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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center w
O i kel Emarat [ O @ Eppco / Enoc / s Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
02%2 [ Zaw Qool  Saga A Novavedadlale] | |
Gender Height Built Spectacles] Beard | Mustache] Ethnic Groups
M| F JTIMI]S|T [MIF |Yes][No [Yes | No | Yes | No |indian [Pakistani]Filipino [Expat. Arabs] Others:
M OROOOROOREOROO O O K O
EMIRATE v;:?iz:‘ Abu Dhabi Dubai Sharjah Al Ain léTJvnaﬁ: Ajman Kﬁ:?m‘:h Fujairah
O O O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
6lqg F|c] ez ol {Foloe| o] 2] o2 |1U:30]W4:-H>
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday [ Sunday | Monday I Tuesday lWednesday] Thursday ] Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 ] DAY OF
VISIT VISIT %
O O O 0O O o 0o O O O X
1. APPROACH AND CLEANLINESS AUt g ol 38 4
Scores Critical Areas Al ¥lalt Laily
YES p g ot
1. Was there proper sign to the Lube no [ q dihie e AV dsalydaddua S da 1
changing bay? e I
na [ sy
. | YEs ] o~
3 2. \é\ﬁg:r;[gi(l;:l?be changing area clean and NO D A e Ak ol e Aikbe calS Ja 2 3
wa O sbuy
ves [1 = e
4|3 Was there any oil leaking and falingon o q e ae sy il e gl dla IS da 3 4
to the floor of the lube bay ? Syl s Ailaie 8 (Y
na [ sy ]
ves I =
2| 4. Were the waiting area and table clean? NO O 3y faida; Al gUall syl dshie culS Ja 412
na O iy
5. Wasth ision i iti YES m =
2|5 Woariinge?telewsmn in the waiting room NO D N ¢ Uyl dbe b Jos sl S Js 5 (2
nA [ sy
ves X . I
6. Was the board displaying complimentary ] q dald e pela sl S s 6
services neat and clean? NO aaulni g AL ya dilacall ledad)
na O sy
2.  GREETINGS AND INITIAL CHECKS A0 Y el g cua A2
Scores Critical Areas daabad) Claal) il
g| 7 Was there any delay in approaching ves [] px a2y B 8 el gl s S da 7 3
customers? no [X] ¥ ool e caks gall
8. Were you greeted in a friendly manner ~ YES X ox Gl LAk e s Al 3 ds 8
(pleasant feeling)? NO D Yy ¢ (z e
S Ja rcals sall @l Caim g a8 2la ) oY 1)
5| If no, please describe behavior: Was it Lf e \:‘;\j . '31 j:_{i N )..‘ 15
arrogant, without any expression, normal i i e
etc..... ¢
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Scores Critical Areas L) cYLaall PATHH]
9. Did he guide your vehicle for positioning  ygg [¢] ; all S Y el o il oall A6
3 at the stopper and asked you to switch il = :,_: ﬁ o Li‘du uﬁ: B :j‘ & (JA -9 3
the engine off? NO D ¥ S add {54kl (&) a5 5 Ll Calayy
10. When asked by customer, was the IS da el e Gl gall J s Loric 10
attendant knowledgeable of different ves X ‘;hu Lo ,41 ol ’
5 . . ; ubﬂs]buy‘)ﬂulé)a/&ly‘ul\am?h 5
grades of oil, filters and their relative No [ - o - AN
benefits? floia JS i 54
YES i . .
4| 11. Did he offer the waiting area to you? NO % P: § taniyl dd e o Y e e s 1114
4| 12. Did the staff thank you as you were Yes i S Laiy S Gilipall 6 s 42 |4
Ieaving? NO D Y tJ = . ¢ .
3. APPEARANCE AND BEHAVIOR OF STAFF tpgS sty Cuilh gall glia 3
[STzores Critical Areas At YLl pAYH(]
_ YES axl
3 13. Z\;zsﬁt:; uniform of the attendant neat No [] Y ey Gl el Gl sl il S ds 13 (3
NA [ gy
YEs [ s .
14. Was the attendant wearing visible , e A8y (55 3 5m sall i gall S 14
3 nametag? NO ¥ . 3
NA [ sbiy No ncome Leolove (12 ;
ves [ . e
15. Was he able to communicate with e deal il e 108 Cals ol IS s 15
3 customer? No [ ¥ e 3
7 fusi
NA [ ey
YES A
4| 16. Was staff courteous / friendly? No [ Yy fakal/lagn s cabh gall S a6 4
nvA O say
4. SERVICE il 4
[Scores  Critical Areas R e LGl
S ol e Ginily GGl B a 17
17. Did attendant check whether you need YES P w uuﬂ o }d f
3 " let il ch ) '_lﬁ))ﬂuﬁl;g)ﬂﬂh.aych.najw| 3
op up or complete oil ¢ | ange’ No [J y e s,
3| 8. Did attendant check with you whether ~ YES [] B Lo i il sl Gia Ja 18 3
only oil is to be changed or oil with fiiter? NO D y ¢ alall g 5l al dadd oy W s
19. Did he check using gauge the quantity  YES prd plaly Gl (6 s i il gl B s 19
3 required to be topped up and informed e A Gl s Gl oebsall 3
you? No [J 3 fellly el L)
. x or el i e il B 5 5 b 20
3 20. Did the attendant check for oil leakages YES m el wi):/’;)_x:\i} Al e aﬁj e 3
under your car from filter and drain bolt? NO D y - feu )
3| 21. Did the attendant drain the used oil YES [ w0 e Sl JS g cals sl Bl Ja 21 3
completely from your car? NO D Yy el jhw (e
2| 22. Did he ask whether you want the engine  YES Ml el ey i€ o @il s 22 5
to be flushed and did it if you agreed? Nno [ Yy i@l o Jla 3 el
3| 23. Didthe attendant fill the correct grade as YES [ =~ <y A Vg 5 Ailal Gl sl W8 Ja 23 3
you requested? Nno [ y flgidh Al damiall
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Scores Critical Areas Al c¥laall Laa
J| 24 Didherequestyoulostartongieand  ves Bl et as sy dmd didis o8 ol e oo 31 24 [
minutes? no O N €l g 4383 saal Juaddll a8
3 25. Eid t'he.attendant ensure that the carter YES m px ui::ﬁdﬁjli?jiﬁ: 25 3
olt is tightened and there are no leaks? NO D N ey
26. Did attendant carry out the following Lilaall Gl saill ol aly abasall sl da .26
complimentary checks: -agiul
ves X
31a. Battery Water top up NQ D Y A jtadl ele ddli) 31a.
nva [ assy
ves B4
31b. Coolant Water top up NO D ¥ coolant/a_ull ¢le ddlal 31b.
wa O by
ves O ~ }
31c. Auto Transmission Fluid top up NO D b GRS A JLP uU ‘uLm‘ 3te.
(058t )
na B sbuy
ves [
31d. Brake Fluid top up no O ¥ desil eyl 31d.
va O sy
ves [1
31e. Gear Oil top up no [ b e Al /el 5 Ao 31e.
na X sy
ves X &
31f.  Airfilter cleaning no 1 y sl ks 3F,
na O sbuy
ves 4
31g. Wiper Water top up no [ y ol Cialiual sle s 31g.
na [ seuy
ves A &~
31h. Clean engine using air gun NO 3 Y slsall et alaiiuly A el adan 31h.
nva O ahiy
5| 27. Were any of your questions related to :KE)S %1 : Al il e gl g,JA’- “f‘—.\}” ~—w Ja 27 3
lube change answered? e M s Agleny
nva [ sdbuy
3 28. 5:: (t:t;? gtaff place the mileage sticker in ;EOS E : ’”@mﬁi“:“?ﬁ;ﬁ 28 3
' NA K] sy € el
ves B & .
4| 29. Were you offered a receipt voluntarily? ~ NO O Y G ksl 230l Juay e 4 e da 2014
na [ abiy
5.  REST ROOMS AND MOSQUE saaeall g (alasdl [l ) dal M g .5
Scores Critical Areas Aaulud) Yl PATH]
3 30a. Were they adequately stocked with all YES = Ay gl Cila jliall prany 3 jeae <uilS Jb 302 3
necessary supplies such as soap? NO D ¥ e sall Jia
nva O absy =
3
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Scores Critical Areas L) el pAH]
. YES L -
30b. Were they adequately stocked with all 0 v sl e jlisall aieny s jeaa cilS o 30b
necessary supplies such as toilet tissue? NO Sl gl (g 139 Jie
NA [ by
30c. Were they adequately stocked with all YES IX] sl Gle il saeny b e S Ja. 300
necessary supplies such as paper towels? no O v 48 ) ol Chdiliall i
(paper towels are not required where fully Clidae 85 2ic 4glhae e 438, adliall)
operational hand dryers exist) nva OO Gebiy ¥ (¥ )
31a. Were sinks clean? YES IZ o ol ! .‘,,”,fj'f‘l:” r'"ls “17.‘318
require comment when marked ‘No’ Nno [ ¥ sl (o MY Ala Y S 1y
NA [ by y
R ey X
31b. Were mirrors clean? ves B ol s g lfb:\ L'ULS J 31b
require comment when marked ‘No’ Nno [ ¥ crl sl o Y eyl calS 1y
NA [ gy y
31c. Were hand dryers clean? YES D g . m‘ma_, déf,y‘,,um: ‘CHISLSLL: 31c
3 require comment when marked ‘No’ no [ b 22 53 g Y LY culs iy 3
NA D oy 1Ol) € 0\Gieo0 gy
Gabdy = " =
- L o
31d. Were dispensers clean? YES ‘ pm ; j‘ Uﬁ%‘,ﬁﬁuﬁfs&.'md
require comment when marked ‘No’ Nno [ ¥ sl o MY Ala Yl s 1Y)
NA [ gy
YES pad
31e. Were toilets and urinals clean? NO D ¥ $gh Joll L S s 31e
NA [ gayy
32a. Were doors clean? ves K] i ol ?ﬁ’:%i:'_,"{f‘ ruls &.'32a
require comment when marked ‘No’ no [ Y el o " AaYl s 1)
nva [ gy
ves
32b. Were walls clean? no [ b fagylas el <l Ja 32b
NA [ gbuy
ves K]
32c. Were ceiling clean? No [ Y Sy il (S s 32¢
NA [ gy
YES pd
2 | 32d. Were vents clean? no [ ¥ Fadlss MUl il Ja 329 | 2
/7 W SN
32e. Were floors clean? YES @ o 2 ) ?%.,?}f&f;flsgj’: ‘.32e
require comment when marked ‘No’ NO D ¥ crasll o el s
va [ gy
ves M
32f. Were baseboards clean? no [ v Al sac i) o o Ll ) 50 cilS Ja 30f
NA [ sy y
ves X =
32g. Were grout clean? Nno [ ¥ feadas L (S da 32g
na [ gy
4 [
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Scores Critical Areas Tauludlt oYl Liai

ves B =

33a. Were trash containers clean? Nno [ b Al dabasll Gy <ils Js 332

) NA [ ey )

vEs A

33b. Were trash containers not overflowing? NO D b Chaila e Adaill el culS Ja 33b
NA [ akuy

ves D .
nvo [ ¥ sl (52) Ldining Alas slaal) Aad ) cilS Ja .34

2 34. Was the restroom smelling clean & 2
fresh (without any offensive odor)? (aleall i Ay S Aaal
nA [ sy
X : Cas planll b il jpeadll apan S s
35, Were all the facilities inside the YES o el et T
restroom in good working condition? L. 4 S
2 require comment when marked ‘No’ no O v gl (o Y Y S 1) 2
NA [ gy
3 2(5) okt dmanall Acld 5l e IS
36. Was the Mosque premises clean? YES m p ( ). );“ ) ,,:; aj;fjf&ﬁ\sﬁ 36
2 require comment when marked ‘No’ no 1 ¥ & rA Al B 2
NA [ iy
Comments: scUiadtall / gdaslt
FOR OFFICE USE ONLY Ja8d Cuisall PAREL |
FINTEA] LAl e aal)
o, 0 PO '
Yo ACTUAL SCORE MAXIMUM | Evaluation: il
Approach and Cleanliness Adkaill 5 ol YY1
Greetings and Initial Checks | s¥1 SiSadilly s 1 |2
gzapf?arance and Behavior of cpilh sall sl s seda |3
Service PUREIYS
Cleanliness - Restroom and labealt — asllall
Mosque dacall g
TOTAL & gaaall
5
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L SERIAL NO.

AL KHATAM S/S 975 ’ 2014
‘AL KHATAM _AREA
ADNOC DISTRIBUTION I ——
ABU DHABI

DESCRIPTION qiy PRICE TOTAL
VoyagerBronz4l 1,00 50.00 50.00
VoyagerB(onzlL 2.0 13.00 26.00

TOTAL . 76.00

CASH PAYHENT 76.00

you were served by Nperator 1 .
DATE 06/07/2012 14:42 T S3 00 8837

THANKS FOR SHOPPING. .

I







