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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center {83 1
‘ O < kel Emarat 1O s Eppco / Enoc | ¥ 459 Adnoc
SHOPPER CODE DATA ENTRY EDITING ) CSA SR. #
Name Number | Name Number | Name Number
. - p -
2% QGSM 2. v N esiody D490 G N veal felolel | |
Gender Height Built _ [Bpectacled Beard | Mustache] Ethnic Groups
M| F [TIMI]S [T [MJF |Yes[No]|Yes[No Yes | No |Indian [Pakistani]Filipino [Expat. Arabs[ Others:
HFOOORROOORORBEOR O O 0O O
West . . . U Al . Ras Al -
EMIRATE R:Ziirr:‘ Abu Dhabi Dubai Sharjah Al Ain QT\:vnain Ajman Kh:ismah Fujairah
O P2 O O ] O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
ol 23 o222 12 (¥ [2]D 22 (|22 5P
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 O o 0O O & visit | [ | O O O O

1. APPROACH AND CLEANLINESS ‘ :331.2.'\.“3 gabﬁ“i\ A
Scores Critical Areas bl el Jataiy
YES X o . . .
1. Was there proper sign to the Lube — dihie Je WYl dsalydaddia (S 1
. NO ¥ Co e
changing bay? AT TIPS
A O iy
' ves &I
3 2. \é\:g:r}ir;eeclj%be changing area clean and Nno [J S ey did cy il udikiecaS s 2 |3
nva [ iy
ves [1 o 1
4|3 Was there any oil leaking and faling on = N e de By il s gl s S da 3 4
to the floor of the lube bay ? Sy 3l ypas Addala b )Y
na O sy )
vyes [
21 4. Were the waiting area and table clean? NO [] ¥ Saaydes A Ul 5 UsnY) dshie ciS a4 {2
na O sy
w o - vyes A =
2 5. Woariitnhge?telews,lon in the waiting room NO D N ¢ janyl A e e il S Js 5 (2
NA [ shuy
ves 3 axd s .
6. Was the board displaying complimentary o 1 q Lold lgde edat sl culsda 6
services neat and clean? faalnd g 43 ye dulaall leasll
nva [ assy
2. GREETINGS AND INITIAL CHECKS . ) Sl s qua il 2
Scores Critical Areas L} YY) Ll
3|7 Was there any delay in approaching ves [] p PR BVEN L B L O N 4 3
customers? Nno KX ] ot sa caby gall
8. Were you greeted in a friendly manner ~ YES O px el s b il de 8
(pleasant feeling)? Nno X ¥ ¢ (z s
S Ja rcals gall Woli Ciia g a8 2la y Y 1Y)
51 If no, please describe behavior: Was it “ e L:;S . j:; j:ﬁ c.' ).,‘ K 5
arrogant, without any expression, normal (FS SR Oa I C oy R e
etc..... = ?---C'“
— >
+ 1 +
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Scores Critical Areas Al ylaall pATHI]
9. Did he guide your vehicle for positioning YEs IX] ; Ll &l , I Sl o ol oall

3 at the stopper and asked you to switch e~ ;: “‘J 0. "f&‘ i . C’j‘ \,.L;J; 9 3
the engine off? No [] ¥ el ki —R ol iy,

10. When asked by customer, was the ; SIS da (Jaaall (e als gall Jyu Ledie 10
attendant knowledgeable of different YES [X] pr ‘.f‘;,u e L }‘J ol ’

5 g - : ubﬁdbu}v‘)ﬂu\é‘)a/&‘yim# 5
grades of oil, filters and their relative no [ y - i . AR
benefits? flete JS x4 g

YES X : i

4| 11. Did he offer the waiting area to you? NO ?: STV A e 4 Yl dle Gase Ja 11 |4

4| 12. Did the staff thank you as you were ves [] pu © i i€ Laiy o S il pall o5 n 12 [ 4
leaving? NO ) S A

— =\
3. APPEARANCE AND BEHAVIOR OF STAFF sagS by Cuilhsall jglia 3
Scores Critical Areas D) ¥l L\ain
_ YES D]
3 13. Z\rlrzstitc:];? uniform of the attendant neat No 1B Y ey Gl unlal) il sl Gl S Ja 13 (3
NA O sy
YES [X i . ; .
14. Was the attendant wearing visible - ek A8l (50 5 3 sa gall Cals gl S a4
3 NO [P ¥ ) 3
nametag? Tz sa 3 daul Lggle
N/A E L I OGSER RO
YEs K ]
15. Was he able to communicate with & dral gl e 1508 Gals sl S Ja 15

3 no [ ¥ o 3

customer? 050
NA [ seny
YES ol

4| 16. Was staff courteous / friendly? No [ ¥ kel gn 5 Cala gall S Ja 16 |4

na [ sy

4, SERVICE daadll 4

[Scores Critical Areas Lol c¥Laal Satail]
. 28 ) o sl cals gl B8 da 17
17. Did attendant check whether you need YES px Lu uu)ul Sa L }d ?

3 t let il ch " . uejﬁguﬁ\;g‘ﬂ‘ﬁu}]ch;.:n)w‘ 3
op up or complete oil change” No B y ¢ JulSly

3| 18- Did attendant check with you whether ~ YES px B S 1) Led elia b sall 8a3 18 3
only oil is to be changed or oil with filter? g | Y Al 5y 3l ol Jadd oy Wy

19. Did he check using gauge the quantty ~ YES [ prt oIl Sy (5 sss (el ala sl 8 b 19

3 required to be topped up and informed __ g A Sy A4S N G eill sl 3

you? NO Y Sl il 5 gl
P Sl oyl e Gl Gals gall LB Ja 20

3| 20. Did the attendant check for oil leakages YES Calhd 4): ;ﬁi} A e bj:ij e 3
under your car from filter and drain bolit? NO E y i e 3l

3| 21. Did the attendant drain the used oil ves X P Jasusall 3 JS i Gala gall G5 Ja 21 3
completely from your car? Nno [ ¥ feli i (ye

2| 22. Did he ask whether you want the engine  YES [X] s L, dladi dut 3 55 S o) il Js 22 5
to be flushed and did it if you agreed? NO E] N Celids) g Jla iy

3| 23 Did the attendant fill the correct grade as  YES axd Sl s /e 5 Ay il gall o8 Ja 23 3
you requested? Nno [ y el Al daaiall
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Scores Critical Areas FEWRIR  CAN PO Jalgal

B e or onaand s | YES Ay ol iy o of el 2415
minutes? no OO 3 Ty Ao 52l i) s 8
3 25. Eid t‘he.attendant ensure that the carter YES IZ p u:]ﬁ);ﬁ)::j; i;kjﬁﬁ 25 3
olt is tightened and there are no leaks? NO D N g ecu 3l
26. Did attendant carry out the following Liladl cilea gaill ol jaly b sall a8 Ja .26
complimentary checks: sl
YES pod
31a. Battery Water top up no O b Il ele ddliz) 31a.
na BB sy
YES o
31b. Coolant Water top up no B coolant/a sl clafilal  31b,
- va [ sy
YES o ~
31c. Auto Transmission Fluidtopup  No [1 3 ¢l soldiedeasiia e
(0 stipanit 3l
e _ETY
YES po
31d. Brake Fluid top up no [ ¥ dill cyy sl 31d.
nva O abyy
ves A
31e. Gear Oil top up no O y oo pmlcyy el 31e.
Y
YES psd
31f.  Air filter cleaning no O y sl ks 3AF,
na [ sy
YES o
31g. Wiper Water top up no O N sl allual cle il 31g.
na O ahiy
YES o
31h. Clean engine using air gun Nno [ Y el edase alasiuly oyl Lok 31h.
NA [ by
3| 27. Were any of your questions related to :I(E)S (: ddlaiall elilind e gl Glc :*T.'\—.\}“ uﬂ-‘ Ja 27 3
lube change answered? Syl et Adans
NA O absy
3 28. It%ig (t;r;? gtaff place the mileage sticker in :is ?: Ax&mﬁi:ﬁﬁ;\;ﬁ 28 3
' NA O asny 5
ves [ =
4| 29. Were you offered a receipt voluntarily?  NO X P e kis) a3aud Jragelle aje b 29 (4
NnAa O by ‘g\sﬂ;\ Moo ke 0 &
5. REST ROOMS AND MOSQUE saauall g (alaadl fouli ¢) Al e 5
Scores Critical Areas Ll el pATH]
3 30a. Were they adequately stocked with all YES % t Ay g pdall e il aress 3 jeae S o . 30a 3
necessary supplies such as soap? NO ¥ S Osall Jia
na [ assy S
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Scores Critical Areas IO (AN PO Jaldits
YES 3 . . .
30b. Were they adequately stocked with all % ?: A s ) e il asans 3 320 il Ja . 30b
necessary supplies such as toilet tissue? Sl 38 (395 e
nA O sy —e
30c. Were they adequately stocked with all YES pad 4 gomall e i) e 8 S a.30c
necessary supplies such as paper towels? no [ y 430 ) ol) adiliall Jia
(paper towels are not required where fully Clidae 45 die dygllaa e 448 I Cadliall)
operational hand dryers exist) NA [ sy y (& sl
. SRR . -
31a. Were sinks clean? YES m o gl ) ',,Y:jzl‘:;rﬁsda:sm
require comment when marked ‘No’ no [ b G R S el
NA [ by
: $2ad; Ul yal cus
31b. Were mirrors clean? ves [ px gl - J:yru ,éﬁ{mb
require comment when marked ‘No’ no [ ¥ Tt e i
A [ sy
: fagk oY Clitae Ciilg
31c. Were hand dryers clean? YES p > : ‘fdf,y,,u LQYIZLSJTAIl31C
3 require comment when marked ‘No’ no [ Y Gkl e .
nva [ sy
s fadas oy leall cliSle il
31d. Were dispensers clean? ves X , }:"_“ o "51':.:[.;\;\“: 'Lsdel'sw
require comment when marked ‘No’ no O ) Tt o> e
NA [ sy
YES ol
31e. Were toilets and urinals clean? NO [j y fhadas Joaill A<l cilS Ja 31e
NA [ gy y
3 Saaadas L oY) il
32a. Were doors clean? YES m o o il ’"\J“‘.—.X_.)lf‘yr‘j ,él{‘gza
require comment when marked ‘No’ no [ ¥ Gl ST e i
NA [ gy
ves X o
32b. Were walls clean? no O ¥ fhpks (Ul cilS Ja 32b
Na [ gy
ves X
32c. Were ceiling clean? no O Y fealai il oS da 32¢
NA [ sy y
ves ]
2| 32d. Were vents clean? Nno O ¥ fAaby MUl cils Ja ,32d
Nna OO sy
; fhadsi ilaca V1 CulS
32e. Were floors clean? YES W pr o " "y"_fu)l_ﬁ{! Q\SJTS“BZe
require comment when marked ‘No’ no [ Y Gt el 2 .
na [ gy
ves X]
32f. Were baseboards clean? Nno [ ¥ $a4ki saclall - ) flailall 13 culS Ja 32f
Na [ gauy
ves Xl o
32g. Were grout clean? NO D ¥ feaadas L3 IS Ja .32g
| NA [ gy
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Scores Critical Areas Toulud) et Jalaily
YES pud
33a. Were trash containers clean? no [ ¥ CAiydas daladl) Glygla <ils Ja 33a
NA [ ey ‘ :
2 - 2
YES axi
33b. Were trash containers not overflowing? NO D Y fiaild e Aalaall sla S Ja 33b
NA [ sy
ves K] e e .
9 34. Was the restroom smelling clean & no [J N ! ) Adate s Alai aleall Aadl; il o 34 2
fresh (without any offensive odor)? laleall B A S Aad
NA [ oy
y Jand aleadl 8 ) pgadll agea cilS Ja |
35. Were all the faciliies inside the YES = st S unil goen 2 3
restroom in good working condition? L. w4 e
2 require comment when marked ‘No’ no O v g sl o MY ALY s 2
NA O ey
3 £(5) okt anawall Acl i e S
36. Was the Mosque premises clean? ves [ e ( ), ,;A\ ' ,,;: LL‘;‘XAE\S%T 36
2 require comment when marked ‘No’ no [ ¥ el il 2
N/A ki Y
Comments: cilaadlall [ gadadll
FOR OFFICE USE ONLY JaBd (iSall aladiu N
FINRTR AT LAl e sal) X
Y . E tion: Wi}l
to ACTUAL SCORE_|  MAXIMUM valuation P
Approach and Cleanliness Adllaall @YY |1
Greetings and Initial Checks | &Y Sl y cus il |2
é?apf?arance and Behavior of cpida syl sy sedaa [3
Service iLaall {4
Cleanliness - Restroom and Gilaleall — ddiailt 5
Mosque Aasall g
TOTAL £ sadall
+ 5
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SERIALNO.

1156318
AL CORNICHE sS/5 933
CORNICHE AREA
ADNOC DISTRIBUTION
ABU DHABI
DESCRIPTION QTY  PRICE TOTAL
AD Brake Fluid 7.00 7.00
VoyagrSilveriL 5,50 14.00 77.00
TOTAL 84.00
CASH PAYMENT 84.00

You were served by Operator 1
DATE 23/03/2012 22:52 T1 61 01 5293

THANKS FOR SHOPPING. -







