ N S e 00T
eyl

3| 21. Did the attendant drain the used oil YES [ v Qe il K & il ab sall S8 o 21 3
completely from your car? Nno [ Yy el Hls (e

| 22. Did he ask whether you want the engine  YES X A Al el Jaue S o) @il o 22 5
to be flushed and did it if you agreed? NO D ¥ Pulida) oo Jla JPERUIIAY

3| 23. Did the attendant fill the correct grade as  YES ad Gy 3l A /g 5 Ailaly calagall A8 Ja 23 3
you requested? Nno [ N fleiitls Al dapaall
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Scores Critical Areas FIIR N PN pATH]
3 2 e oy - YES B s g o e ol 24
minutes? no [J Y fhuaiy A0y saal Jondill Als 8
3 25. Eid t_he_attendant ensure that the carter  YES o fﬁﬁﬁﬁj‘}ﬁg‘% ;‘iﬁhdﬁ 25 3
olt is tightened and there are no Igaks? NO D y ey 3l
26. Did attendant carry out the following Lpilaal) il saill o jaly calagall B o .26
complimentary checks: . il
ves A
31a. Battery Water top up NO D ¥ 4y Uasl ela dilia) 31a.
na [ sy
ves X1 a
31b. Coolant Water top up NO D ¥ coolant/a .l cle 4ds) 31b.
nva [ asny
ves I~ N
31c. Auto Transmission Fluid top up NO D N i JLF' ““J QLA‘ Sic.
(O sdianait 51)
va [ sesy
ves [ -
31d. Brake Fluid top up no O v Jodlcyydial 31d.
na [ by
ves K =
31e. Gear Oil top up no [J ¥ oo omllcyydilsl 3le.
nva O sy
ves I
31f.  Air filter cleaning no [ b ol sgll 8 il 31f.
va [ aduy
ves XI
31g. Wiper Water top up NO D b} gl Slallual ela Al 31g.
va [ shuy
YES o2l
31h. Clean engine using air gun NO D N el Getnan plasinly o et Cadan 31h.
nA [ skiy
_ ves b
3| 27. Were any of your questions related to nvo I g dddatall elilind (0 gl ‘53“— ‘*T.'\—.\}“ . da 27 3
lube change answered? ol Has Adasy
nva O adhuy
3 28. 5:2 (t:r: gtaff place the mileage sticker in ;EOS : Ax@u:ud:;ﬁidﬁﬁ)‘ﬁjﬁ 28 3
' A O sy € o
@ ves [
4| 29. Were you offered a receipt voluntarily?  NO %] ) L sl i Jeag e aye Ja 29 |4
Hep To sk POR.  RECIEPT nvA [ amyy
5.  REST ROOMS AND MOSQUE saneaall g (alaad) /ol ) Aol N g L5
Scores Critical Areas Al c¥laall Laas
3 30a. Were they adequately stocked with all ves [X & 4y gyl Cila el rens 3 jeae CilS o 30a 3
necessary supplies such as soap? NO D ¥ ogall Jia
NnAa [ guy B
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Scores Critical Areas Lol eyl BN H]
, ves &I c
30b. Were they adequately stocked with all O v A mall Gl il maans 5 jeae i€ Ja 30b
necessary supplies such as toilet tissue? NO Gt sl (3599 Jia
NA [ Gyy
30c. Were they adequately stocked with all ves O] i gl il il & 3 e2a ilS da 30
necessary supplies such as paper towels? NO D v T4 ol idlall Jia
(paper towels are not required where fully Gliise 365 sic dygllaa e 4 ) adliall)
operational hand dryers exist) NA B Gy (A3 ol
: AP RERTS
31a. Were sinks clean? YES m px il "'Y"'J:.u\.a\ﬂ‘—‘j 'Lsdtst'sm
require comment when marked ‘No’ Nno O ¥ Gl ST Al =B
nva [ gyy
: Tk ULl s
31b. Were mirrors clean? ves [ px gl g J:yrﬂ .LS‘JT.J{Mb
require comment when marked ‘No’ NO D ¥ Tt 2 Ja Y Cils )
NA [ sy
: $aidas sV Cilidaa cilS
31c. Were hand dryers clean? YES E P Al ‘féfzy,:_ﬂ__;yrf -sd? |'31C
3 require comment when marked ‘No’ no [ ¥ cresll 2 il 3
NA [ sy y
N s fAgdss oy pleall Glikle S
31d. Were dispensers clean? YES P . ,“ bl “Y"% L\y‘uj 'LSJT‘ "31d
require comment when marked ‘No’ no [J ¥ gl sill on YT ALY cals 1y
na [ Gy
YES pai
31e. Were toilets and urinals clean? NO D ¥ faads Jall Asal culs o 31e
na O sy
. ?’ = .. A ‘ - o
32a. Were doors clean? ves A - o “f:‘ﬁ‘fy‘“jlld‘; ‘-323
require comment when marked ‘No’ no [ ¥ grasill o2 e
nva [ Gy
YES pad
32b. Were walls clean? NO EI N gk assl il o 32b
na [ gauy
YES ad
32c. Were ceiling clean? no [ Yy faly il S Ja 32¢
Na [ Ggouy
YES pd
2| 32d. Were vents clean? No O Y faadas MUl cils da 32d [ 2
NA O by y
b fhada) culaa Y1 cuils
32e. Were floors clean? YES pr Sl o ,:;,,2 JL:W . 'LSJT' "326
require comment when marked ‘No’ no [ Yy gasll o Gl b )
nva [ souy
YES pss
32f. Were baseboards clean? Nno [ v faduka sac il - ) /hailall i) cilS Ja L 32f
Na [ iy
ves K o
32g. Were grout clean? Nno [ ¥ feuli L oS Ja .32g
na O gy
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Scores Critical Areas Lol c¥al Bl
ves [ o
33a. Were trash containers clean? Nno [0 ¥ faidas daladll iy s cailS Ja 332
) NA [ aduy )
ves K]
33b. Were trash containers not overflowing? NO | 3 il e Aalaill clygla S Ja 33b
NA [ by
YES pud N .
2 34. Was the restroom smelling clean & no [ N ) ) Ldaia s Adad plasdl Al CulS Ja 34 2
fresh (without any offensive odor)? alandl i A S Aad
NA [ oy
; 3 alaall b Gl jpgaill guen i€
35. Were all the facilties inside the VES R g el el SES
restroom in good working condition? L. s e
2 require comment when marked ‘No’ no OO v gaasll o2 YT ALY calS 1Y 2
NA [ ey
3 €(3) Cadal aaanall 4cB8 ) e <
36. Was the Mosque premises clean? ves [ e ( ). }:ﬂ\ i ..;: LL?{TA*L'J\SL\%T 36
2 require comment when marked ‘No A\ Nno 1 ¥ Tt > i s bl 2
Comments: ridaadlall / galail)
FOR OFFICE USE ONLY 388 kAl ?“““Y
Aasall Lladl LW Je ¥ aal) .
0 2 . . . )
o ACTUAL SCORE MAXIMUM | Fvaluation: P
Approach and Cleanliness aalall ol sy |1
Greetings and Initial Checks | &Y Sy cus il 12
g{);ﬁearance and Behavior of cpids sl gl s selia |3
Service aaaall 14
Cleanliness - Restroom and clalaall — Ailkaall |
Mosque daaaall
TOTAL £ saaall
5
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. ADNOC, DISTRIBUTION

AL SAADA §/S - 918
AIRPORT ROAC -
4BU DHABI, U-A E

~HEHESCRIPTION Qry PRICE
4%i&ygggggrﬁold 4 1,00 113.09

VoyagerGold 1. 1,00 32.00
Carolla/Camry 25.00

TOTAL

CASH PAYMENT

You were served by Cashier 3
DATE 09/06/2012 20:42 Tt S3 03
THANK YOU FOR SHOPRING ....

TOTAL

. 11300

32.00
25.45

170.00

170.00

€652
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