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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center g
O < ui Emarat 10 g Eppco / Enoc | [A @54 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
I 8 Name Number | Name Number Narae Number
HAGELD
L)’ ety A8l [ 7 ‘
Gender Height Built Bpectacle Beard | Mustache] Ethnic Groups
M1 F |T[MIS|T |[MJF |Yes[No|Yes] No]|Yes[ No |indian [Pakistani[Filipino [Expat. Arabs| Others:
N OOKMOOMOORROXKOX® O O 0O |
Western " . . Umm A} . Ras Al -
EMIRATE Region Abu Dhabi Dubai Sharjah Al Ain Quwain Ajman Khaimah Fujairah
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
glsZl ol9fol8 [ &l8 [ oll o]l |035%|ID'I8
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 | DAYOF

visT [~ O 0O O VISIT O 0O O O O O

1. APPROACH AND CLEANLINESS S g Y 1
Scores Critical Areas A Sl Ltash
vEs X a - .
1. Was there proper sign to the Lube no [ y dihia o AValldaalgda dallia IS da 1
changing bay? Sy 3l Lyl
na O sy
_ YES o
3 2. X\r/s:;ir;c!i%be changing area clean and NO D g SR ey Ak et dikie cilS Ja 2 |3
va O sy
ves [

4|3 Wasthereany oil leaking and falingon q e ae gyl il dia S a3 4
to the floor of the lube bay ? M s Adhaia & )Y

na [ iy
YES ]

2| 4. Were the waiting area and table clean? NO O ) eagydas AUl g Uyl ddhia cilS Ja 4|2
nA [ iy
o - YES o

2 5. vaoarii;hge?telewsmn in the waiting room NO D N ¢ UV A 8 Jans ¢ s A0 GSds 5|2
nva [ sy
vyes [

Al e el il dasll oS Js 6

6. Was the board displaying complimentary NO D
Saaknd g A0 pe Aglaall colaaaldl

services neat and clean? ¥

N/A iy ¥

2. GREETINGS AND INITIAL CHECKS Y el g cua il 2
Scores Critical Areas Al Ll Jalail
3| 7. Was there any delay in approaching ves [] pd i/l 58 8l gldia s ds 7 3
customers? NO [XA Yy bl sad Cala gl
8. Were you greeted in a friendly manner ~ YES O ard skl 40,4y um il 5 a8
(pleasant feeling)? ) no Kl N (S
S Ja el sall & glis Cam gy 28 ey Y 1A
51 If no, please describe behavior: Was it kf Je ﬁ }3:‘ j:ﬁ N 15
arrogant, without any expression, normal 4‘1 & o SN AP vum;\
etc.....
Din noT Q £esT . Nabfmpy nmHoOT EXPRESSIONS .
+ 1 +
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Scores Critical Areas Lo N Laal) BAYH|]
3| " atihe stoppet and et oo honing VS i O ol sl s 9|
the engine off? O ¥ e paall (ks o elie il 5l Giliyy
10. When asked by customer, was the . SS b el e b sall (J o Letic
5 attendant knowledgeable of different ves K p j:j.i:]l & ‘ )5" . L:M 5/ ﬁ.}d dsy 10
grades of oil, filters and their relative No [ y SRR S . . (lc 5
benefits? o eia JS il g g
YES i . .
4| 11. Did he offer the waiting area to you?@ D o ¢ iy 48 e oY e (e Ja 11 (4
Db NOT ptfed mring peen  NO X ¥
12. Did the staff th 1)YES [J : _ e .
4 lelaving'?s aff thank you as you were @ pr € 505 i€ Laiy o S5 Gl ol s 12 |4
Dip peT SaY tHAnEe Y NO b
3. APPEARANCE AND BEHAVIOR OF STAFF sagS slurg Cilh gall jelia .3
Scores Critical Areas Daaleall) ¥ Lawal) Jalail
, YES ]
3 13. Z\r/]zsﬁ?;?umform of the attendant neat NO D Y 9L ey Gl yualal il sl Gl S s 13 |3
NA [ sy
YES I .
3| 14. Was the attendant wearing visible no [ g e A8y (65 5 3 5a gl Cala sl S Ja 14 3
nametag? Tz s 50 4l Lggle
NA [ sbyy
YES o :
3| 15 Was he able to communicate with no [ y & dualgilt Je Tl Gl gl g€ Ja 15 3
customer? SOl
NA [ gy
ves [
4| 16. Was staff courteous / friendly? Nno [ ¥ Sl il sl S Ja 16 [ 4
NA [ iy
4. SERVICE daxsll 4
Scores Critical Areas Ll Lt JAT
: S o) 3aailly Cals gl A8 .
17. Did attendant check whether you need YES m f“' u uu)d au L )A{ ﬁ 17
3 top up or complete oil change? =20 i ol ALY gl 6 L) 3
p up p ge: NO D N ¢ JulsIly
3| 18. Did attendant check with you whether ves [4 pxd S 1) Lad clie Gils gall (3823 Ja 18 3
only oilis to be changed or ol with filter? N O ¥ € alall 5y 0 o Jad g 3 s
19. Did he check using gauge the quantity ~ YES [)] = s ¢l Cujll (5 e ity Gl pall A3 s 19
3 required to be topped up and informed g G 50 AaS I ol bl 3
you? Nno [ o fally, walyf 5 Ll
X P 0% Sl Qe e iaills ol gl B Ja
3 20. Did the attendant check for oil leakages YES il wj: u/j»uhu: )ﬁﬂ" . ate‘ ud:' 20 3
under your car from filter and drain boit? NO D y HIE s AR
o 3l
3| 21. Did the attendant drain the used oil YEs [x] P Jemsall 3l S & s Cala sl W8 Ja 21 3
completely from your car? Nno [ ¥ el b e
o | 22. Did he ask whether you want the engine  YES pe el o oy S of @il Ja 22 °
to be flushed and did it if you agreed? no [ N feeliddl 5o Jla 8 Sl
3| 23. Did the attendant fill the correct grade as  YES i As e g ALl Cilagall A8 Ja 23 3
you requested? Nno [ y flgills il dasiall
2
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Scores Critical Areas Auludl) oYLl il
24 Dot satergre it s D1, ot 26
minutes? NO D N il 5 A0l 520l Jprudall A <
. ol 4 e /Al galea of (g il sall 3l Ja 25
3 25. Ei(ljtt_het'a:fndznt egst;:re that the far}(ero YES E i i cllin (el 45 LgilSe 8 Tan e 3
olt is tightened and there are no leaks? o ] q e
26. Did attendant carry out the following Lilaal) Clia gadll ol by il gall JB Ja 26
complimentary checks: -adud)
YES X pes:
31a. Battery Water top up NO D N i )lall ela dilia) 31a.
na [ sy
YES pad
31b. Coolant Water top up no O y coolant/sull el dibsl  31b.
wa [ aiy
ves [ =
A all U len Cy ) Al
31c. Auto Transmission Fluidtopup  NO [ y e L e a5 ?LT 31c.
(Osipansil )
na [ shuy
ves 4 -
31d. Brake Fluid top up no O ¥ Jala cyyila) 31,
va [ sy
YES oo
31e. Gear Oil top up no O b s ol iy AL 31e.
na O] sy
ves @ &
31f.  Air filter cleaning no O k| olggll ilé oyl 31f.
NA [ akisy
YES D&
31g. Wiper Water top up no O y ool laliaal cla il 31g.
na [ sy
ves  a
31h. Clean engine using air gun NO O Y el edee plaiuly o jaall e 31h.
A [ sy
YES I L - Co
3| 27. Wereany of your questions related to D ?: Aabaial) il e gl Sle AV d da 27 3
lube change answered? NO o b puad Adeay
na [ ssiy
, _ T YEs T s e Gealepan il digs 28
3 28. 5,‘: g;? ;taff place the mileage sticker in NO [l N b Lgind il Ailoaall el e SLSH 13
A [ ey 95l
@Y vesO =
4| 29. Were you offered a receipt voluntarily? ~ NO y S sl ooiud Jeay e e da 29 |4
HAp To Pse fOR LecitfT nva [ sbyy
5.  REST ROOMS AND MOSQUE el g (Lol sl ) Aal M e 5
Scores Critical Areas FEVR I LA (POR Latai
3 YES i 3
30a. Were they adequately stocked with all E el e i axaas 8 jeae S da 30a
necessary supplies such as soap? NO ¥ o skall Jia
A [ gy =
3
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Scores Critical Areas Lol ¥ AN
_ ves Pd T o
30b. Were they adequately stocked with all O v sl Sla ludl asens s jeaa cuilS Ja 30b
necessary supplies such as toilet tissue? NO Cadl g @299 Jia
NA [ by
30c. Were they adequately stocked with all ves av A gl e Sl & 83630 S 2 30c
necessary supplies such as paper towels? NO D v P48 o) ddiliall Jia
(paper towels are not required where fully Glitas 8¢ die {ylhe e iyl hatiall)
operational hand dryers exist) nva (X by Y Gty
31a. Were sinks clean? ves [d o ) * ,,y,‘fl:_‘f;;—”lslsd? "318
require comment when marked ‘No’ No [ k] casill o2 s
NA [ gy
; ik U colS
31b. Were mirrors clean? ves B i o gl gn if‘yﬁ \SJTM'S']b
require comment when marked ‘No’ NO D b T > Ay Qul )
NA [ gy
; fasb s Cliiae culg
31c. Were hand dryers clean? YES P 3 . "saf,y,,u&lgyﬁ 'lsdg‘.31c
require comment when marked ‘No’ no OO v & w2 Al e
NA [ sy
3 faaals ) aliall ClSle il
31d. Were dispensers clean? ves [ pr . ,::Jl o ,,Y,:_'L‘L;Yr;&d:h"sm
require comment when marked ‘No' no [ b (Camt ST e st :
NA [ sy
YES o
31e. Were toilets and urinals clean? Nno [ ¥ faada Jalt K40 il Ja 31e
NA [ gbyy
. (b" . e - Ul -
32a. Were doors clean? ves [4 e > '%@,,‘Lﬁj\;ijfhsza
require comment when marked ‘No’ no [ ¥ s it .
NA [ gy
ves K]
32b. Were walls clean? Nno [0 ¥ iy Glaall S s 32b
Nna [ ssuy
ves [
32c. Were ceiling clean? Nno [ ¥ Sk ciadl S Ua 32¢
NA [ sy y
ves d
32d. Were vents clean? no [ b YAghs Ml cailS Js 32
NA [ swuy
2 ; fLls cbua )Y S s 32e
32e. Were floors clean? @ ves I gl s ‘.?.,' uiw a1
require comment when marked ‘No’ NO ¥ < R T :
THELE _Loms cane opn  foDE nA [T sy
ves [
32f. Were baseboards clean? No [ ¥ fadphi saclall & ol lailadl i) culS s 32f
NA [ sbuy
YES pad
32g. Were grout clean? Nno [ ¥ feaadas a3l S Ja .32g
NA [ iy
4
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Scores Critical Areas L) el Lataih
ves [l
33a. Were trash containers clean? Nno [ b fails daladll Gy sls 2ilS Ja . 33a
) NA [ ahay )
ves [l
33b. Were trash containers not overflowing? NO O ¥ Py ye daladll cilgla <idS o 33b
NA [ gby
‘ ves [1 N )
2 34. Was the restroom smelling clean & NO N s} Osn) Rdniey Aidai plaal) dadl ) cilS o .34 )
fresh (without any offensive od??‘ ’ folandl 2 Ay S A,
Ban  smepL \,@ NA [ gy
3 Cand abaall b il jaeadl asea cul€ Ja
35. Were all the facilities inside the YES - L @,uem dsd; 35
restroom in good working condition? . w5 BN
2 require comment when marked ‘No’ NO D ¥ C':“"‘J‘“ > T ALY s i 2
NA [ akuy
3 £(5) b aaadll A8 ) e oS
36. Was the Mosque premises clean? YES D e ( ), :\ ) ,.;ﬁ% L‘;‘Mu&ﬁ -36
2 require comment when marked'No'  NO [ ¥ gl sl o2 YT ALY S 1Y 2
N/A G ¥
Comments: siBadiall / gadesl)

FOR OFFICE USE ONLY

Ja8d igall aladiuy

Uacal) L) Ll ey sl

9 R ion: ]

% ACTUAL SCORE MAXIMUM | C aluation P
Approach and Cleanliness addaill 5 ol B |1
Greetings and Initial Checks | #ds¥! Sty v 531 12
Appearance and Behavior of s il el o el .
Staff Gl sall by sebin 13
Service ieaall |4
Cleanliness - Restroom and Cleboad — il |
Mosque Anaall 5
TOTAL £ saxall

5
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ADNOC, DISTRIBUTION

“AL JEEMI S{S - 857

AL KHABISI AREA
AL AIN
DESCRIPTION Q1Y  PRICE TOTAL
VoyagrSilveriL 4,50 14.00 63.00
Corolla/Camry 1,00 25.00 25.00
TOTAL 88.00
CASH PAYMENT 88.00
You were served by Operator 1
DATE 08/09/2612 10:18 T1S2 01 687

Thanks for Shopping ...

Y
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