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PROJECT : ELARA (Lube Change - FINAL 2012)

PROJECT: ELARA - Lube Change
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SERIAL NO.

2

6

1

/

oY
Pan Arab Research Center &

[ < w Emarat /1d < 5il/ 4 Eppco / Enoc | ™4 a4 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
| 2 poon__(sos) Yoy | [ [ [ [ |
Gender Height Built Spectacles]  Beard | Mustache| J UEthnic Groups
M F JTIM ]S |T [MIF [Yes[No [Wes | No [Yes | No_ |indian [Pakistani[Filipino [Expat. Arabs] Others:
ROOOROROOROROR XK O O O O
EMIRATE V;:ZE:‘" AbuDhabi | Dubai | Sharah | AlAin o | Aiman s M| Fuiairan
O O O O X O u O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
913 o0l Q8| 8l ol L | ol 1211059133
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
VISIT VISIT od
O O O O X O O O O O O
1. APPROACH AND CLEANLINESS AU g il By 1
Scores Critical Areas Al it Ll
ves O  a — ]
1. Was there proper sign to the Lube no [ q ddhie e AVl dacaljdadelia Gy 1
changing bay? PGIT [T
na O sy
_ ves K] w
3 2. \é\:g:r:ilzcll%be changing area clean and NO D S ey dadh cy i) it dikie S Ja 2 |3
na [ sy
vyes [ . A o
4|3 Was there any oil leaking and fallngon o B3 q e dedsyculiadgldia gsda 31,
to the floor of the lube bay ? o e il s Ailaia 3 (0 )Y
na [ sy ’
ves =
2| 4.  Were the waiting area and table clean?  NO | b Cislat Al lall 5 eVl dshie il Ja 42
nva O sksy
w o N YES o
5| 5 Woe:ii;hge?televusmn in the waiting room /o y oUW A e b Jen ol Q8 s 5|2
na [ sy
YES X o . R
6. Was the board displaying complimentary o ] q Al e ek Aldallcds a6
services neat and clean? faadni 5 40 ye Apilaall Cileaall
na [ gdiy
2. GREETINGS AND INITIAL CHECKS A Y clsdilly qua Al 2
Scores Critical Areas Gy ¥ Lol pALHY]
3|7 Was there any delay in approaching ves [] p i/l il 3l ol s S da 7 3
customers? NO m Y ol g Cals gl
8. Were you greeted in a friendly manner ~ YES ] pad el Wi bl de 8
(pleasant feeling)? NO N $ (zom
S Ja raks gall & gla Ciim g o8 Blay Y 1D
5 if no, please describe behavior: Was it @ ‘-" w l:;;j ' Jj; j:de\j == )" s
arrogant, without any expression, normal GIE B 08 = I8 CJ‘
etc..... -
netmad , ol no ﬁmel,z
J
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Scores Critical Areas Lt YLl PATH]]
9. Did he guide your vehicle for positioning ygg ; Lall Sl el b el 5
3 at the stopper and asked you to switch - ~ :“ <" . "J .J o . s ‘a‘? dﬁ -9 3
the engine off? , No [ ¥ St ik of i il g 5Ll walay
10. When asked by customer, was the ) S 08 cdiaadt e s sadl Jow Lo
5 attendant knowledgeable of different YES E = zl‘zﬂiﬂ < ‘)El QL;UA; / ﬁ?l d!y 10 5
grades of oil, filters and their relative Nno [] q G » 83’ . - o
benefits? Tleda JS 23l i 4
YES ;
4 11. Did he offer the waiting area to you? NO % P; ¢ iyl 48 e o JBuY elle yage Ja 11 4
4| 12- Did the staff thank you as you were ves [] axd i 20 Loy o S Cipall W6 Jn 12 (4
w05 4wt lionk OY o B 3 st s,
3. APPEARANCE AND BEHAVIOR OF STAFF ;e.gs‘g.‘u‘g Crdls galf Jg.ha .3
Scores Critical Areas Al claall PATH]
. YES XI W
3 13. Z\'I:cajsﬁtcl;;?umform of the attendant neat NO D Y G e Gl el Cala gl Gl 1S 1313
NA [ oy
ves [ .
3| 14. Was the attendant wearing visible No [ q e A8lay (65 3 3 ga sall Cilgall 1S Ja 14 3
nametag? $z a9 dansl Lgile
NA [ sy
ves X] .
3| 15 Was he able to communicate with no L[] q &e dealgill e 1506 s sl S Ja 15 3
customer? s
NA [ sy
. vyEs A
4| 16. Was staff courteous / friendly? No [ Yy SWbal/lagny b ol S Ja 16 (4
NA [ sy
4. SERVICE el 4
Scores Critical Areas T L) el T haw
: S ) GEailly Cabs ool A8
17. Did attendant check whether you need ~ YES i o RO u]—"d P )AJ i 17
3 top up or complete oil change? S0 o pl Gl Ay i s ) 3
pup P ger NO D b ¢Sl
3| 18 Didattendant check with you whether ~ YES D av 4 5 i 13 Lod e iyl i a8 3
only oil is to be changed or oil with filter? N | y € Alall 5 <y 3l af dadd 3l s
19. Did he check using gauge the quantity ~ YES pad @il S5l (6 gie Gy il gl 5 s 19
3 required to be topped up and informed Gy A 3l Al el bl 3
you? Nno [ v Sl Gl gl
O M e il iyl G
3| 20. Did the attendant check for oil leakages ~ YES X et uﬁjﬁﬂi A Ajij ud: 20 3
under your car from filter and drain bolt? No [ . SR ARt
T 5l
3| 21. Did the attendant drain the used oil YES P Janesall 3 S G i Gl gl A8 da 21 3
completely from your car? No [ N i i (4a
2| 22. Did he ask whether you want the engine  YES iyl dae 3 5 S o @lila Ja 22 5
to be flushed and did it if you agreed? Nno O v Sl e Jla A @iy
3| 23. Did the attendant fill the correct grade as YES b3 p S5l da )y 5 LAl Cala gl A Ja 23 3
you requested? Nno O y el Al dagaiall
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Scores Critical Areas Aol c¥Laall Jai
24. Did he request you to startengineand  ygg [X] P aS e d b s o g5 ) flia calla
3 leave it running for one and a half ) e ffﬁs e e;:lu sl dédé 24 3
minutes? no O ¥ fibual g 43 sadd Jenld] «*
.ol 48 e /Al yela of (e cala sl KB s .25
25. Did the attendant ensure that the carter YES - )X- ,);uh)‘ T Lle b faa 448
3 bolt is tightened and there are no leaks? e ol 45 LS G a Hisle 3
“no O ¥ gy 3l
26. Did attendant carry out the following Lailaall cliasaidll ol ol alagall A8 Ja 26
complimentary checks: -agiuly
ves [§]
31a. Battery Water top up no [ Y il ldils) 31a
wa O assy
ves [d
31b. Coolant Water top up no [ y coolant/s ull sedilsl 31D
na O ady
ves bl
1A all JI e sy Al
31c. Auto Transmission Fluid top up NO D b A JL&T\,M’) ?ﬂ\' 3e
na [ sy (055t
ves Xl
31d. Brake Fluid top up no [ Y daljll ey dilal 31d.
wa [ sy
ves M
31e. Gear Oil top up no O ¥ ool el il 3e,
na O sy
YES % p
31f.  Air filter cleaning NO b} ol gell yild Caplais 311.
na O ssuy
ves
31g. Wiper Water top up no O y ol Caliual cla il 31g.
NA [ adiy
ves B
31h. Clean engine using air gun no [ RREARTS FEYEWSREECIRERE FES Sy 31h.
nva O adiy
ves Kl e U ,
3|27 Were any of your questions related to O ?’; Aaldiall @lilind (e gl e AlsY Qi s 27 3
lube change answered? NO Sy it Agleny
na [ sy
ves [ & se e Grale g Calsdl ali Jo 28
3 28. 51'2 g: gtaff place the mileage stlcker in NO E N o e L Aleedl) /il sia sLSH 3
Dip wotr_PuT_SmickeR wa O sy e
(3+)ves O ea-‘-
4| 29. Were you offered a receipt voluntarily” NO . v LU 2l Jaa s dile yae da 29 |4
] hod % aﬁ,k«f&r(w &ace,m.,pf’NIA O sy
5.  REST ROOMS AND MOSQUE csasall g (plaall [l 55) Aal M i g .5
Scores Critical Areas PRI LN PO Latail
3 YES = ) 3
30a. Were they adequately stocked with all -0 ?"; L gl e il pans 8 jeae il Ja 302
necessary supplies such as soap? NO™ Sagiall Jia
na O @by —_—
+ 3
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Scores Critical Areas fallt Yol PRI
_ YEs B 0 0 N
30b. Were they adequately stocked with all d v s all Gle il aaens 8 jeae <€ da 30b
necessary supplies such as toilet tissue? NO Sl gl g 59 Jia
va O ey
30c. Were they adequately stocked with all ves [ o Ay s pall Cile il ey 8 eaa S o 30C
necessary supplies such as paper towels? NO D ¥ 438, 5l LAdlial) Jia
(paper towels are not required where fully Clitaa J3 5 e 4y gllaa e 4384 adliall)
operational hand dryers exist) nva X Gy N (A ol
; 2k Juladl el
31a. Were sinks clean? YES M pr o sl '--y-ﬁ:\;yﬁ _Lsd?s‘ﬁ‘la
require comment when marked ‘No' no [ Y (Gt NS AR
NA [ gy
X s faadas Ul yall cuils
31b. Were mirrors clean? YES e - al g ‘{nyr'j ,SJT.{Mb
require comment when marked ‘No’ no [ ¥ ol 2 A il )
NA [ sayy
; a8 oY) Ciliiae culs
31c. Were hand dryers clean? YES M e ol ‘géf,\i!,fdu_;yrf .lsd“z‘.31c
require commeént when marked ‘No’ Nno [ b 2l 2 Al s )
Na [ gy
: fanlas o gleall li€le g
31d. Were dispensers clean? YES IE pu . ﬂ! o "Y‘?;Lyﬁ AISJTA |'31d
require comment when marked ‘No’ no [J ¥ G AR
na [ gy
ves ]
31e. Were toilets and urinals clean? Nno [ N Ak Joall U cals s 31e
NA [0 ayy
32a. Were doors clean? YES E s Ll m‘,ﬁ;,:’i’j;r” S\SJT 1‘323
require comment when marked ‘No’ no [ Y grasl 2 ARl s
NA O sy
ves [
32b. Were walls clean? Nno [ Y faghi glasall i€ Ja 32b
NA [ sy
YES pai
32c. Were ceiling clean? Nno [ y il Gl S Ja 32¢
NA [ sy y
YES pai
32d. Were vents clean? no [ Y fagdas MUl culs s 32d
N O gy
32e. Were floors clean? @ @ ves [ pu - ?%,,?k?;f;ﬁi‘i"sze
require comment when marked Nop, no K ¥ T e S
MMM&MMM@M A [T i y
ves B a
32f. Were baseboards clean? NO D ¥ fAghi saelall & 5l Mlilall 1,5 el Ja 32f
NA [ sy
ves A
32g. Were grout clean? Nno [ N Sl L3l S da .32g
nA [ sy y
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Scores Critical Areas Ll claalf
ves |
33a. Were trash containers clean? no [ y A Lalaall il s S Ja 33a
NA [ Gy
2 = - 2
YES pad
33b. Were trash containers not overflowing? NO [:I b fiaid e ddladll Sysla <l da 33b
NA [ auy
ves B = e .
2 34. Was the restroom smelling clean & NO D N &} O5) Rlaiay Apdai pleall Aal, oS Ja 34 2
fresh (without any offensive odor)? f(abeall B Ag S il
NA [ @iy
3 Jand alasdl 3 < jaeaill area \S Ja 35
35. Were all the facilities inside the YES E e ¢ @ bm(.: IS
restroom in good working condition? L. % e
2 require comment when marked ‘No’ no LI v gl o Y ALY calS W 2
NA [ assy
X 3 2(5) ks swall delE 5 e o\S
36. Was the Mosque premises clean? YES e ( ), J‘m g LJLS;;?‘L"\ST; .36
2 require comment when marked ‘No’ Nno [0 ¥ el el el St 2
NA [ ey
Comments: sclaadkall / gabasl)
FOR OFFICE USE ONLY Jasd sl P\A';lu‘!
Alaucall Jalaill LEl Je Y sl . .
9 . : Wil
& ACTUAL SCORE | _ Maximum | Evatuation o
Approach and Cleanliness Aadaill 5 ol @YY
Greetings and Initial Checks Ll Sl 5 s il 12
/S\{)apf?arance and Behavior of il sall sl s ek (3
Service iaxil |4
Cleantiness - Restroom and lelaad) — 28k |
Mosque aneall g
TOTAL £ saxall
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SERIAL NO. |

2|6 | 1

ADNOC DISTRIBUTION
AL MADINA S/5 - 936

MAIN STREET .-

DESCRIPTION QTY  PRICE TOTAL
VoyagersJd0 4L 1,00 33.00 33.00
Corolla 2010 1,00 45.00 45.00
TOTAL 78.00
CASH PAYMENT 78.00

You were served by Operator 1
DATE 28/06/2012 21:33 T1 S3 01 5304

Thanks for Shopping. .







