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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center @
. O < w Emarat /1d 4 gl/ 58 Eppeo / Enoc | B 459 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
2\ A2z Slae 200¢ Regu S0y !\Asvmc\o:pji‘el [ [ ]
Gender Height Built _ [Spectacles] Beard | Mustachd] Ethnic Groups
M| F |T]IMIS|T [MJF |Yes|No|Yes]No|Yes| No Jindian [Pakistani[Filipino [Expat. Arabs] Others:
ROOROOROOROMOK & O O 0O O
EMIRATE V;z;‘li:‘" Abu Dhabi |  Dubai Sharjah Al Ain g‘:&"aﬁ Ajman K'::ismz'h Fujairah
O O ] O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
ol2153] ol A2 1 216 | o\ [oll 12 15,3:0%
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
1SIT VvISIT
visT T g O 0O O O O 0O O O
1. APPROACH AND CLEANLINESS BN Y 1
Scores Critical Areas Aanaluall) ¥ Laalt LA
YES i . . . .
1. Was there proper sign to the Lube NO % q dihic Jle AYalldaaljiaddia gl s
changing bay? o s
na [ shsy
. ves
3 2. \é\:szgir:é(lj%be changing area clean and NO L__l Y e Ak cull e diliecdS da 2 (3
Nna [ gsiy
ves [0 . ,
4|3 Was there anyoi leaking and falling on (v q e e gy cuill ol lia S a3 4
to the floor of the lube bay ? Sy 3l st Adkaa & )Yl
na [ siy ’
ves I~
21 4. Were the waiting area and table clean? NO [ Yy aguda A Ul 5 Uiyl dshie culS Ja 4|2
wa [ sy
c W ) ves K]
. the t ision in t iti T
5 woarii:ge’? elevision in the waiting room {7 ¥ YA e A den ondlill K 512
NA [ iy
, vyes B~ o o
6. Was the board displaying complimentary O N Al lgle edas Alds s ds 6
services neat and clean? faadat g A ye dgilaall Cleadd)
wA [ sy
2. GREETINGS AND INITIAL CHECKS A cludal g coa 2
Scores Critical Areas dpuluy) el Jalash
3| 7. Was there any delay in approaching ves [ px Al ) &l ol dua S ds 7 3
customers? Nno B4 y ol g calbs gall
8. Were you greeted in a friendly manner ~ YES K px ) ddsdash il Sda 8
(pleasant feeling)? Nno [ ¥ ¢ (g
: € b i gl Aol i o1 28 el oY 1)
51 If no, please describe behavior: Was it u‘ e \::\S ) j; j:_‘is TR 5
arrogant, without any expression, normal @I BB o8 B (05 > PR
etc..... CJ‘
+ 1 +
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Scores Critical Areas sl L) BRI
9. Did he guide your vehicle for positioning YES K] A Caubiall Sl 1 el Gl s 9
3 at the stopper and asked you to switch ; c et o R o i3
the engine off? NO D ¥ Sl jaall ik o i b g 3l Calayy
10. When asked by customer, was the . SIS A cJranll (e (il galt s Lanie 10
attendant knowledgeable of different ves [ - L’J;wu o - )‘id y
5 P - : u‘)m‘JUJg)X‘ulé‘)J/&‘yMa.‘c 5
grades of ail, filters and their relative NO D y o i
benefits? fleie JS Al g
YES i - .
4| 11. Did he offer the waiting area to you? NO % ": Y Ad e b HuY e G o 11 |4
4| 12 Did the staff thank you as you were YES X ¢ ol i€ Laiy o) K2y Callpall L5 Ja 12 |4
leaving? No O y = e ¢ :
3. APPEARANCE AND BEHAVIOR OF STAFF peS sl Cndlh galf she 3
Scores Critical Areas Lol YLl Ll
‘ YES I}
3 13. gzsti?)??unlform of the attendant neat NO D Y U ey gl el Gl gl Gld S s 13 (3
NvA [ gy
ves [] ’ . .
14. Was the attendant wearing visible = Dadas A8y (55 5 3 g sall il sl (IS Ja 14
3 NO y , 3
nametag? Tz 5o g9 danl Ll
N/A g 355 Y Mo wawve nad ae
YES pxd P
15. Was he able to communicate with e dual sl e 1508 Gala sl (S 15
3 No [ ¥ - 3
customer? SR
NA [ smny
ves o
41 16. Was staff courteous / friendly? Nno [J Y kel gy il sl (S Ja 16 4
NA [ sy y
4. SERVICE daddll 4
Ecores Critical Areas Aaalad) ¥l Lalay)
: 2ilS o) aaailly Calbs gall Wl3 .
17. Did attendant check whether you need ~ YES & e u u,uﬂ ot }AS i & 17
3 t lete oil ch A %)ngalqj’uha}lcbxajwl 3
op up or complete oil change* Nno [ N el
3| 18. Did attendant check with you whether ~ YES P9 pr 28 S 1Y L i Cala sl a3 Ja 18 3
only oil is to be changed or oil with filter? No [ Yy € alall 5 Al Jadd 31 s
19. Did he check using gauge the quantity ~ YES aad il a3l (5 slse il Cala sl B s 19
3 required to be topped up and informed g Al AS I o el bl 3
you? Nno [] tallyy il Ll
Po0e Syl ol e 38aAlG Caly P .3 Ja 2
3 20. Did the attendant check for oil leakages YES B et wﬁ;ﬁi} Al e Bj:if‘ i 0 3
i . - :
under your car from filter and drain bolt? NO D ey
3| 21. Did the attendant drain the used oil YES B o e Sl IS g s el gl o8 Ja 21 3
completely from your car? Nno [ Y b Hlw (e
2| 22. Did he ask whether you want the engine ~ YES X M Al e v e o) @il Ja 22 2
to be flushed and did it if you agreed? NO D N Celizd) ga Jla JPLREIAY
3| 23. Did the attendant fill the correct grade as  YES ot | A Qi /e g Al calasall 5 Ja 23 3
you requested? Nno [ y gl il dapaiall
2
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Scores Critical Areas Lt el L\l
24. Did he request you tostartengineand  ygg [X A ol Jdi o of e cilla Ja 24
3 leave it running for one and a half ot s ] Ll a3 3
minutes? no O 3 iy 482 sadl Jpll T
el 48 e /Al peba () (pe il gall 8B Ja 25
25. Did the attendant ensure that the carter YES E e J{ )j > u . jA P
3 bolt is tightened and there are no leaks? eyl s o 4l LS (A oy A 3
olt is tightened a > vo O N ey 3l
26. Did attendant carry out the following Lilaall il saill ol jab alagall JE da 26
complimentary checks: sagil
YES s
31a. Battery Water top up o O ¥ kdLilas 31,
na [ sy
ves
31b. Coolant Water top up NO D ¥ coolant/asadl cla dibal 31b.
nva O asy
ves B o 1S el Jil Slea ) i) 31
31c. Auto Transmission Fluidtopup  NO L[] y Al e ) Af o ¢
(0 spansit )
na [ sy
ves A =
31d. Brake Fluid top up no [ ¥ Jeilewy sl 31d,
na O abiy
YES pod
31e. Gear Oil top up no [ Y ool plcyydilal 3t
nva [ adsy
YES 4 axi
31f. Air filter cleaning no [ y clodl ks 31f.
na [ sy
ves B
31g. Wiper Water top up Nno [ y RIGUISRAR Pt 31g.
na [ sy
ves B
31h. Clean engine using air gun NO O Vo ehsedl peana phaniuly A jaall caudai 31h.
na O adkyy
YES L C s :
3| 27. Wereany of your questions related to 0O ?‘; Aalaial) lilind e 6l Je WY b 27 3
lube change answered? NO Sy i s Alany
na [ sy
‘ . - yes A 36 e Guale gy aligall Qi Jo 28
3 28. ?h]ed (t:r;? gtaff place the mileage sticker in NO D N ol L3 S adlcd) /) e SLSI) 3
nA [ sy € ol
ves [1 o=
4| 29. Were you offered a receipt voluntarily? ~ NO Ba Y L) Dl Jeag e e b 20 (4
va O siiy @70\ Mg ¢ -gze
N\ ’ —
5.  REST ROOMS AND MOSQUE sdaaall g (alaadl foll 5) Aal ) i g L5
Scores Critical Areas FIWRI (I PN | Jalait
3 YES P 3
30a. Were they adequately stocked with all % a’; 1y 5_mall il Sliuall xren 5 je3e i€ Ja . 30a
necessary supplies such as goap? NO Sogball Jie
va O gy =
3
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Scores Critical Areas Al @ylaal) Liail
YES i .
30b. Were they adequately stocked with ali & = g pall Gl il & 8 g S Ja 30D
necessary supplies such as toilet tissue? NO D v Culigill g 139 Jie
NA O sy
30c. Were they adequately stocked with all YES E ax 4y pall il il e 8 5¢a S Ja 30
necessary supplies such as paper towels? no [ v 48 ) ol cadliall Jis
(paper towels are not required where fully Cldiaa 845 e dygllas e 20, I adliall)
operational hand dryers exist) Na [0 gy Ga¥)
31a. Were sinks clean? YES & e ol ! "y:l:df;rﬁg? "313
require comment when marked ‘No’ Nno [ ¥ gl (o2 MY Y s 1y
NA [ gy
; Ak ULl culs
31b. Were mirrors clean? YES E px Ll g :f\jﬁ _ISJT. "31b
require comment when marked ‘No’ Nno [ ¥ e sill s Gyl s iy
NA [ abyy
. ?i IR TS B ‘ P - .ls
31c. Were hand dryers clean? ves B . T"LJ df%,ﬁmtz‘u 'ISJT' 1'310
3 require comment when marked ‘No’ Nno [ Y gl (o2 Al il
NA [ gy
- EERTR PR TS
31d. Were dispensers clean? YES E pr ) «mlh Uﬁ"‘f‘;,ﬁb’&;r‘j _‘SJT. “31d
require comment when marked ‘No’ no [ ¥ e A I
NA [ auy
YES o
31e. Were toilets and urinals clean? no [ N il ol 4K col Ja 316
NA [ sy
32a. Were doors clean? YES M pud L ’ ‘,,;,f’f‘f;ﬁligd?. “323
require comment when marked ‘No’ no [ Yy Gl o MY sy s 1y
NA [ sy
YES pd
32b. Were walls clean? NO ¥ faghs glandl cilS Ja 32b

N/A

32c. Were ceiling clean?

YES
NO
N/A

E

kel b OIS s 32¢

2| 32d. Were vents clean?

i

figis MUl culS Ja 324

32e. Were floors clean?
require comment when marked ‘No’

A

fAiai Gl Y S Ja 32
g sl e MY AR cuils 1)

32f. Were baseboards clean?

)

£
>

ki sasldll 2 ) fhilall )50 culs o 32f

32g. Were grout clean?

<
m
[]
-C—E"‘

ZzZ
5 O
3
»Z

feula L3 0l Ua 329
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Scores Critical Areas Jal&il)
YyEs 4
33a. Were trash containers clean? NO D b faiula; Aaladll cilygla il Ja 332
) NA [ gy )
YES i
33b. Were trash containers not overflowing? NO D ¥ Thald e Adadll cilysla il Ja 33b
NA [ Gy
ves M4 . ,
2 34. Was the restroom smelling clean & no [ N h Os) Adinia s Apda plealt At calS Ja 34 2
fresh (without any offensive odor)? $(pleall B Aga S Aail
NA [ gy
; s alaall b il jgaill apen S Ja
35. Were all the facilties inside the YES o el S e dﬁ; 3%
restroom in good working condition? L. wn = I
2 require comment when marked ‘No’ no [0 ¥ sl op YT ALY S ) 2
NA [ aasy
5 (5) ik apasall dcld ol e IS
36. Was the Mosque premises clean? ves [I o ( ), I ’ ,,:; Lt‘f;“,u,\sﬁ -36
2 require comment when marked ‘No’ Nno O ¥ [t el S Al s ) 2
NA B ey
Comments: clBiaiall [ galadl)

FOR OFFICE USE ONLY Ja8d (<Al e\é&l«‘l

Uyl Jolail) LEl el al .
9 : ion: ]|

%o ACTUAL SCORE MAXIMUM | EValuation o
Approach and Cleanliness adlanll 5 ol YN |
Greetings and Initial Checks | s¥! Slplall s cua il 12
gi)apﬁearance and Behavior of il sall 8 sl s selae |3
Service aaasll |4
Cleanliness - Restroom and labaall — 28kl

Mosque daall g
TOTAL g gax-al)

5

Lube change.doc







\, -
\ //////// _
\

//

pd i
] - SERIAL NO.
S 3192

-

ADNOC DISTRIBUTION
AL BATEEN S/S 753
AL BATEEN AREA
AL AIN

DESCRIPTION Q7Y  PRICE TOTAL
VoyagerBronzdl 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 13/04/2012 13:27 T1 S2 01 3813

THANKS FOR SHOPPING. .

i







