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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center &
O «iu Emarat 10 e Eppco / Enoc / 8 4yl Adnoc
SHOPPER CODE DATA ENTRY EDITING L\, CSA SR. #
4 Name Number Name Number | Name M O Number
Olbh B S051 |Acharica Pk [ 81109
Gender Height Built Epectacles] Beard | Mustache] "~ Ethnic Groups
M| F JT M [S|T [MIF Yes | No | Yes | No | Yes [ No Jindian [Pakistani]Filipino [Expat. Arabs] Others:
ROOXNOOROOROROR R 0O 0O 0O O
EMIRATE ";::‘Iz:‘“ AbuDhabi |  Dubai Sharjah | Al Ain o | Aiman s My | Fulairah
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
F5% 0l OolF| 6[3 [ ol [0l l16:151640
l 07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sundayl Monday ‘ Tuesday |Wednesday| Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAYOF
VisIT m 0 B 0O O vst | O O 0O O O K O
1. APPROACH AND CLEANLINESS AU g il By 1
Scores Critical Areas Towlal) cilpall L
YES X ?" ..
1. Was there proper sign to the Lube no [ dihie o AVl daual g da 5l dla oIS db 1
changing bay? eyl uad
nva [ _,Juv
. ves I
3 2. XY;:;EZé%be changing area clean and NO D Y SR e Al s Aikie S Ja 213
na [ ey
vyes [ &
4|3 Was thereany oil leaking and fallingon = q Sle aegiyy il i o s S a3 4
to the floor of the lube bay ? NG VLR T AP oY
va [ sy
YES o
214.  Were the waiting area and table clean?  NQ O b Caayda; 41 Ul 5 syl ddhie S o 412
na [ sy
w | h YES a
. the t isionin t iti e S: s 2 o
2 5 woariinge? elevision in the waiting room Nno [J g Y A e b e ol S Js 5|2
NA [ ks
ves [ . s
6. Was the board displaying complimentary ] g Aalilgle el Gllda Ml culS a6
services neat and clean? _ - Paadat g A8 ye Ailaall Cilaaall
NO_BoARD 22, va B iy
2.  GREETINGS AND INITIAL CHECKS AN il g qua sl 2
Scores Critical Areas Aglul) @¥lpall Jaail
3|7 Was there any delay in approaching ves [] pr a3 yali gl s S da 7 3
customers? no X ¥ oAbl sa Cala gall
8. Were you greeted in a friendly manner ~ YES px Gl il i i ds 8
(pleasant feeling)? No [ ¥ ¢ (C o
< -l gall & glus Chin g3 a8 sy Y 1)
5| If no, please describe behavior: Was it L: :3:’ \i;‘x }j; ;‘i o “15
arrogant, without any expression, normal e el i e .
¢..&l
etc..... ol
+ 1 +
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Scores Critical Areas LI PON P pATH]
9.  Did he guide your vehicle for positioning  ygg m A il s SVl Gl s 9
3 at the stopper and asked you to switch elﬂ bk o el i 5 ol ¢ iy |3
the engine off? Nno [] Y Sl ik Alls 5 5 )l Calay
10. When asked by customer, was the ¢ . IS b ciaadl (pe il gl Jigns Lonie
5 attendant knowledgeable of different YES pr Z‘L;d‘:” < ‘ );l d:}: / ‘)}j .lfu oo 10 5
grades of oil, filters and their relative No [ g 3= et ! e
benefits? fleta JS 21l 6o
YES i . .
4| 11. Did he offer the waiting area to you? NO g “: $ Uiyl 44 ,e @ OBEY elle ym e Ja 11 (4
12. Did the staff thank you as you were YES pd ¢ et i€l e en . .
E leaving’? NO D N JJL‘JHASLAJ:IJJ‘)SQUQ_IL)AH(AEJA 1214
3. APPEARANCE AND BEHAVIOR OF STAFF (S sl g Cuilisall jela 3
Scores Critical Areas Ll eyl Jalal
. YES [X]
3 13. Z\r/]ec)’sﬁt(l;;?unlform of the attendant neat No []J Y0y Gl el Gilipd) Gl S 13 3
NA [ sy
YES [ .y .
14. Was the attendant wearing visible ey Alay (1 53 3 s gl Cili gl S Ja 14
3 No [] ¥ . 3
nametag? T s 5 Al Lede
NA [ sy
YES pa .
15. Was he able to communicate with &e deal il e 10 Cals gl S Ja 15
3 customer? Nno [] ¥ .. 3
- .U‘H‘)Jl
vA [ sy
YES oy
4] 16. Was staff courteous / friendly? No [ N faahal/laga 5 Caba sl IS Ja 16 14
NA [ sty
4. SERVICE sdaaddl 4
@ores Critical Areas B ) sl el ' hLﬂT
: S Gl saasiilh ek fald Ja 17
17. Did attendant check whether you need YES m px u u,u)’-d T }Ae
3 t lete oil ch ” SR e (‘ Zy sl Ulay CL‘A-’ 3 )kl 3
op up or complete oil change? No [J y Ll
3| 18. Did attendant check with you whether YES [{] axd 28 S 1) Lad clia Cala sall 383 Ja 18 3
only oil is to be changed or oil with filter? Nno [J N Rl 5 w3 T dad w3l
19. Did he check using gauge the quantity ~ yES pd Il a6 lase iy Cali 5all JE Ja 19
3 required to be topped up and informed e Gl e I Gl i 3
you? Nno [ felly dlall Lyl
§ On 0 G (e Gl Gl ol JE b 20
3| 20. Did the attendant check for oil leakages Yes [ o qﬁ).:;ﬂ;i} iy ajij e 2 3
under your car from filter and drain boit? NO D y : * o)
3| 21. Did the attendant drain the used oil YES P eusall a3l S il pall ad da 21 3
completely from your car? No [ Y Pl jlw (e
2| 22. Did he ask whether you want the engine YES o el due g e o @il Ja 22 2
to be flushed and did it if you agreed? NO D y Celid) g Jla & elly
3| 23. Didthe attendant fill the correct grade as  YES [¥] pxd Sl A /e 5 Al Cala gl W5 Ja 23 3
you requested? Nno O y fleidla Al sl
2
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Scores Critical Areas Tkl Sl PRYH]

3| e o aneand apat - YES A8l ity 8 O e ol a2 |
minutes? no O N Slhini 438 sad Juedall A 8
3 25. Eid t_he_attendant ensure that the carter YES m p wfﬁﬁ@’:j‘)ﬁ;jﬂ jﬁﬁ 25 3
olt is tightened and there are no leaks? NO O N tes 3l
26. Did attendant carry out the following Lilaall Clia gaill ol by alasall old Ja 26
complimentary checks: ' -a
YES % s
31a. Battery Water top up NO ¥ el ele dilia) 31a.
na [ sasy
ves ]
31b. Coolant Water top up no 1 y coolant/s sl sle dilaf 31b.
na [ sy
YES E o A Al JiU lea <y Ailal 31¢
31c. Auto Transmission Fiuid top up NO D b (QM\Jﬂ\)‘ ’
nva [ sk
ves
31d. Brake Fluid top up no O ¥ deill eyyailal 31d.
va [ siy
YES o
31e. Gear Oil top up no [ b ol [ padl iy ) Al 31e.
nva O ahuy
ves 4
31f. Air filter cleaning no [ 3 Aol ks 31F,
nva O ki
ves A o
31g. Wiper Water top up no O y o 3l clalioad ola Lz 31g.
na [ sduy
YES o
31h. Clean engine using air gun NO D ¥ ehsell et phadily o jaall cadahs 31h.
NA [ shuy
3| 27. Were any of your questions related to :I(E)S g ?: Aalaiall il (e s GL‘— ‘%‘-—.\?f‘ uA—‘ Jds 27 3
lube change answered? S sl Aglany
NnAa [ by
3| 26 i (t:r;erz staffplace the mileage stcker in :is % : e @mﬁﬁ?ﬂi\;ﬁ 28 3
' WA [ sy € e
Gthes O =
4| 29. Were you offered a receipt voluntarily?  NO IZ Ny G kEa) Mt ey e yaye da 29 (4
Hap 70 sk PR Recigpr na D sy
5.  REST ROOMS AND MOSQUE el g (alaadl [yl ) dal M g 5
Scores Critical Areas Al c¥lall Laain
3 30a. Were they adequately stocked with all ves bd o Lyl il liasall maeny 3 g0 <ilS da 302 3
necessary supplies such as soap? NO D ¥ Chsiall Jia
va O abuy B
3
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Scores Critical Areas Al ¥t PATH]
YES 3 .
30b. Were they adequately stocked with all Ni g ?’: 43 ) ol el aiaa s e il Ja 30b
necessary supplies such as toilet tissue? <l il 3 Jia
NA [ absy i
30c. Were they adequately stocked with all YES and Al e il pany 3 jeae i< Ja 300
necessary supplies such as paper towels? No [ y 048 5 oll Liatiliall i
(paper towels are not required where fully Gldina 855 die 4y gllaa pe 4 4l adliall)
operational hand dryers exist) NA [ Gy (EAY i
31a. Were sinks clean? ves 1w o m"fi,,df"u‘ uj‘s & .31a
require comment when marked ‘No’ no [ v Gl o MY Al Y als 1y
NnA [ sy
31b. Were mirrors clean? YES E pud L ! ,l,' .,; l,"'b‘n ujls dﬁ. 31b
require comment when marked ‘No’ no [J Y e R
vAa [0 sy
31c. Were hand dryers clean? YES i . ?T“L” g%?‘,ffuh" uts dA 31c
3 require comment when marked ‘No’ no [ ¥ ol e Y Al s 1y 3
NAa [ gy
31d. Were dispensers clean? YES m el % "”'JLTB ,,L'lhiu ‘w‘s Lh. -31d
require comment when marked ‘No’ Nno [ b caasll o MY ey cals 1y
vA [ gsy
ves [
31e. Were toilets and urinals clean? Nno [ ¥ Faglss el 184 culS Ja 31e
vA [ gy
32a. Were doors clean? YES IZ P ~ ?%,f‘ﬁw uls JA‘ -32a
require comment when marked ‘No’ no [ ¥ Gl oa o MY A s 1y
NvA [ gy
ves 0
32b. Were walls clean? Nno [ ¥ faglas sl <l a 32
NA [ gsuy
ves A
32c. Were ceiling clean? no [ Y falai Candl S Ja 32¢
NA O sasy
YvEs A |
2| 32d. Were vents clean? no [ by FAglas MUl calS s 32d | 2
NA [ gy
. ISR A X
32e. Were floors clean? C‘:y YES E] e & al 'm,f}f‘.ﬁfl‘ \S JA. -32e
require comment when marked ‘No’ NO IZ] b gt o YT ALY s b
tomeR o - THE oR . nA O by
ves A
32f. Were baseboards clean? Nno O Y $ailas saclal & ) fhailall )51 CailS Ja _32F
NAa [ gy
YES o
329. Were grout clean? No [ ¥ Sk LI IS s 32g
NA [ gy y
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Scores Critical Areas Lol Y Laall Jalailh
ves Al o
33a. Were trash containers clean? NO D Y falas Aaladll iy s cilS Ja 332
5 NA [ abuy )
ves [l
33b. Were trash containers not overflowing? NO D ¥ Piaili e deladll cly s i€ da 33b
NA [ gy
ves A ) N )
5 |34 Was the restroom smelling clean & o [0 ¥ (sh o) Adtnia s Adadas plaall A3 clS b 34 9
fresh (without any offensive odor)? $alasd) B 4 S Asdl)
NA [ asuy
; et alasll 3 <l jagaill aea cilS Ja 35
35. Were all the facilies inside the Yes B e e e ISt
restroom in good working condition? L. = e
2 require comment when marked ‘No’ no O v sl oa Y ALY S 1Y 2
NA [ ey
£(3) ik aaall deld ) e OAS
36. Was the Mosque premises clean? YES D = ( ), ):J\ ’ ":; LL‘;T?:\S‘\'ET 36
2 require comment when marked ‘No. Nno O Ny o= e il : 2
NO MOS QUE ( 1U> N/A 3ahis Y
Comments: sclaadiall [ gabadl)
No_Mosque - ¢
FOR OFFICE USE ONLY Jadd igall aladiuy
Alauall Tl LAl e ¥ sl .
9 : luation: )
% ACTUAL SCORE MAXIMUM | EVAluation e
Approach and Cleanliness aadaill g ol Y |1
Greetings and Initial Checks | “s¥) clSuially cus S 2
g{):f?arance and Behavior of il sl sls sekae (3
Service kil |4
Cleanliness - Restroom and lalaalt — aslailh |
Mosque Saaall
TOTAL £ saaall
5
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SERIAL NO.

oo
N
EoXe
E %
Lo

ADNOC DISTRIBUTION
IND. MEZYAD S/S - 757
MEZYAD IND. AREA

AL AIN
Voverrsifvers oB) FRISE IoTA
TOTAL . 63.00
CASH PAYMENT 63.00

“You were served by Operator 1 |
DATE 07/06/2012 16:45 T1 S3 01 3172

Thanks for Shopping







