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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center &
L__Iabu! Emarat [ O aws Eppco / Enoc / 45 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
l _L Name Number Name Number | Name, 1 A Number
1
03 heon 051 |Teh o #ireled |
Gender Height Built _ PBpectacley  Beard | Mustache] Ethnic Groups
TIMI[S]T | M [ F |Yes l No |Yes| No | Yes | No |Indian [Pakistani[Filipino [Expat. Arabs| Others:
t . . . U Al Ras Al .
EMIRATE vl::;ii:‘ Abu Dhabi Duba‘l Sharjah Al Ain Qr:\:‘ain Ajman Kh:ismah Fujairah
O O O O K O O O (/'3
SITE ID Month Date Amount (Dhs) # of vehicles # of staff I Time In Time out
8 5/2] 0l6] Il gl 2] 03 | 0] 2109:50/8:2]
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday I Monday [ Tuesday | Wednesday [ Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF

VISITDDDDV'S'TDDDDD

1. APPROACH AND CLEANLINESS A3 g\ﬂ\'l\ A
Scores Critical Areas Auluady) ¥ Laalt PRI
YES o . . .
1. Was there proper sign to the Lube i shie Jle AV daal gdaddlia gl s 1
. no O ¥ e
changing bay? Sy 3t s
na [ sy
| esE
3 2. \ggasr:igiclil’l?be changing area clean and NO D g TR ey il g ) ekt Al S B 213
va [ sdy
ves [ & ) .
4 3. Was there any oil leaking and falling on NO g Sl ac gyl o gl s S da 3 4
to the floor of the lube bay ? : - ey M st Adhaie & ) Y)
na [ sy J
ves ] ~
21 4. Were the waiting area and table clean?  NO O bt Shaas Al all g lauyl dshie cilS Ja 4| 2
na [ sy
5. Was the tel h YES m o
) ision in t iti .. . .
2 Woariinge?eewsuon in the waiting room no [ 3 Y A e b e s AS a5 |2
va O sy
YES o e .
6. Was the board displaying complimentary . q Al lgale el Al Al culS s 6
services neat and clean? faaulai o A5 ye dilaall Cileasdl
wa [ sy
2. GREETINGS AND INITIAL CHECKS A g el cus il 2
Scores Critical Areas Tt claalt BRI}
3|7 Was there any delay in approaching ves [ p A/l @) el gl dia S s 7 3
customers? NO m Yy Sob ol gad Cala sall
8. Were you greeted in a friendly manner ~ YES e bl By aa ke dh il S ds 8
(pleasant feeling)? No [ ¥ ¢ (s
€ Ja ceiaks gall & s Caum g a8 Bla )y Y 1)
51 If no, please describe behavior: Was it u‘ e \:;X . }j; jij‘j N J.‘ 15
arrogant, without any expression, normal GoE o I o
etc..... ?---CJ‘
+ 1 +
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Scores Critical Areas Lot Lol PAH]
9. Did he guide your vehicle for positioning  yEgg m A il S ) el Gl sl s 9
3 at the stopper and asked you to switch c-;\ il o el b« g Ll P'LL T3
the engine off? No [] ¥ Tl il g iy B lbd) iy
10. When asked by customer, was the S, s SS A edaanll e il gall s Lorie
attendant knowledgeable of different YES e ‘_;h,u . et o J‘J o 10
5 e . . ulﬂ‘;u_gjlu\;)alalylmeb 5
grades of oil, filters and their relative NO D y . AR
benefits? fleda JS il 5

YEs [X]

4| 11. Did he offer the waiting area to you? NO D ¢ iyl ds e ot EEY shle svard 1114

?l.“
Y
12. Did the staff thank you as you were @YES N e et _ ;
4 leaving? Dy MoT “SAY THANK Y 6D Nno X ¥ P S Lk 8 il gall 6 a 12 |4

3. APPEARANCE AND BEHAVIOR OF STAFF (S sl g il galt »be 3
Scores Critical Areas LonlallY Lol Jala it
_ YES pul
3 13. \a/l\r/jisﬁt:;?unlform of the attendant neat NO D Y ey Gl ualal Gl gl Gl S 13 (3
na [ seuy
YES : . .
3| 14. Was the attendant wearing visible no [ r";' oeka A8y (65 0 3 g sl il gl IS 14 3
nametag? o a9 danl Lgde
nva [ ey
YES pad .
15. Was he able to communicate with &o dhal il e T8 Gl sl S Ja 15
3 customer? No [] ¥ fos 0 3
NvA [ iy
YES p
41 16. Was staff courteous / friendly? Nno [ y fakal/fagny il pdl S da 16 |4
vA [ assy
4. SERVICE rdaddll 4
Scores . Critical Areas Lol Sl 'hmm’[
: 2SO e sl ol gl LG U '
17. Did attendant check whether you need YES m p u u u;_d e fd ? » A7 l
3 top up or complete oil change? R0 ol S ALY st s 3
pup p ge: No [ Yy ¢ LSl i
| 18. Did attendant check with you whether ~ YES [X] i 5 1Y) Lad lie Calasall 3823 Ja 18 3
only oil is to be changed or oil with filter? No [ Yy € a5 30l dadd w3l s
19. Did he check using gauge the quantity ~ YEs [X] prd AL S (6 slse il ol gl LB Ja 19
3 required to be topped up and informed g Sl 3l e I G il oebaall 3
you? Nno [J ¥ el elali 5 Lgisl|
P Om Gt e iy (il sall JE O D
3 20. Did the attendant check for oil leakages YES m el wju/fi ) aﬁi an 0 3
under your car from filter and drain bolt? No [ N S eas o e= )
Sy il
3| 21. Did the attendant drain the used ol YES X e el o 3 O it iyl G 0n 21 3
completely from your car? No [ Y Sl i (e
2| 22. Did he ask whether you want the engine  YES M iy el ey e o il Ja 22 2
to be flushed and did it if you agreed? Nno [ ¥ ki) ga s 8 clly
3| 23. Did the attendant fill the correct grade as  YES axd w3l Aa /e 5 ALl cala gl A6 Ja 23 3
you requested? Nno [ Y fledll Ll dsgaall
2
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Scores v Critical Areas At claalt pAH]
24. Did he request you to start engine and  ygs m a4y ol Gty o of elia colls Ja 24
3 leave it running for one and a half an o A saad Lasdll Alla 3 3
minutes? no O ! fiual y 4182 5adl Jaulil «*
.l A8 e /Al s o (e il ) sl Ja 25
3 25. Did the attendant ensure that the carter YES E > :]ﬂ);u}:d Jjut;ls.. j i d4de 3
bolt is tightened and there are no leaks? NO D N ey
26. Did attendant carry out the following gilaall Clia saidll ol jaly calasall J8 Ja 26
complimentary checks: sl
ves M m
31a. Battery Water top up no O y il el dilal 31a.
va O sy
YES % oxd
31b. Coolant Water top up NO b coolant/a sl ele A8z} 31b.
na O sy
ves K o V1A el iU Slea ) Adli)
31c. Auto Transmission Fluid top up NO D b AR JLG,A' e ‘u N ste.
(0 ganadt 7l1)
na O abuy
ves Kl  ~
31d. Brake Fluid top up no [l Y dailleyydils) 31d.
wa [ sy
YES % o
31e. Gear Oil top up NO b ooy Al [l y Al 31e.
va O sy
ves X
31f.  Air filter cleaning no [ N oyell il 31f,
N
YES m px
31g. Wiper Water top up no I N coi sl dedilal 31
na [ akiy
YES % pad
31h. Clean engine using air gun NO Y elsell (e alaainly o el cdas 31h.
wa [ sbsy
ves X e e g .
5| 27. Were any of your questions related to O ?: aabaiall lilind (e gl Slo DY i ds 27 3
lube change answered? NO Sy i i ddasy
na [ sy
A . T YEsS  a ae e Guabipapcabal Bds 28
3 28. 5112 g: ;taff place the mileage sticker in NO D N o s L Al Adlsal [l e s 3
na [ sy 95
YES o
4| 29. Were you offered a receipt voluntarily? ~ NO E] v 0 LAl a3l Jha g e (e dr 2914
na [ ssuy
5. REST ROOMS AND MOSQUE <3l (e&;ﬂ IQ,:SL;J) alfuas 5
Scores Critical Areas FEVR I (L PON Ll
3 , YES P T o 3
30a. Were they adequately stocked with all iy g_peal) Cile Hlaeall gpany 3 jene oS Ja .30a
necessary supplies such as soap? NO ¥ o9l Jia
A [ iy =
3
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+
Scores Critical Areas Al Ll LLL!T,
, ves O ~ N
30b. Were they adequately stocked with all Kl . sl Cla el muen 3 jeae <l Ja 30b
} necessary supplies such as toilet tissue? NO Sl g3l 3239 Jie
No Tojer Tigswe NA [ sy
30c. Were they adequately stocked with all ves [ A sl il Sl waans 5 3ea cailS Ja 300
necessary supplies such as paper towels? NO D ¥ t43 29 cadliall Jia
(paper towels are not required where fully Glidae Ji g s dyllae e 4 ) )l ailiall)
operational hand dryers exist) N/A IXI Gehiz Y ’ (AIY1 i
31a. Were sinks clean? YES m o 2l ’ ",,H,,df'f‘ rULS JT.{SM
require comment when marked ‘No’ no [ ¥ Tl oa o "Y" Aa) il 1y
na O shyy
- TR —
31b. Were mirrors clean? YES m p ol o 13“’:‘ r‘j\stsdt "31b
require comment when marked ‘No’ Nno [ v sl oy YT Aay) cils 1)
NA [ giny
va R eagles wae - o
31c. Were hand dryers clean? YES IX px . | i ‘“5413,,“\”: ‘uju d;s 31c
require comment when marked ‘No’ no [ ] e Al o MY Ayl il 1y
NA [ sy
- YRR PP R
31d. Were dispensers clean? YES & p h :‘ “ﬁhfjl,fhi\';rflég‘? “31d
require comment when marked ‘No’ Nno [ b gl o MY Ayl cals 1y
NA [ sy
ves
31e. Were toilets and urinals clean? Nno O ¥ Ak Joall LSl <dlS da 31
nva [ sy
32a. Were doors clean? YES m prd - gl ’ ‘“,,“,,L'—,"}lf‘ ‘L'\:E\SJT "326
require comment when marked ‘No' no [ Y arasll o MY Alay) s 1y
NA [ ks y
YES and
32b. Were walis clean? NO Yy fagdas Ul cuilS Ja 32p

32¢c. Were ceiling clean?

Skl il IS U326

32d. Were vents clean?

Piehs Sl S s 324

ik s )V il s 326

32e. Were floors clean? YES o N e s
require comment when marked ‘No’ NO g sl o2 MY A cals 1y

N/A Gbu Y
YES ai

32f. Were baseboards clean? NO N i saclal & Mailadl )51 cuilS Ja 32f
N/A Gl
YES pad

329. Were grout clean? NO D ¥ faghay LG K .32g
NA O gy
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Scores Critical Areas Ay i Laalt pRIN]
ves Kl
33a. Were trash containers clean? NO D b aauas daladl) cilysls <ilS Js 33a
nA [ ey
2 ;
ves K]
33b. Were trash containers not overflowing? NO O ¥ fhails e Adadl) g culS Ja 33b
NA [ sy
Ty
) 34. Was the restroom smelling clean & no [ N b r9) Ltiaia g Aadas pland) Aad) ) S Ja 34
fresh (without any offensive odor)? $plenll o A S A3
NA [ gy
: s alaal i il el gaan S Ja
35. Were all the facilities inside the YES & = f e bm?: JSda %
restroom in good working condition? L. . et
2 require comment when marked ‘No’ no O ¥ gam sl o2 YT A IS Y
NA [ gy
; (3) Cadat aawall Acld | i oIS
36. Was the Mosque premises clean? ves ( ). JE\S\ ' ":; I\j;\j?dﬁtsﬁ 36
2 require comment when marked ‘No’ no O ¥ T A Ayl s
NA [ iy
Comments: clBadall f gabeill
FOR OFFICE USE ONLY 1aad aigal) aladi N
Alaall Jalasd) Ll Jed aadl
0, - H . -
o ACTUAL SCORE | MAXIMumM | = auation: st

Approach and Cleanliness

FESRTNRE

Greetings and Initial Checks

Al g Sl 5 o S

ls\sapﬁearance and Behavior of il gl ol sl s el
Service daxill
Cleanliness - Restroom and Cilabeat — albll
Mosque 2l
TOTAL £ saall
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ADNOC DISTRIBUTION
AL GHAIL S/S 852
AL GHAIL AREA
AL AIN

DESCRIPTION QTY  PRICE TOTAL
VoyagrSilveriL 4,00 14.00 56.00
Honda Civic 15 1,00 26.00 26.00
TOTAL 82.00
CASH PAYMENT " 82.00

You were served by Operator 1
DATE 11/06/201z 08:21 T1 62 01 1982

THANKS FOR SHOPPING. .

SERIAL NO.







