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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center &
O 1w Emarat /O 44/ 5S4 Eppeo / Enoc / g Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number [ Name Number
058 ReNoL| T 1111
Gender Height Built  PBpectacle] Beard | Mustache| Ethnic Groups
M]F |TIMJSIT [M]F [Yes[NoJ]Yes]No]|Yes][ No [indian IPaklstanl[Flllplno [Expat. Arabs] Others:
NOONOOXNOOROXRORK O O X O |
EMIRATE ";‘::‘IZT AbuDhabi |  Dubai Sharjah Al Ain g’:\:v“aﬁ" Ajman Kﬁ:ism"'ah Fujairah
O X O O O n O O |
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
qQls|2|l 02 | 213 [loH 00| O] Ol2 16,10[\6'3
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturdayl Sunday[ Monday ] Tuesday IWednesdayJ Thursday [ Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
VISIT VvISIT
O O 0 0O O o o Od O O X
1. APPROACH AND CLEANLINESS -A3Ual gbﬁ}’\ K|
Scores Critical Areas Dbl ¥l BAYH]
vEs D4 . gt
1. Was there proper sign to the Lube no [ q dhie e AVl daal gansd dla oS da 1
changing bay? Sy st
nva O asny
) , ves A
3 2. XYgasr:izZ(lil;be changing area clean and NO D Y SR ey Ak cy M i dikieculS Jo 2 |3
nvA [ abuy
vyes [ i . .
4|3 Was there any oil leaking and fallingon K g e ae oy cuill iyt gl s S a3 4
to the floor of the lube bay ? S W e dlaia 8 oY)
nA [ sbiy i
vEs X
21 4. Were the waiting area and table clean? NO [] ) faada; Aol iyl dshie cilS Ja 4 {2
vAa [ abiy
o N YES px
2 5. vaoe;ii;hge?telewsmn in the waiting room NO D N ¢ Y A e 4 Cans sl S Js 5|2
NA [ sdiy
YES pek o .
6. Was the board displaying complimentary 5 [ g Ll lgle el sl cilS da 6
services neat and clean? Chaal 5 Al ye Agilaadl cilaasld
na [ by
2. GREETINGS AND INITIAL CHECKS A Y Sl g a2
Scores Critical Areas Al cYlaall AR
3| 7. Was there any delay in approaching ves [] px sl B 8 el o s gS ds 7 3
customers? No KX Yy SOl g Cala gall
8. Were you greeted in a friendly manner ~ YES [X px alul) A3k e cm il i ds 8
(pleasant feeling)? No [ ¥ ¢ (g e
TS U b gall @ sle i g1 28 Bl <Y 1)
5| If no, please describe behavior: Was it kj e Li;! }j; ‘;ﬁ 8 J.‘ 15
arrogant, without any expression, normal ¢ ol oe (RN ;—»Au. 2
etc..... ¢..&
+ 1 -+
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Scores Critical Areas LI LA PN BAY]
9. Did he guide your vehicle for positioning  ygsg M A il sl G le Gl a9
3 at the stopper and asked you to switch ‘,;ﬂ Vel o el ulL 3 L) ?'GJ 13
the engine off? No [] Y el ik =ia s 8 bl Glay
10. When asked by customer, was the 2 . IS da cdsall (e il sl S5 Ladie 10
5 attendant knowledgeable of different YES pr jjﬂ‘:ll - )“ QL:: / ﬁf‘d iy e ' 5
grades of oil, filters and their relative no [J q 2= e ¢
benefits? Fleda JS il 584
. ” YES (X e o 4 e E s
4| 11. Did he offer the waiting area to you? oAVl dd e & Uanyl elle vaye da 1114
No [ ¥ ) ~
12. Did the staff thank you as you were YES pr ¢ Mar omc R <
4 leaving? No [] y .JJ\&J(—XJS@&‘M&JL}A‘?&(JA_‘lZ 4
3. APPEARANCE AND BEHAVIOR OF STAFF ragSsluy cpiligall gdia 3
Scores Critical Areas A YLl Jataal
. YES I
3 13. Z\'ﬁs“?;unlform of the attendant neat NO D Y 00 ey Gl sl Gl gl G AS da 13 (3
NA O gy
YES D . ] .
3| 14. Was the attendant wearing visible no [J g Dy Ay (535 1 3 g sl Cali gl S U 14 3
nametag? T pin g el Lgile
Nna [ sy
YES o ..
15. Was he able to communicate with &o deal il e 10 Gaba gl S Ja 15
3 Nno [ ¥ . 3
customer? o5 0
NA [ sbuy
YES |
4| 16. Was staff courteous / friendly? No [ y Slaphal/lagay Cala sl S Ja 16 [ 4
na [ sauy
4. SERVICE daadll 4
Scores Critical Areas A LY Llai
e : ClS O Goad Gaadlly il gl W8 Ja 17
17. Did attendant check whether you need YES P . uu)’-d Sa }d ,e
3 i lete il change? ) i ol 3l Alay Fliag s ) 3
op up or complete oil change? Nno [J N ¢ LS,
| 18. Did attendant check with you whether ~ YES X i B S 1Y Lad olia ok pall Bia3 b 18 3
only oil is to be changed or oil with filter? yo O ) ol 5 <y W B dada ey 3l s
19. Did he check using gauge the quantity ~ YES pad 3l 3l (5 se by b sl JE Ja 19
3 required to be topped up and informed ey G G Al o gaslh gl 3
you? Nno [ Y Sllly elaly y gl
| P e ol o e ity ol gall A5 Ja 20
3 20. Did the attendant check for oil leakages YES E el wﬁ;ﬂi} Al e bjij i 2 3
under your car from filter and drain bolt? NO D y B e
3| 21. Did the attendant drain the used il VES D sy ety 1 0S fi cldl J6 e 21 3
completely from your car? Nno [ ¥ $eli Jlaws (ye
2| 22. Did he ask whether you want the engine  YES By el e 3 S o) @lile da 22 5
to be flushed and did it if you agreed? Nno [ ¥ flidd) 50 Jla 8 iy,
3| 23. Did the attendant fill the correct grade as  YES X PE Gyl da /e 5 Adlaly calh gall Bl Ja 23 3
you requested? no O y fleitla il dapsiall
2
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Scores Critical Areas Tl cylaall Jataal
24. Did he request you to start engineand  ygs X a4 5y o jaall Qi o g of lie calh Ja 24
3 leave it running for one and a half RENPYPRN s ey = . 3
minutes? no [ 3 Sidual s A baal il Al A
3 25. bDid t'he.aﬁendant ensure that the carter YES X pd uiﬁﬁd’jjlﬁ\:h j::(;:f: 25 3
olt is tightened and there are no leaks? no O N el
26. Did attendant carry out the following Auiladll Clasadll ol jaly el dl B o 26
complimentary checks: il
ves @
31a. Battery Water top up NO O Y AUl cle L) 31a.
na O] asny
YES ol
31b. Coolant Water top up no O ¥ coolant/s pall sle dilial 31D
na [ sy
YES o N
31c. Auto Transmission Fluid top up NO D b G RSl B JtP w) -uu.:\ 31c.
(0 5anst )
Nna [ sbsy
ves M~
31d. Brake Fluid top up no O Y Jejill cyiilal 31d.
NnA [ sy
YES pad
31e. Gear Oil top up vo O Y oA allcyilal 3e.
na O iy
ves A
31f. Air filter cleaning no O y ool ks 31,
va O by
YES o
31g. Wiper Water top up NO D ¥ Fla 3 claliod ele Adlal 31g.
na O sy
YES X et
31h. Clean engine using air gun no O Y ebsgll (utua alaatuly o jaall il 31h.
na O adiy
3| 27. Were any of your questions related to :lf)s % (ﬁ; Aalaiall ctilind e gl 4_99 :*?\—?-\;1\ u-:u da 27 3
lube change answered? S 3l yuad Alany
nva O abuy
3 28. aig (t:r: gtaff place the mileage sticker in :is % 6“; ém@mﬁiﬂﬁ;ﬁ;‘;ﬁ 28 3
' nvA [ sy €5 _and
YES X
4| 29. Were you offered a receipt voluntarity? ~ NO O Y Shkia) WSl Jeay e (m e b 29 14
wa [ abuy
5. REST ROOMS AND MOSQUE + dawall (e&ﬂ\ /c.\,db:.) Al i 5
Scores Critical Areas Ll Ll i
3 30a. Were they adequately stocked with all ves B Ay mal) Sl liaall a3 je2e S Ja 304 3
necessary supplies such as soap? NO D ¥ T gball i
A [ gy ==
3
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Scores

Critical Areas

Ll Lol B AIH]

30b. Were they adequately stocked with all

vEs M
No OOy

s all Gl el asany 3 e <l Ja 30D

necessary supplies such as toilet tissue? Sull il (5599 Jia
NA [ gy
30c. Were they adequately stocked with all ves M4 axd ) yeall e il & e <ilS Ua 30c
necessary supplies such as paper tr.:wels?'No D ¥ 48 ) 6l cadiliall Jia
(paper towels are not required where fully Chitae 85 die dyglhe e 46l ailiall)
operational hand dryers exist) nva O ssuy (A3
e : el Julidl cals
31a. Were sinks clean? YES P o 5 —"y:l;_,gyrlj .\S‘JTM'SM
require comment when marked ‘No’ no [ ¥ e > Syl Qs Y
NnA [ gbyy
" s Saa,0a5 Ul yall cuilS
31b. Were mirrors clean? YES - g w1 ):y\tu tsdT';l's"b
require comment when marked ‘No’ Nno [ ¥ Tras o> e :
nva O gy
; A o0y Ciliine CulS Ja
31c. Were hand dryers clean? YES M i gl - "sdf,y,fhgy‘z&dﬁlmc
require comment when marked ‘No’ vo O b L 2 -
NvA [T ey
s faih ) sbiall lilae CuilS
31d. Were dispensers clean? ves P . J:\'” o "Y':_'R.L‘yltmsdrjmd
require comment when marked ‘No’ Nno [ ¥ T > = |
NA [ gy
ves [ o
31e. Were toilets and urinals clean? no [ ¥ fhadss Sl A << Ua 31e
nva [ gy
; faadat ol V1 el Ja |
32a. Were doors clean? ves B 5l g ‘ajly]tﬁgd‘;\sza
require comment when marked ‘No’ NO D b & K T e :
nva [ gy
ves B
32b. Were walls clean? Nno [ Y Sk GUaall cilS da .32b
NAa [ gauy
ves B
32c. Were ceiling clean? Nno [ Y Sl il S Ja 32¢
NA [ sy
ves D4
32d. Were vents clean? NO D v faada; Ml i< o 32d
na [ gauy
- faki i 91 S U 326
32e. Were floors clean? ves X4 g o il ’ g Zu)l;\j\tﬁls 1513
require comment when marked ‘No’ NO D ¥ St e i .
nva O sy
YES IX]
32f. Were baseboards clean? no O ¥ Sk sae il & ) [lilsdl )50 cwilS Ja 32f
Na [ gy
ves A
32g. Were grout clean? Nno O ¥ Sk WU oS da 329
NA [ gbuy
4
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Scores Critical Areas Al Ylaal) Lai
YES pi ’
33a. Were trash containers clean? Nno [ b fdida Aalaall by s @il Ja 33a
NA [ ady
2 = - 2
YES pad
33b. Were trash containers not overflowing? NO [ b fAaili e daladll cilygla cailS s .33b
NA [ gy
YEs [1 o o ]
2 34. Was the restroom smelling clean & No & ¥ s s Adaiay Aipkas pleall dail ) CuilS s 34 2
fresh (without any offensive odor)? Selanll 3 A S sl
BAD SMELL IN wasHRooM NA [ gy
: 3 alaall i paeal gpan il
35. Were all the facilities inside the YES E e dusie o @430: d;l;.35
restroom in good working condition? . n DI
2 require comment when marked ‘No’ no OO v L 2
NA [ Gy
3 2(3) ki anedl Ald gl e (IS
36. Was the Mosque premises clean? YES D - ( ). :‘ ) ,,;?, ,L‘j",‘f\sﬁ 36
2 require comment when marked ‘N0’  No [ ¥ gl e MY A S ) 2
N/A Gl ¥
Comments: sclBBadiall [ gaesll
BHD SMELL N ReSTROOM

FOR OFFICE USE ONLY

b CiSal) aladiu

Avisall T8 Ll el al)
9 . E ion: 1l
& ACTUAL SCORE |  MAXIMUM valuation P
Approach and Cleanliness Addaill y al S8V 1
Greetings and Initial Checks | As¥) cilSudill s cam il |2
Appearance and Behavior of ik el e el
Staff b gall Hgluis Hedae |3
Service Aa2all |4
Cleanliness - Restroom and Slaleall — Ziailt |
Maosque Aaall g
TOTAL £ saaall
5

Lube change.doc







SERIAL NO.

117 |5

| 5

ADNOC DISTRIBUTION
JURNYAFOOR S/5 9957
BANIYAS AREA

ABU DHABT

DESCRIPTION Q1Y  PRICE TOTAL
VoyagrSiiverdl 1,00 63.00 63.00
VoyagrSilverih 1,00 18.00 18.00
New Nissan Alt 26.00 26.00
TOTAL 107.00
CASH PAYMENT 107.00

You were served by Operator 1
DATE 23/03/2012 16:35 T1 33 01 419

THANKS FOR SHOPPING .







