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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center @
Dd)u,\ Emarat / D & 5l 54 Eppeo / Enoc / 45 Adnoc
SHOPPER CODE DATA ENTRY ) EDITING CSA SR. #
) Name Number Name Number | Name Number
2028 <.ago Cloo' | Saqa qoo | Avof §|o| 118‘ |
Gender Height Built _ [spectacles Beard | Mustache] Ethnic Groups
M| F T IM[S]|T [MIF |Yes[No [Ves [ No | Yes | No |indian [Pakistani[Filipino [Expat. Arabs] Others:
FRUOOROOROORROROR O O 0O O
Western . . N . Umm Al . Ras Al -
EMIRATE Region Abu Dhabi Dubai Sharjah Al Ain Quwain Ajman Khaimah Fujairah
O X O ] O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
o9l (3] olb tle |90 po ol ol ha:yzhasge
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

VISHDDDDV'S'TD[ZDDDDD

1. APPROACH AND CLEANLINESS A8 g ol By 1
Scores Critical Areas Al Ll PAVN]
YES P N ) _
1. Was there proper sign to the Lube no [ q dbie e WYalldsaljiadadia s da 1
changing bay? Syl s
na O gy
. ves [
3 2. \é\ig:ntigz(lj%be changing area clean and Nno B Y A e Akl iy i) s dileie S B 213
na [ sy
YES (X pad . L
4|3 Wasthereany oil leaking and fallingon  \ ' ] y Sagcal o gl elia glsdas 3 4
to the floor of the lube bay ? Syl s Addaia b (s )Y
na O 5809550 e ¢, g D29 O
YES pud '
2| 4.  Were the waiting area and table clean?  NO O b} faaydn; Al gl g jUstY) sk il Js 4|2
va O sbiy
- - YES o
2 5. &Voariitnhge?telewsmn in the waiting room NO |—_-] y Vi i G e 8 S Ja 5|2
na [ sey
ves b4 o - T
6. Was the board displaying complimentary o ] g Aald lgdle et Al Aa i cilS da 6
services neat and clean? At g A0 ye Agiladdl Cleasdl
na [ sduy
2. GREETINGS AND INITIAL CHECKS gl ) Al g cua Al 2
Scores Critical Areas Taalady) et Jalal
3|7 Was there any delay in approaching ves [] pax adiif ol il 3 il gl i g8 a7 3
customers? NO y bl gat Cala gall
8. Were you greeted in a friendly manner ~ YES axd csluly) B3 da e d s Al a8
(pleasant feeling)? Nno O ¥ ¢ (e
S cCakh gall gl Caim g ad Blay Y D)
5| If no, please describe behavior: Was it Lj :3: \::;l . jj; j;‘i "z )n e 5
arrogant, without any expression, normal e R O I LR T
etc..... ¢l
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pls oaall dut 3 i i€ of @il Ja 22
Sl o s 4l

Sl Aol si Adlaly il ) 6 Ja 23
fgils 3 dapaall

2| 22. Did he ask whether you want the engine YES
to be flushed and did it if you agreed?

z
O

3 23. Did the attendant fill the correct grade as YES
you requested?

Scores Critical Areas daall) Lol pAI]
9. Did he guide your vehicle for positionin D¢ ; R > ol 3
3 at the s?oppegl and asked you‘io switchg YES ~ :: M“‘fl%s_‘ “,f‘“ j:‘d:j: uﬁfj: ?\AL:S; 9 3
the engine off? No [] ¥ feaall il o S iy
10. When asked by customer, was the . S8 da edmentt e il gall g Ladic 10
attendant knowledgeable of different YES e "—ku L e )‘J ey
5 S . ) u‘}lﬂbuﬁjlub)a/&|y‘uh;a§?h 5
grades of oil, filters and their relative NO D N o e
benefits? flede JS 14
YES K] i .. .
4| 11. Did he offer the waiting area to you? NO t oMY Ad e g syl elle ware da 114
4| 12. Did the staff thank you as you were YES K] € olas i€ Lty oS Calhyl W6 a 12 |4
leaving? No [J y 7 =S ¢ .
3. APPEARANCE AND BEHAVIOR OF STAFF pgSshay Cuilisall Lekia 3
Scores Critical Areas At e Jalas
. YES P
3 13. z\r/%sti?;?umform of the attendant neat NO D Y 08 ey Gl ealall byl Gl S s 13 (3
NA [ gy
YEs K1 m o,
14. Was the attendant wearing visible Jekay Ay (55 5 3 g sall Cals sl S 14
3 nametag? Nno [] 3 o . 3
va O sy Ayl
YES X Y L
15. Was he able to communicate with & dealgill e 150l Cals gl IS Ja 15
3 o Nno [] ¥ o 3
customer? sl
NA [ ey
YES ey
4| 16. Was staff courteous / friendly? No [ N flahal/lagn s il sl S Ja 16 14
| NnA D ks
4. SERVICE dadl) 4
'Scores Critical Areas HA'L_»...L..&'\ Claall L]
P : 25lS o) 3l Cabs gl Al8
17. Did attendant check whether you need ~ YES e u uu)ul P Juj i A7
3 top up or complete oil change? S0 e o) Gl ALY pliad s 3
P up ge” no [ q e,
3| 18. Did attendant check with you whether ~ YES pd 28 1Y) Lad elie il gall (385 Ja 18 3
only oil is to be changed or oil with filter? @ | y § AN 5 a0l dads g 0 s
19. Did he check using gauge the quantity ~ YES px il ol (6 siase by Cala gl WG a1 Q
3 required to be topped up and informed g il )l Al I G il oelaaall 3
you? Nno [ v fellyy il Ll
a0 N e n Bl (i o)l G
3| 20. Did the attendant check for o leakages YES [~ ai O “’4’: “'/'j;” o ¢ ’{ij .20 3
under your car from filter and drain bolt? Nno [ y S et O 00 el
ey
3| 21. Did the attendant drain the used oil YES A Janteaall 3l OS i il gl A6 Ja 21 3
completely from your car? No [ Y €l Jh (e
ool
O v
-
O ¥

z
o

N
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Scores Critical Areas Tt c¥laall Jataih
J| 24 Didnerequestyoutosiartengneand - ves et assn, doad didosf o) e ok 8 24
minutes? no O N Sy Aada sadd Jpddll Alls
3 25. Did t_he_attendant ensure that the carter ves X p uiﬁ);d);:djii;k ﬁﬁi&ﬁ 25 3
bolt is tightened and there are no leaks? NO D N ecy sl
26. Did attendant carry out the following Liladl Cilia gail) ¢l b cabgall B s 26
complimentary checks: -aul
ves R
31a. Battery Water top up NO D N Ay jaall cla ddliza) 31a.
A [ ey
ves X]
31b. Coolant Water top up NO O b coolant/a_pall ¢le ddlal 31b.
NIA E] 33y
YES i .
31c. Auto Transmission Fluidtopup  No  [J ML T ste.
G sanil yill)
na O ks
YES pai
31d. Brake Fluid top up no [ Y deill 3 dils) 31,
na [ sbsy
YES o
31e. Gear Oil top up no [ Y oAl elagsilal 3te.
na [ aboy
YES o
31f.  Air filter cleaning no [ y ol Sl ain 31,
na O by
YES % o
31g. Wiper Water top up NO b} gl Glaliad oo ddL) 31g.
na [ gduy
ves M~
31h. Clean engine using air gun NO D Y ehsedl et pladinly Al alads 31h.
na [ sdsy
3| 27- Were any of your questions related to E(E)s r"; daleid) dlilind e b e :\T‘\é}” uﬂ-' Js 27 3
fube change answered? Sy M st Aalesy
na [ sbsy
3 28. E?]ig (t:r;? Staff place the mileage sticker in :“E)S % ?: Afﬁmﬁ&ﬁﬁ;\ﬁ 28 3
' va O sbuy R
YES o2
4| 29. Were you offered a receipt voluntarily? ~ NO O Ny LA aDhl dayelde e da 29 |4
na [ sbuy
5.  REST ROOMS AND MOSQUE saauall g (plaadl foull g5) Aal ) i 5
Scores Critical Areas gl ¥t Liauds
3 30a. Were they adequately stocked with all YES Bl e st & 8 e S o 30a 3
necessary supplies such as goap? NO ¥ SO gall Jia
N/A D d..da.'g\} @ Qo 2 Oa))’
</ T
3
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@ores Critical Areas Al YLl pAA]
ves O
30b. Were they adequately stocked with all :‘ Aol Gl el wiens 5 e cilS da 30b
necessary supplies such as toilet tissue? NO _ sl g B
N/A D@@Y@ CwWlgri(9,9 LoV
30c. Were they adequately stocked with all YES [0 s Rl S5kl & 8 jeae il a 30c
necessary supplies such as paper towels? Nno [ y 048 ) oll Cidlial) i
(paper towels are not required where fully X Slidae 855 ic dyglha e a4l ailiall)
operational hand dryers exist) wva O Gbi Y "2 2 9 'zn Lo 2 9,31 (Yl _\‘m@‘
: 7 dake LG T
31a. Were sinks clean? ves [X] o ol f - ,,dfu‘ ufls ‘JA. -3
require comment when marked ‘No’ Nno [J ¥ cmsl om o YT Aa Y calS 1y
NA [T sy
31b. Were mirrors clean? YES pd L. ’ ,.,' .,; lf'b'd‘ uﬂs Lh. -31b
require comment when marked ‘No’ Nno [ Y Tl oy YT Yl ol 1y
NA [ giyy
31c. Were hand dryers clean? YES D i . ?v b "s'xf,w,,‘;'.m'u wls dﬁ 31c
3 require comment when marked ‘No’ no OO v e o Y A sy
NA D gy Shb Gladzo w0 o
31d. Were dispensers clean? YES pri WAL” O’*"‘fﬂﬁw uj\s dﬁ. -31d
require comment when marked ‘No’ No O v S I T
- NI/A D Gy
YES psd
31e. Were toilets and urinals clean? Nno [ ¥ gk ol Kl il Ja 31e
VA [ gy y
32a. Were doors clean? YES i o ’ .“,,”,,“‘—,"ﬁy‘ uLS d‘. -32a
require comment when marked ‘No’ no [ ¥ Tl o MY Y s 1y
NA [ giyy
ves X "
32b. Were walls clean? Nno [0 4 fAaa sl CilS Ja 32p
NA [ Gy
YES prd
32c. Were ceiling clean? No [ Y faadsi el (S Ja 32¢
NA [ gy
YEs X
2| 32d. Were vents clean? no [ b fddas MUl cuils s 32(
NA [ sy
32e. Were floors clean? YES I e o all ?mn&:’%ﬂ‘ Q—US JA. 32e
require comment when marked ‘No’ no O v S R I
- N/A D ki ¥
YEs A
32f. Were baseboards clean? Nno [ ¥ FAddai saclall o o [lailadl ) )3 culS Ja 30f
vA [ gy
YEs K .
32g. Were grout clean? Nno [ ¥ finlai LW o Ja .32g
NA [T gy 1
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Scores Critical Areas Agualudl) ¥l Jatastt
YES pai
33a. Were trash containers clean? NO D N Tasydas daladll Sy gla il Ja 33
) NA [ asby )
YES pai
33b. Were trash containers not overflowing? NO D Y Shaih e Aaladll il gla il o 33b
NA [ asby
YES pad o ]
) 34. Was the restroom smelling clean & no [ g ) Os) Aoy Aalad leall A1 cailS da 34 9
fresh (without any offensive odor)? $lolesd) 3 Agy S Aad
NA [ gy
3 Jazd alaall 8 < hagadll s cal€ o 35
35. Were all the facilities inside the YES p plaadl o <l el @“:‘?m P
restroom in good working condition? . . e
2 require comment when marked ‘No’ no O ¥ sl (o2 MY Y S 1Y 2
NA [ @by
; $(5) Cagas dmendd AclE f e IS
36. Was the Mosque premises clean? YES D s ( ), J;J\ ) g R_L‘;I_;e‘ :\sﬁ -36
2 require comment when marked ‘No’ no OO 3 ot el S St : 2
N/A by Y
Comments: scitBaasiall / gabasl)
FOR OFFICE USE ONLY Jaad (igall ?1.35.’“\1
Alauall e LAl Jed aall ,
0, g . . - ‘
o ACTUAL SCORE | maximum | Evauaton P
Approach and Cleanliness adlaill 5 ol yBY) 11
Greetings and Initial Checks A5 il 5 a2
/S\{)ap;?arance and Behavior of il gl gl s etae |3
Service FURTRI V]
Cleanliness - Restroom and Slalaall — dadali |
Mosque Sl g
TOTAL & gaaall
5 +
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SERIAL NO.

ADNOC DIsST R] lJUl LON
JURNYAF O0R 5o D577
NIYA‘? AR A
ABU O} HAB T
ESCRIPTION Qry  pRice TGTAL
VOquerBron»dL 1,00 50.00 50.00
TOTAL 50.00
CASH PAYMENT 50.00

You were served by Operator-
GATE 10/06/2012 19:52 T1

THANKS FOR sHOF

1
S3 01 4578

“FPTNG







