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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center w
| ) Emarat 1 )/ <4 Eppco / Enoc 1 & 440 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
“Name Number Name Number | Name Number
+ S 2o Rel,  Pyag | A SIZVZAMEYS
Gender Height Buiit ISpectacIesi Beard | Mustache] Ethnic Groups
TIM ]S ]T 1 M ] F |Yes[ No- IYesI No Yesl No_|indian [Pakistani[Filipino [Expat. Arabs[ Others:
Western . . . . Umm Al . Ras Al .
EMIRATE Region Abu Dhabi Dubai Sharjah Al Ain Quwain Ajman Khaimah Fujairah
. X O O O O O O |
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
Sl 7268 s lzlu I gl o) | o]\ hboblisiis
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday| Monday | Tuesday I Wednesday] Thursday ] Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF

VISIT ] ] 8 0 O vIsIT A O O O O O O

1. APPROACH AND CLEANLINESS -adUall) ¢ g‘ﬁ‘[\ |
Scores Critical Areas Lkt claali Jalai
YES o o
1. Was there proper sign to the Lube no [ N dihio e AVl daaljdadellia GlS a1
changing bay? LTI PP
na [ sy
_ ves [ -
3 2, \é\:gzr:il;z(lju?be changing area clean and NO D Y e Ayl s dibie cilS Ja 2 |3
va [ ssy
ves [1 . . e
4|3 Wasthereany oil leaking and falingon q e 4c gy cnill cpd gl s (S da 3 4
to the floor of the lube bay ? - S 3yt Adhaia & ()Y
A [ sy ]
_ YES o
21 4. Were the waiting area and table clean? NO O b Chada A GUall g Uyl ddlie clS da 4|2
na O sy
YES pet
. levision i iti Ul % . e
2 5 ‘\//vvoari“tqhge?te evision in the waiting room NO D N ¢ LBV e b Jens sl S ds 512
va [ sdby
YES Kl . s
6. Was the board displaying complimentary - 0 g Ll lgde ek Gl da il culS a6
services neat and clean? $aada g A0 pe Auilaall Cileasl)
na [ sy
2. GREETINGS AND INITIAL CHECKS S sl g qua 2
Scores Critical Areas L) SLalt AN}
| 7. Was there any delay in approaching ves [ px s/l g8 4 el gldia S da 7 3
customers? NO Yy oLl g Cals gall
8. Were you greeted in a friendly manner ~ YES | px bl A b il 5 ds 8
(pleasant feeling)? Nno [ N ¢ (o
S Ja rcab gall b Cain g 28 Bl Y 1)
5| If no, please describe behavior: Was it “ e . sz‘l ) )S; jiﬁ PRI 5
arrogant, without any expression, normal ‘ Lt anl S
etc..... _ e
+ 1 +
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Scores Critical Areas Al YLl Liail
9.  Did he guide your vehicle for positioning YES D4 ; L Sl I el o il ol LG
3 at the stopper and asked you to switch & e~ :.:: ﬁ . “"J‘ﬂ“ i . lfjl ¢ l;h -9 3
the engine off? No [] ¥ el ik Ay 8kl ey
10. When asked by customer, was the . S Ja eJpandt (o ol gall s Ladie 10
attendant knowledgeable of different YES e ‘_shu . o W }d e )
5 P . : ubﬂﬂbuy_}\u@\p/@y‘m(’h 5
grades of oil, filters and their relative n v g ) AR
benefits? NO flete JS il
YES i . .
41 11. Did he offer the waiting area to you? NO g ?’; SV A8 e 4 UiVl elle e da 11 (4
4| 12. Did the staff thank you as you were Yes K pud £ 50lis i€ Lty o Sy iyl L Ja 12 14
leaving? No [ y =S ¢ :
3. APPEARANCE AND BEHAVIOR OF STAFF 1agS sl g cpiligal) yedia .3
Scores Critical Areas Aol YLl PRI
4 YES ol
3 13. Z\:}zsﬁtgﬁ?unlform of the attendant neat Nno [] Y ey Gl pualall Cili pall S oS 1313
nAa O sisy
YES : B
14. Was the attendant wearing visible = D A8lay (57 5 3 5a gall Cals gl NS Ja 14
3 nametag? no [ 3 o - 3
N/A % sy AL
YES ;
15. Was he able to communicate with ~ g Geal il e 1508 Gilasall (S Ja 15
3 customer? Nno [ 3 P 3
. PO
NA O sy
YyEs KI =
4| 16. Was staff courteous / friendly? NOo [ ¥ S/l gay cals gl (S Ja 16 | 4
NA O sy
4. SERVICE ALl 4
Scores Critical Areas At cYL Jalah
: 23S o) saailly Cals gl L3 .
17. Did attendant check whether you need ves [} e u-' uu)uj S }A N Q17
3 top up or complete oil change? S0 i el Bl ALaY gliad sl 3
p up p ge: NO D y ¢S
3| 18. Did attendant check with you whether ~ YES % p 25 €1 Lagd i cala el 3385 Ja 18 3
only oil is to be changed or oil with filter? N O ) ¢ ilall 5 <y 3l of Jadd s
19. Did he check using gauge the quantity ~ YES ] ax el o 3l (5 stse (uliiy Calasall 26 Ja 19
3 required to be topped up and informed i A ol A G el ulsal) 3
you? no [ ¥ ey, il L)
i O ol G e ATl Cals gl G a2
3 20. Did the attendant check for oil leakages YES E ol uﬁ):;ﬁi} il e ajid‘: e 0 3
under your car from filter and drain bolt? NO D y - s 3l
5| 21 Did the attendant drain the used ol YES B e el oy OS i Gili gl 6 Ja 21 3
completely from your car? Nno [ Y Sl Hluws (ye
9| 22. Did he ask whether you want the engine ~ YES X pd Gy dl el Jre oy e o) @il Ja 22 5
to be flushed and did it if you agreed? NO D N Suliddl oo Jla iy
3| 23. Did the attendant fill the correct grade as  YES %] axd Sl Aa /g 53 Al Cala all B8 Ja 23 3
you requested? Nno O N flella Al Aapnall
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Scores Critical Areas Jaulad) caal) PRIN]

4| 2 Didhereauestyoutostartongneand  yes X1 e 455y adl ity o of i ol 24
minutes? no O ¥ fiualy 4ifs badd Jauddll Al A
. el 48 e /A geba off (e cilasall U5 Ja 25
3 25. Eid t_he.attendant ensure that the carter7 YES iﬁﬁuﬁd j}ﬁ& L:j s & 3
olt is tightened and there are no leaks? no I v eyl
26. Did attendant carry out the following Agladl Cliasaidll of ply cadagall B Ja 26
complimentary checks: sl
ves B
31a. Battery Water top up no [ b g Ul el ALl 31a.
nva [ ahuy
ves Bd m
31b. Coolant Water top up NO D b coolant/a sl ¢le ddlal 31b.
na [ asiy
ves Kl -~ -~
31c. Auto Transmission Fluidtopup  NO [ g Bl apial - 3c.
(0 a3
NA [ sbiy
ves K
31d. Brake Fluid top up no O ¥ daill ey i) 31d.
na [ iy
ves I
31e. Gear Oil top up no [ ¥ Cool pallcyy sl 31e,
na O by
YES ol
31f. Air filter cleaning no O Y S ks 31F.
nva [ ey
YES pai
31g. Wiper Water top up Nno [ ¥ ol cilabinal ol il 31g.
na O gesy
ves K1
31h. Clean engine using air gun no [ N ehsell Gt Alatinly o jaall Ciplais 31h.
nva [ shy
3| 27. Were any of your questions related to :(E)S ?: alaiall il e gf e :*TJL.QJ‘ um da 27 3
lube change answered? . e 3l s Adleny
nva O ssuy
3 28. aléj ct;:\? ;taff place the mileage sticker in :ES % P: Jfﬁmﬁ:&ﬁﬁ;\;ﬁ 28 3
na O iy €5
ves B4
4|29, Were you offered a receipt voluntarily?  NO [ N ol sl 2! Juay dlile mje db .29 |4
na [ sy
5.  REST ROOMS AND MOSQUE  paall g (plaad feull ) al ) G E 5
Scores Critical Areas Toalad) ¥l Latastt
3 30a. Were they adequately stocked with all ves B Ay g pall o el aran 8 g <ilS o 302 3
necessary supplies such as soap? NO D ¥ o gball Jia
nva O iy =
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Scores Critical Areas Tl ctaalt pRHT]
_ ves Kl = . L
30b. Were they adequately stocked with all no O g s el e il wians 3 jeae cilS o 30D
necessary supplies such as toilet tissue? Sl gl (5599 e
na [ by y
30c. Were they adequately stocked with all YES @ pai Al Sl i) e 3 e <ilS Ja,30¢
necessary supplies such as paper towels? o [ v 740 o) ddlialf Jie
(paper towels are not required where fully . Clidas 845 aie dyglhae ye 480 adliall)
operational hand dryers exist) wva O Gehis ¥ (A A
; Saika: Jubll oS
31a. Were sinks clean? YES P a1 ’,,y,‘,‘l;:\_\yr‘f .\SJT.‘.31a
require comment when marked ‘No’ Nno [ ¥ e Al s
Nna [ gy
; PR EWIIERT
31b. Were mirrors clean? ves px L al g 2;.:{:;1\;? .15"‘?.“31b
require comment when marked ‘No’ NO D b o2l o2 e
NA [ sy y
R ; 2815 o] Cliias CulS
31c. Were hand dryers clean? YES o ol q%z,,, LL;Yl;:’ ,SJT.J"MC
3 require comment when marked ‘No’ no [J ¥ gl o el
Nva [ sy
3 faadas o sliall cligla cails
31d. Were dispensers clean? YES f& - . ,33\ o "Y':—)Lﬁyﬁ ,‘SJTM'SM
require comment when marked ‘No’ no [ ¥ Tt > kA
nva [ gy
YES KXI
31e. Were toilets and urinals clean? NO D Y fAaakai Sl LSl S o 31e
NA [ gy
faadai o ¥l culs
32a. Were doors clean? YES g . ';.y.:’_' Lj\;‘yﬁ 'LSJT'J 32a
require comment when marked ‘No' no [ ¥ s R
NA [ gayy
YES psd
32b. Were walls clean? NO D ¥ fagly lanll @ilS s 32b
NA [ sy
ves @
32¢. Were ceiling clean? no O v Sl Gl oS Jb 32
na [ gy
ves B4
2| 32d. Were vents clean? Nno [ ¥ eaadas Bl s Ja 32
NA [ sy
. (}" bR O Q . A Y
32e. Were floors clean? YES ,E axd o ~@hl'y%:£;ﬁ§&%j32e
require comment when marked ‘No’ no [ N Cant et PR AR
nva [ Gy
ves Kl
32f. Were baseboards clean? Nno [ ¥ fAadai saclll # o Lailadl )5 il Ja  32f
NA [ iy
ves M
32g. Were grout clean? no O ¥ Sedudai L3 S s .32g
nvA [ gy
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Scores Critical Areas Fanbod) Staalt Laai
YES 4
33a. Were trash containers clean? No O 0 iyl ALl cil s cailS Ja 333
) NA [ sy )
Yyes ]
33b. Were trash containers not overflowing? NO O ¥ fhaild e daladll gl <SS da 33b
NA [ by
ves B s )
2 34. Was the restroom smelling clean & Nno [ N sl 0s) Aaie g Ak plaall Aa3l ) S s 34 2
fresh (without any offensive odor)? fobandl B Agy S Aadl
NA [ sy
3 Jaxd aleall 8 il jueadl) area CailS Ja |
35. Were all the facilities inside the ves B L A A 35
restroom in good working condition? . w4 e
2 require comment when marked ‘No’ no [ ¥ g sl o2 MY Al cals 1) 2
NA [ aiy
3 2(5) i daeal) dcld ) e S
36. Was the Mosque premises clean? ves [0 ( ). }:A\ ‘ ,,:; ML‘;':M“\ST: 36
2 require comment when marked ‘No© ~ NO [ ¥ el A 2
NA [ adiy
Comments: sCilaadlal) [ galastt
FOR OFFICE USE ONLY Ja8d igall aladiuy
Alacalt Tl LAl ey aal) .
o, 2 i . .
% ACTUAL SCORE | _MAXimum | =V2ation: el
Approach and Cleanliness adldaill y ol Y1 (1

Greetings and Initial Checks | ¥ CilSudily cam il |2

Appearance and Behavior of ot sall A glary selae |3

Staff

Service ienall |4
Cleanliness - Restroom and Clelaall — ddtill 5
Mosque Anaall g
TOTAL & saaal)
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AL KHATAM S/S 975
AL KHATAM AREA
ADNOC DISTRIBUTION
ABU DHABI
DESCRIPTION QTY  PRICE TOTAL
VoyagerBronz4L 1,00 50.00 50.00

VoyagerBronziL 2,00 13.00 26.00
TOTAL 76.00

CASH PAYMENT 76.00

You were served by Operator 1
DATE 24/03/2012 16:18 T1 S3 01 4685

THANKS FOR SHOPPING. .

SERIAL NO







