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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center gRE
DC—“JL‘,‘ Emarat | O s Eppco / Enoc / st Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
©
/] 4 Krts [ T[]
Gender Height Built Bpectaclesl Beard | Mustache] Ethnic Groups
TIM [S | T [MF |Yes[No|Yes[No Yes | No |Indian [Pakistani]Filipino [Expat. Arabs| Others:
DDDEDEDDED&DED O ® O O
EMIRATE V;:;:z:‘ AbuDhabi |  Dubai Sharjah Al Ain g’l',‘;v“ai’:" Ajman K':n:isml:h Fujairah
|| = O O | O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
</ < 1 s ] v .
930l el |2l | 8t (O[3 ||l 41D 445
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
VISIT - VISIT
O O O O O o o od O R 0O
1. APPROACH AND CLEANLINESS A8Uatl g ol By 1
Scores Critical Areas Tl ey laalt Jalail
YEs Bd o - .
1. Was there proper sign to the Lube no [ q dihic e AVl daialgdagl ol glS da 1
changing bay? Syl s
nA [ sy
. YEs B
3 2. \é\:g:;&z(ﬁbe changing area clean and NO D Y A e s by 3l e Adlate il B 213
A [ sy
ves 0 & ] . o
4|3 Was thereany oil leaking and fallingon o q e as Byl gl duia gl da 3 4
to the floor of the lube bay ? = ey 3l i Aslaie Y
nva O sbay ’
ves Kl =
2| 4.  Were the waiting area and table clean?  NO O 3y faalas Al glall g ety Ashie cil€ Ja 4|2
na [ sy
- 3y YES axi
2 5. &Voe:ls(i;hge?telewsmn in the waiting room NO D Y Sy A b e sl S Os 52
na [ shuy
= I |
6. Was the board displaying complimentary o "] g Aald Lgle pedai gl da Ml il s 6
services neat and clean? faaual ¢ 48 yo dyilaall leaall ‘
wa [ abuy
2.  GREETINGS AND INITIAL CHECKS A Y Al g qaua Al 2
Scores Critical Areas PR DU (LA EWN Jalaily
3|7 Was there any delay in approaching ves [1] i i/l ) A ali gl s S da 7 3
customers? No X ) Sl N gad ak gall
8. Were you greeted in a friendly manner ~ YES O prd bl W e aa i S de 8
(pleasant feeling)? No Bd ¥ (g
a S Ja b gall gl Caia g a8 lay Y 1Y)
5 If no, please describe behavior: Was it @ Irq u‘ e \jj ﬁ: . j’ﬁ AT
arrogant, without any expression, normal ¢ o ol 3 e CJ‘
etc..... - _
“Naamal ho? i a?(edmﬁ COiTHo0T EXPRESSION
) J
+ 1 +
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Scores Critical Areas Ty c¥al PR
9.  Did he guide your vehicle for positioning YES : Ll Sl 1 ol L s ol L
3 at the stopper and asked you to switch m ™ ‘: "_) o ‘5‘]@:‘_\1‘ . ﬁ| P.LSA 9 3
the engine off? No [ ¥ el ik =tha s 5 bl alagy
10. When asked by customer, was the . IS da edsaall (e s gall s Lonic
attendant knowledgeable of different ves X e ‘,;hu . o o }d - 10
5 il : ; L.\b.\h.“_guﬁ‘).“ulé‘).\/&‘}\i;ﬂ.x;@‘;l: 5
grades of oil, filters and their relative Nno [ y . AR
benefits? Tleia JS 23 i
YES [X : . .
41 11. Did he offer the waiting area to you? NO P; €Ayl 48 e @ BV elle jae 11 |4
4| 12. Did the staff thank you as you were Yes X prd € obas S Laiy oS8 il yall o5 42 | 4
leaving? No [J y 7 2 SR pR A
3. APPEARANCE AND BEHAVIOR OF STAFF Sy cuiligall yehia 3
Scores Critical Areas Ll ¥l Jalast
. Yes ] .
3 13. giii?;7unlform of the attendant neat NO D Y S e Gl el Gl gl Gl S s 13 3
NA [ sy
YES pad e .
14. Was the attendant wearing visible E sk A8l (65 5 352 all bl S s 14
3 nametag? Nno [] ¥ o . 3
vA [ swuy
YES K] .
15. Was he able to communicate with &o deal il e 1508 Cala sl S Ja 15
3 no [] ¥ - 3
customer? fos
NA [ sy
vEs i
4| 16. Was staff courteous / friendly? No [J Y Sakal/lasa s ek pdl S Ja 16 |4
NvA [T gy
4. SERVICE il 4
Scores Critical Areas Ll ayad) Jaladl)
v \ S o) 2l ol ool A8 i
17. Did attendant check whether you need YES o u u uf-d S ?A ¢ 17
3 t lete oil change? ) o (" Cy M ALy CL‘AJ 3 kel 3
op up or comple change? No [ y sl
3| 18. Did attendant check with you whether ~ YES [X] arl 8 S ) Lad lia Calasall (36ai Ja 18 3
only oil is to be changed or oil with filter? No [ y A8l 5 a3l Gl dad N s
19. Did he check using gauge the quantity ~ YES Kl pa Rl 3l (s e ity Cala gl W 19
3 required to be topped up and informed o S| TR VG O R bl 3
you? no [ fally, iy Ll
00 Sl e Gl G T 8 20
3| 20. Did the attendant check for oil leakages ~ YES & pr u:\); L;:;uhu: Sl Bj:j_j g 3
under your car from filter and drain bolt? No [J v IR 03
, Sy 3l
3| 21. Did the attendant drain the used ol YES e Jariuall Gyl OS & ity Cala gl A8 Ja 21 3
completely from your car? No [ y L ETRIN
2 | 22. Did he ask whether you want the engine YES [X] Al el ey 5 cas o @il da 22 5
to be flushed and did it if you agreed? Nno O y Setlifd] ga Jla 8 Sl
3| 23. Did the attendant fill the correct grade as  YES K] axd Syl A /e 5 ALl Cals ) 8 s 23 3
you requested? no [ N flgidb Al dagaall
2
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Scores Critical Areas Al el Jalgihy
| 2 Didhe equestyouto statongieand  ves Bl e a5, domd i o £ e b 24 1
minutes? no O ] Shaly Adda sadd Jiadill s (3
3 25. Eid t'he'attendant ensure that the carter YES E o uf:iﬁgﬁjli\:kjﬁﬁ 25 3
olt is tightened and there are no leaks? NO D N ey sl
26. Did attendant carry out the following Liladll Cla il o1l calagdll B o 26
complimentary checks: sagdull
ves k]
31a. Battery Water top up NO D b} Ay el pla dili) 31a.
na [ by
ves DI
31b. Coolant Water top up no O b coolant/a sl ¢le 4L} 31b.
na [ sbuy
ves A e~ SV alh i e @y Al 31c
31c. Auto Transmission Fluid top up NO D b 7 (d;&_;u-i‘)ﬂ‘j '
na O sbuy
ves B4
31d. Brake Fluid top up no [ y el ey dilal 31d.
NA D by
YES pa
31e. Gear Oil top up no [ ¥ oo el ilal 3te.
nAa [ iy
ves [
31f. Airfilter cleaning no O Y el ek 31,
na O adiy
ves Xl
31g. Wiper Water top up Nno [ y a3l caliaal ol 4L} 31g.
NA [ ahiy
ves i ,
31h. Clean engine using air gun NO O Y elsgdl et aladiils O jaall cadaii 31h.
na [ any
3| 27. Were any of your questions related to :E(E)S 8 ?’; Aaleid) clilind o gl Ls-‘c 3\7.'1-9“ uu Jda 27 3
lube change answered? ‘ Sy Myl ddany
A R ki y
3 28. ::r)]i: (t:r;? gtaff place the mileage sticker in :lf)s % ‘“; Ax@m%;ﬁijﬁﬁ;iﬁ 28 3
' NA O iy € ol
@ ves O
41 29. Were you offered a receipt voluntarily?  NO ¥ o0 ksl a3kl Gagelle jae da 29 14
T hadds skedforthe feceipt N [ 5o

5. REST ROOMS AND MOSQUE

s dwaall g (alaad) feull 63) AN i g 5

[Scores Critical Areas FA L
3 YES . o 3
30a. Were they adequately stocked with all ’% ?': Ay g el Cile el aaen 8 e S o 302
necessary supplies such as soap? NO o gall Jie
va [ gy =
+ 3
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Scores Critical Areas Al c¥taall Jaldiss
YES i
30b. Were they adequately stocked with all NO JEHJ ?: sl e Sl pans 5 jeae cuilS o 30b
necessary supplies such as toilet tissue? Sull gill 3599 B
VA [ sy =i
30c. Were they adequately stocked with all ves [ prd Ll il Slidll pyan 3 j¢ae <ilS Ja 300
necessary supplies such as paper towels? no O ¥ 48 ) oll Cidlial) Jie
(paper towels are not required where fully Clitae 55 sie dyglhas ye il <ailiall)
operational hand dryers exist) N/A E Gbi Y (33 Al
31a. Were sinks clean? ves [X o 2 al f ',"":,l:.‘\.a:l rfls‘sd‘: |.31a
require comment when marked ‘No’ no [ ¥ el (o2 0 MY L culs 1y
NA [ gy
31b. Were mirrors clean? YES E pud ) ! " .,; If"i” ﬁﬁ;‘?fsw
require comment when marked ‘No’ no [ Y el (o MY Ay s 1y
NA [ sayy
. (,f - ]. . A -y -
31c. Were hand dryers clean? ves Kl o . ;“ ‘s'xf?l,ft“‘u&lsdr "310
require comment when marked ‘No’ no [ ¥ el om "V ) s iy
NA [ gy
= - TR e
31d. Were dispensers clean? YES p B _’| uyhf;,fbi:rm‘;? "31d
require comment when marked ‘No’ no [ ¥ sl o MY eyl il 1y
NA [J skuy
YEs [B
31e. Were toilets and urinals clean? NO D ¥ $a4hi Joatl) A8l il U 31
NvA [ gayy
. el N e
32a. Were doors clean? ves [ pr Ll 'M'T,L‘J,:f‘f“ \S\SJT |.32a
require comment when marked ‘No’ no [ Y oAl om i MY Alay) il 1y
nvA [ ssuy
ves K]
32b. Were walls clean? NO D Y $agdas Uasdl S o 32b
NA [ sy
ves fd .
32c. Were ceiling clean? NO ¥ fihi Gl IS s 32¢

32d. Were ventis clean? NO b Sagda; Ml cuilK s 32

N/A bl ¥
: Ak o YT i<
32e. Were floors clean? YES X o wml'“;'%“_f’fw " .‘SJT".SZe
require comment when marked ‘No’ No [ ¥ grasll o Al cas

NA [ gy y
ves K]

32f. Were baseboards clean? No [ ¥ i saelall ~ o flailall ) 5 cilS Ja 32f
NA [ sbny
ves K]

32g. Were grout clean? No [ N Sl LUl (S s 32g
NA [ oy

4
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Scores Critical Areas Ll el Jotaih
YES fr] o
33a. Were trash containers clean? NO I:l N $hdla; Aaladll iy gla il Ja 333
) NA [ gy )
YES pai
33b. Were trash containers not overflowing? NO | ¥ faih pe Aaladll Ciygla <ilS Ja 33b
NA [ gy
ves B S o
9 34. Was the restroom smelling clean & no [ N b rs) iy Adas laall Al S Ja 34 2
fresh (without any offensive odor)? AP PR R VIR R L B
NA [ iy
¢ H Sand alaall § ) agadll aen S Ja 35
35. Were all the faciliies inside the YES e A
restroom it good working condition? Lo % e
2 require comment when marked ‘No’ no O ¥ sl (o2 MY e S ) 2
NA [ oy
; €(5) kst daeedl dcld 5l e AS
36. Was the Mosque premises clean? YES D e (°)_ }:A\ j g LL?S\S‘\J; 36
2 require comment when marked ‘No’ Nno [ ¥ et o> e : 2
NA B iy
Comments: rBadiall / gabadll
FOR OFFICE USE ONLY Jad igall ?“h““‘” N
Aaal) kil Liaill Jed sl . .
0, g . . - ‘
/° ACTUAL SCORE | MAXmMum_ | —v2uation P

Approach and Cleanliness

sl 5 G |1

Greetings and Initial Checks

ALY Sl g o i 12

Appearance and Behavior of

il sl Bl selae |3

Staff

Service ieadll |4
Cleanliness - Restroom and cilalasll — Akl
Mosque davaall
TOTAL £ saxall

Lube change.doc







ADNOC- DL 'ﬁR TION
BRAERA  S¢R 930
ATRPORT ‘ROAD / '
ABU Dk{%i. U i%
DESCRIPTION Q1 '\PRICE * o T0TAL
VoyagrSi\veriL_ 4,00 14.00 56.00
Corol la/Camry . 25\90 25.00
TOTAL S 8100
: - 81.00

CASH PAYMENT
You were ser ved b{ Cashier 1
DATE 28/06/2012 4:45 11 62 01 3757

THANK YOU FOR SHOPPING .-







