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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center g}
O < u Emarat 10 @ Eppco / Enoc | B a8 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
! Name Number Name Number | Name Number
41 mop | [ | []
Gender Height Built _ Ppectacled Beard | Mustache] Ethnic Groups
M ] F JTIM]S|T [MIF fYes[NojfYes|No Yes | No |indian [PakistaniFilipino [Expat. Arabs[ Others:
IDDIDDIEDEIIIDEIEIEID X O
Western . . . . Umm Al . Ras Al
EMIRATE Region Abu Dhabi Dubai Sharjah Al Ain Quwain Ajman Khaimah Fujairah
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
Q¥ololql [+ elq [ oft [ ol2 |18:59 350
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday l Sunday] Monday I Tuesday lWednesday | Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAYOF

visT [~ D O D vsr | [0 O O O O O

1. APPROACH AND CLEANLINESS 483 s,abﬁ\‘l\ K|
Scores Critical Areas EEW AN POX ol
YES pa . . .
1. Was there proper sign to the Lube NO % N dihia Jle YAl dsalydaddin S da 1
changing bay? AT | EVES
na [ iy
_ ves [
3 2. \g;asr:it;zgf?be changing area clean and NO D Y e ik eyl i dikiecidS g 2 (3
na [ iy
ves [ = . . -
4|3 Wasthere any oil leaking and falling on " e g e e dysanllo s gldaa gisda 3 4
to the floor of the lube bay ? : Sy M yuis Adlate & L Y)
NA [ siy ’
ves [
21 4. Were the waiting area and table clean? NO [ Y haes Al Ul st dhie <SSy 4 ]2
na [ ey
5. Was the television in th iti YES m o
212 wo?-iitnge? elevision in the waiting room NO D N ¢ Uyl A8 2 u,ﬁ Jems sl S Ja 5 |2
va [ seiy
YES px s s
6. Was the board displaying complimentary 5 [ g Ll e el Al da gl oS s 6
services neat and clean? Sadaday g dx je Alaall ileaadl
va [ assy
2. GREETINGS AND INITIAL CHECKS AN sl g qua il 2
Scores Critical Areas Al ¥l hay
3|7 Was there any delay in approaching ves [ px a8 8 Al gl lia K da 7 3
customers? Nno G Y il sad ala gall
8. Were you greeted in a friendly manner ~ YES A ax sl it i b Al ds 8
(pleasant feeling)? no [ N ¢ (zoae
S O reabs gall gl Caim g a8 Elay (Y 1)
5| If no, please describe behavior: Was it Lf e ﬁ . ﬁ; j:_‘i N 15
arrogant, without any expression, normal ¢ > o e o v
etc..... el
+ 1 +
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+
Scores Critical Areas EEWEUAN JEAN PO | PATH]
9. Did he guide your vehicle for positioning  ygg A il Sl o i Gkl 5 Ja 9
3 at the stopper and asked you to switch e NI v e 13
theengineoff? D N .L..‘Ml@la.ﬁu‘duL!ﬂ:j UL3..A! u\g“y
10. When asked by customer, was the . IS edsanll (e il gall S Laric 1
5 attendant knowledgeable of different YES [E e it*;:“ - ‘ _)1\ d:m_‘ / \J.?S !}“ e 10 5
grades of oil, filters and their relative no [] q = »J &\f’. AR
benefits? fleda JS 2l 4d
YES IE : .. .
4| 11. Did he offer the waiting area to you? No [ ‘a: MBIV A4 e sy dlle uase da 1114
4| 12 Did the staff thank you as you were Yes[§ £ )3 S Ly o S iyl G Ja 42
leaving? Nno [ Yy "2 =SS ¢ . 4
3. APPEARANCE AND BEHAVIOR OF STAFF S sl g (il gall a3
Scores Critical Areas Al SYawl PATHI]
. YES o
3 13. :zzsﬁ?; uniform of the attendant neat Nno [ Y L Gl ealall il sl Gl oS s 1313
NnA [ sdsy
YES pad s
3| 14. Was the attendant wearing visible No [ N Oakay iy (65 5y 3 sall il gl S Ja 14 3
nametag? $z a5 4l Lgle
NnA [ sdyy
YES pxi .
3 15. Was he able to communicate with no [] y &o dial sl e 150l Gala sl S s 15 3
customer? Tos 3l
NA [ iy
YES axl
4| 16. Was staff courteous / friendly? No [ ¥ S/l s el gl S Ja 16 | 4
NA [ gy
4. SERVICE Aadll 4
Scores ~ Critical Areas Lot} Nl B L&l
R : S o il Ll gall LG
17. Did attendant check whether you need YES = u- uuﬂ sa yd e B 17
3 top up or complete oil change? S0 o el Ol AdlaY pliass ) 3
p up p ge: NO D y € Jullly
5| 18- Did attendant check with you whether YES ox A S 1Y) Lad e Cals gl 3is3 s 18 3
only oil is to be changed or oil with filter? No [ Y ¢ Aal g g 3l ol a5l s
19. Did he check using gauge the quantity ~ YES Al Sl (6 sle Gl il all JE s 19
3 required to be topped up and informed iz Al s Gaaill ulad) 3
you? Nno [ Y Sl il 5 il
3 20. Did the attendant check for oil leakages YES P uﬁ 7?8: gl D}:ij ﬁ 20 3
under your car from filter and drain bolt? Nno [ y SR oe e -
ey 3l
21. Did the attendant drain the used oil YES [N s Jexicdl cu )l 08 o i ili ) A5 s 21
3 3
completely from your car? No [ Yy Tl Hlow (e
22. Did he ask whether you want the engine  YES P iy el o xS ) il Ja 22
2 2
to be flushed and did it if you agreed? NO y Teliad) oo Jla s ally
3| 23. Did the attendant fill the correct grade as  YES 15| axd Syl As pofe i Adlals il gall W6 Ja 23 3
you requested? Nno [ ¥ el Al dajauall
2
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Scores Critical Areas Taabud) il Jalaihy
24. Did he request you to start engineand  ygg [d a8 iy el Qi 6 o lie alla Ja 24
3 legve it running for one and a half D S i 4583 52l Jyeill Alla 3 3
minutes? NO b 3 g 3
. ves B o s_u)“ :«3’)-;/.:«3,‘\,‘. 9| Q‘.qL.,fn .\dea 25
5|5 pave oo vt YES E s L g |3
26. Did attendant carry out the following Alaall cliasadl ol abalagall B Ja 26
complimentary checks: Rk}
YES axl
31a. Battery Water top up no [ | iyldlcLdilsl 31a.
va [ sy
ves M a
31b. Coolant Water top'up NO D b} coolant/a .l ele ddLa) 31b.
na [ by
ves M~ .
31c. Auto Transmission Fluid top up NO D b i )LP u’ ‘“L“" 31c.
(O spanst 1)
na O asiy
YES ol
31d. Brake Fluid top up no O Y deljdll cyjaa) 31d.
nva [ adyy
ves d &
31e. Gear Oil top up no [ ¥ oo A Ll el 3te.
W RETSY
ves 4
31f.  Air fiiter cleaning no [ 3 sl abs  31F,
nA [ ahiy
ves [
31g. Wiper Water top up no O y o3l sl ele i) 31g.
nva O sbuy
ves [
31h. Clean engine using air gun NO (| ¥ ehsedl et pladiily o jaall il 31h.
wa [ sduy
5| 27, Were any of your questions related to :KE)S % ?: dalaial) Glilind (e sl e 3?’\%?‘ um ds 27 3
lube change answered? oy et Aglesny
wa [ sy
3 28. tEr)ug (t;r;? 's?,taff place the mileage sticker in :lf)s E ?: Jm@miﬁ&ﬁﬁ;ﬁ 28 3
' na [ shuy % el
ves @ =
41 29. Were you offered a receipt voluntarily?  NO O ¥ SO s W20l Jea g e (i o da 2914
wva [ sy
5.  REST ROOMS AND MOSQUE sapasall g (alaal) fcudl g5) Aal M Gig 5
Scores Critical Areas Analud) SYlaal) Jaiaaty
3 30a. Were they adequately stocked with all VES E N VR PRR PV faans 3 e i€ o 30a 3
necessary supplies such as soap? NO O ¥ ¢ gaball Jia
na [ adiy =
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Scores Critical Areas Ll el PAYH]]
. YES o o
30b. Were they adequately stocked with all O v Aol e Slall a3 jeas cilS b 30D
necessary supplies such as toilet tissue? NO i gl g 199 S
NA [ sy
30c. Were they adequately stocked with all ves [ i Ll e il aaans 3 jena <lS Ja.30c
necessary supplies such as paper towels? no O v 48 ) o)) Cadlial) Jie
(paper towels are not required where fully Ciliae 855 vie dygllae e 448 ) i adlidl)
operational hand dryers exist) NA B sy (Y1 i
31a. Were sinks clean? YES E g 2l ! ‘,"":'_1.:‘1.;..11 ;'\:LS d‘. 31a
require comment when marked ‘No’ Nno [J ] e
NA [ gy
31b. Were mirrors clean? ves @ px L ﬁ Sl uls dT 310
require comment when marked ‘No’ no O ¥ sl om o Y ey il 1y
NA [ gbuy
31c. Were hand dryers clean? YES i . v‘:ﬂa "5’\:,\1 |"¢‘.u::,, uﬁ d‘. 3le
3 require comment when marked ‘No’ no [ ¥ sl o MY Al cals 1y
NA [ gbyy
31d. Were dispensers clean? YES p ‘m‘h u}"h':”,:",biu lestsd: 31d
require comment when marked ‘No' Nno [ Y sl o Y Ayl culS 1)
NA [ asyy
YES o
31e. Were toilets and urinals clean? no O ¥ fadas Jl) Al culS s 31
NA [ sy
32a. Were doors clean? YES E px ol ?%,f‘if ‘ %‘iﬁz. -32a
require comment when marked ‘No' no [ Y caasill (o T Ay ks 1)
na [ ghyy
ves B
32b. Were walls clean? no [ N gl Glhall <ilS s 32b
NA [ sy
vEs [B s
32c. Were ceiling clean? Nno [ y feaks Cialdl S s 32
NA [ amuy
ves B
2| 32d. Were vents clean? no' ] Yy gk MY cails s 32d
NA [ asny
. Paadat il 9 e
32e. Were floors clean? YES E e ol M,,y,%mf\‘!ru&glr "32e
require comment when marked ‘No’ NO D ¥ G S Sl el )
NA [ gy
ves K
32f. Were baseboards clean? NO D Y Ak sacall st il e s 32f
NA [ sasy
ves B
32g. Were grout clean? No [ N foala LW oS ds 329
NA [ gmuy
4
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Al cal Jatdily

Scores Critical Areas
ves [
33a. Were trash containers clean? NO D b faadas Adadll o s il o 33a
NA [ @y
2 - 2
YES o
33b. Were trash containers not overflowing? NO I:] ¥ fhaild e Aaladll cily s cailS Ja 33b
NA [ @y
ves [l s L ]
2 34, Was the restroom smelling clean & Nno [ N s o) Rdaia g Al alaall Aad ) il Ja 34 5
fresh (without any offensive odor)? $(plaall B Agy S Aasl)
NA [ iy
H Jaxd slaall & & peaddl azes S da
35. Were all the facilties inside the ves [@ e el el S
restroom in good working condition? . g e 1
2 require comment when marked ‘No’ no O 3 gl sl o2 YT ALY QS Y 2
NA [ ey
; $(5) Cadai dmasell dcl ) i (IS
36. Was the Mosque premises clean? ves [ ( ), ,:J\ ' ,,;ﬁ :\i&‘j‘,ﬂsﬁ 36
2 require comment when marked ‘No' ~ NO O v sl Al s 2
NvA [ iy
Comments: sBaadall [ gadedl)
FOR OFFICE USE ONLY 1agd Ciiall PAKENI
Unalt Llail Ll el sl - .
[+ g . . "
o ACTUAL SCORE MAXIiMum | FValuation: sl
Approach and Cleanliness aaldaall 5 b S8V |1
Greetings and Initial Checks L9 Sl g s il (2
éfapf?arance and Behavior of ol sall gl s elaa |3
Service daanll |4
Cleanliness - Restroom and Silalaall — ddladl 5
Mosque Jaauall g
TOTAL & sazmall
5
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AL MANASEER S/S 9
AL MANASEER AREA
ADNOC DISTRIBUTION
ABU DHABI, UAE

DESCRIPTION QTY  PRICE T

VoyagrSilveriL 4,50 14.00 63.
New Nissan Alt 1,00 26.00 26.
TOTAL 89.
CASH PAYMENT 89.

You were served by Operator 1
DATE 17/09/2012 19:20 T1 83 01

THANKS FOR SHOPI NG

70

OTAL

4659

SERIALNO.

1

9

8







