SERIAL NO. !
+ 1 + ' +
P
PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center @
D;n)u) Emarat [ O as Eppco / Enoc | B4 49 Adnoc
SHOPPER CODE DATA ENTRY . EDITING CSA SR. #
g Name Number | Name Number | Name Number
1A Ui 13967 | Higute [ 2¥0 S o
Gender Height Built Spectacleq Beard Mustache] Ethnic Groups
T(M ]S |T |MIF [Yes|No [Yes [ No | Yes | No |indian [Pakistani[Filipino [Expat. Arabs[ Others:

IDDIDDIDDEDEK]DDID O m

EMIRATE ";:sgt'z’““ Abu Dhabi |  Dubai Sharjah Al Ain ‘é:‘:v“aﬁ" Ajman Kﬁ:ism‘:h Fujairah
O X O O O O | O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
A T elal A Flo [ o\ | ol \5 1311529
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

V|SITI1L—_] O O oYy O O o O O O

1. APPROACH AND CLEANLINESS -A8UatH 4 s,a\ﬁ\‘ﬂ 1
Scores Critical Areas Lot Ll L
YES prd . . .
1. Was there proper sign to the Lube & dibie e AVl daalgdaddua glS a1
: Nno [ y S
changing bay? PGP VIES
nva [ by
. YES o
3 2f \é\:s:r:ir;ee:clgbe changing area clean and NO D NI TV RPE PR RN BPNELEARIRER 1 B 213
A [ sbuy
ves [1 . . s
4l3 Was there any oil leaking and falling on K y e ae gyl gl dia g8 de 3 4
to the floor of the lube bay ? S 3l s Adhie A )Y
na O sy “
vEs ]
2! 4 Were the waiting area and table clean?  NO O ! ghgdas Al gl g Uany) dshie il Je 42
wa 01
ves (]

) 5. Was the television in the waiting room
working?

i Adem el S b 5172
o\ .;L%g?

6. Was the board displaying complimentary o g Lalilgle jebs dlds il i€y G !
services neat and clean? ' Caiadai g A ye Anilaal) uleasdl |
wa [ sy 1
\ ]
2. GREETINGS AND INITIAL CHECKS i) el g cua Al 2
écores Cr?tical Areas h ) o - At uyg_ 7-‘~—7-~»~—£®«
3|7 Was there any delay in approaching YEs [] o RSN R RS TENC P RC I I CY 3
customers? _ no T Yy bl sa ak gl
8. Were you greeted in a friendly manner ~ YES M o~ sl insds b il s 8
(pleasant feeling)? No [ ¥ ¢ (g ke
TS U ik gall Jsla Cin g a8 sla Y 1
5| If no, please describe behavior: Was it v e L:j . }j; yi N ),.‘ 15
arrogant, without any expression, normal ‘@ o On s 94l N
etc..... ?---CJ‘
1
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Scores Critical Areas EEW I AN PR BA]
9.  Did he guide your vehicle for positioning  ygg M A il sl i Gl i da 9
3 at the stopper and asked you to switch . O e e . O 13
the engine off? o D v e jaall ek o clie bl g5 Ll alayy
10. When asked by customer, was the YES pa e OIS da (Jaanll e adgall J3e Laaie 10
5 attendant knowledgeable of different ; A 5 ¢ 3 iy o) 5l s 5
grades of oil, filters and their relative NO D N = 2R e el . . r\h
benefits? fleia JS il i
. , YES X g i .
4| 11. Did he offer the waiting area to you? NO E (’: ¢ UanYl 4s e oY dlle e b 11 |4
12. Did the staff thank YES K] ’ et s
4 Ielaving? ? i you as you were NO ‘a: € a0 i€ Ly o Sy Cals sl Adda 12 (4
3. APPEARANCE AND BEHAVIOR OF STAFF 1S pleu g Cadlh galt a3
Scores Critical Areas bt Y Laalf Liay
13. Was th f f YES m = -
. i f . . .1
3 angsﬁtd;?um orm of the attendant neat NO D Y 0y gl el Cila gl Ll IS s 13 3
NA [ gy
ves [1 .. .
3| 14. Was the attendant wearing visible NO N Dk Ay (55 50 053 el Cala gl (S O 14 3
nametag? = S sma 5 danl G
VA [ 383 Ao Nowe. Sors.m ;
YES ] = ) o \v
3| 15 Was he able to communicate with no [ g &o deal il e 1508 s gl SR 5 3
customer? ol
NA [ gy
ves A
4] 16. Was staff courteous / friendly? No [ b Slahlflasay cabgdl S Ja 16 |4
nA [ ssny
4. SERVICE addl 4
Scores * Critical Areas : el o LAy
\ '~ e SlS G e il Cala gl B s 17
17. Did attendant check whether you need YES = . uu)d P \qﬂ}d E
3 top up or complete oil change? 20 e el Ala plads L 3
p up or comp ge? No [ Y ¢ el
3| 18. Did attendant check with you whether ves K] pr 28 S o) e clie s all B8a5 s 18|
only oilis to be changed or oil with filter? g [ N S E P R R SN I >
19. Did he check using gauge the quantity ~ YES erd ol Z Sl s e sy alasall BB a9
3 required to be topped up and informed g Ay S el gl 3
you? no [ Sl il L)
KL On S e Gl Gl G s 20
3 20. Did the attendant check for oil leakages YES E e wﬁ;ﬁi, Al e Dj:i; i 3
under your car from filter and drain bolt? NO D y - fea )
3| 21. Did the attendant drain the used oil ves P Jartedll 3 S & s cala gall B Ja 21 3
completely from your car? No [ ¥ IE I ETRIRIN
2| 22. Did he ask whether you want the engine  YES 154 Py el ey g o il da 22 5
to be flushed and did it if you agreed? Nno [ y fuliddl 5o Jla 4 Sl
3| 23. Did the attendant fill the correct grade as  YES 7 Sl A o/ 5 Alaly cala sall 6 Ja 23 3
you requested? Nno [ y flgiills il Aaaiall
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Scores Critical Areas FEWI N PO Lails
24. Did he request you to startengine and  ygs B4 DS i ymall i a5 o e il
3 leave it running for one and a half B :M" L ‘”_:u Lzl dbdh 24 3
minutes? no O b ol y A8 5ol Jpail o
W 38 e fAd alia o (e s sall 3SE Ja 25
25. Did the attendant ensure that the carter ~ YES E X )S- )j e }d o
3 bolt is tightened and there are no leaks? ‘*’Mdu&ﬁddjw&*sﬂ%w 3
olt is tightened an re are no ? no [ N ey 3l
26. Did attendant carry out the following Gilaall Cha il ¢l el calagall M8 a0 26
complimentary checks: saqlll)
YES o
31a. Battery Water top up NO E] b g jUll ele Adli) 31a.
na O sy
ves ]
31b. Coolant Water top up no O y coolant/sl el 31b.
na O sy
YES o 1 ASjall Ji e <) Adli]
31c. Auto Transmission Fluid top up NO D ¥ N JL@‘I\ THJ‘.u, . 31c.
(O sdaandt )
nva [ abay
ves Kl
31d. Brake Fluid top up no [ Y Sl cyydla) 31d.
na [ shiy
YES pal
31e. Gear QOil top up no [ Y sl /ol iy 5 Al 31e.
WA [ ahiy
YES o
315, Air filter cleaning no O Y R U S Y1
na [ sy
ves ]
31g. Wiper Water top up no [ y a3l Sl el dla) 31g.
va [ shuy
ves =
31h. Clean engine using air gun NO D Vel enes pladills el el 31h.
nva [ sy
ves ¥ o a4
3127 Were any of your questions related to wo O P: Addaial) Slilind e ) e ALYV a 27 3
jube change answered? MO S i s Addeny
na O smiy
ves X NS 3e (e Grake pn g il 3 0y 28
28. Did the staff place the mil sticker i e T . ’
3 th[e ca? s aff plac lleage stickerin " ] y 8 Ltk &Sl /ot e 3
na L sy €5
ves I
4| 29. Were you offered a receipt voluntarily? ~ NO O ¥ e olia) 2 Jea s e e Ja 2914
nA O sy
5.  REST ROOMS AND MOSQUE vl g (alaadl foull 8) Aai g 5
Scores Critical Areas EEOR LA PN Lt
3 YES i 3
30a. Were they adequately stocked with all ‘% ?:: Ay sl e liceall areny 3 jeae ClS Ja 30a
necessary supplies such as soap? NO osall Jia
na [ gy L=
3
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Scores Critical Areas Al el Jalaih
, YES oL o
30b. Were they adequately stocked with all O g A el e Sliuadll waany 3 jeae <uilS Ja 30b
necessary supplies such as toilet tissue? NO Coll gl (359 ia
va [ amsy
30c. Were they adequately stocked with all ves [ pri L all e il & e ilS s 30c
necessary supplies such as paper towels? no [ N 0438 ) ol Cadliall Jia
(paper towels are not required where fully Glddae J 45 die dy5llan e 8 adliall)
operational hand dryers exist) N/A Gehii ¥ (A o
ks JUG s
31a. Were sinks clean? YES M p gl ﬂ"y"d:_,lé\j\uj »lsd“z‘.31a
require comment when marked ‘No’ no [ Y (Gl et RS
Na [ sy y
; A Uyl a8
31b. Were mirrors clean? YES M o . ) g ijy;—" .lSdT.JB‘lb
require comment when marked ‘No’ Nno [ Y gl (2 SR E BN
NA [ iy
; faak s cldda, culs
31c. Were hand dryers clean? ves & P i : ““saf,y,, Lyl - .lsd‘l:‘.31c
3 require comment when marked ‘No’ no [ ¥ T2 o> ) cals 1y
NA [ Gy
: faula) ) slall Clille i
31d. Were dispensers clean? ves B px . }‘“ o "Y'fLLyr‘j ,ISJT.J"Md
require comment when marked ‘No’ NO D b = > A A
NA [ amyy
ves Kl
31e. Were toilets and urinals clean? Nno [ ¥ fads Joall a0 cuilS s 31e
NA [ gy
; faik il Y g
32a. Were doors clean? YES g e 2 gl .'"y".ii_,)ll\jl ;‘_\;LSJTM.S‘?a
require comment when marked ‘No' no [ ¥ Gt s T -
na [ gy
ves X
32b. Were walls clean? no [ Y fAghal lhaall ciilS s 32p
na O] syy
ves K]
32c. Were ceiling clean? No [ ¥ fadad Caldl S s 32¢
na O sy
vEs ]
2| 32d. Were vents clean? No [ ¥ fidas Aliall il s 32d
_owa O gy -
; a5 Sl [,V S
32e. Were floors clean? YES m e era Gl AM..\;..' LL);\JI RIS ,\\326
require comment when marked ‘No' o [ Y G . =
— —  Nna O gy
ves ¢
32f. Were baseboards clean? No [ ¥ ik sl 7 5l Liall )5 S s 32f
na [ gy
ves I
32g. Were grout clean? no [ Y faks B S Ua 32g
NA [ gy
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Scores Critical Areas Tl el Liaity
YES pxi
33a. Were trash containers clean? no [ ¥ $iihs dalaill Clla <iS dr 333
NA [ ey )
2 -
vEs K1 =
33b. Were trash containers not overflowing? NO D b Shails e Adbaill clygla <ilS Ja 33b
NA [ gy
ves B o i
5 34. Was the restroom smelling clean & no [ N ) Os) Laiay Al pleall h—nb wl§ do% .34 9
fresh (without any offensive odor)? Hpleall 2 dg S Aadl
NA [ gy
3 Lhai\.n.sl\ué-.ﬁlkﬁ\ ,C_\JISJABS
35. Were all the facilities inside the VES B o . e e,
restroom in good working condition? - g LAY S 1
2 require comment when marked ‘No’ no [ ¥ gl sl oo MY eyl QS 1Y 2
NA [ iy
; 9(5) Cakai daeall Zel 1 e S Ja 36
36. Was the Mosque premises clean? ves [1 ( ), ) g LLL;M;':')\S 5 3
2 require comment when marked ‘No’ no [ ¥ el el it : 2
N/A Gy
Comments: sciaadlall f gadadl)
FOR OFFICE USE ONLY Jgd (i<all el.\.;.uu' iy
Uaualt Jald3l Jalaild u.b\ﬂ aall
0 3 . R A v
a ACTUAL SCORE | _ MAXimum | EV@Mator e

Approach and Cleanliness datdaill 5 b yEYY 1

Greetings and Initial Checks A S pall g cas U |2

Appearance and Behavior of Sl sl ol s sekae |3

Staff

Service ieasdt (4
Cleanliness - Restroom and Cobalasdh — daliasll 5
Masque Anacall g
TOTAL & saxall
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Retail Sales Department .y
IV TIPET 1gaal I
Cash Memo #ADNOC

SERIAL NO.

1120

F/STN. Code No.

oie £/ 0(..,20/7/'

st J—!L‘-ur‘ o B e

Qty. Description |, - oV ‘Dhs".r ; Ful: .
Super 90 : Lol !
Special 97 ‘ f
Unleaded
Gas Oil
Kerosene
Lubricants
LPG.
Special Prod. Lt eyl ’ / .,
Car Wosh e e S Jrd ‘ / |
Car Wash with Ho!,]qu J»\Jca-gcﬂ‘}r—ﬁ ) .//. c !
oW 7 . . ]

Receiver's SignolJre ........ !

Cireulaton: Original - c..us.;...j»mk - Fi
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