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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center w
[J e Emarat | T <5055 Eppeo / Enoc | B w59 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
{ O,&g Name Number Name Number | Name Number
Yoosef | l | |
G nd er Height Built _ [pectacleg Beard | Mustache] Ethnic Groups
M TIM [S ] T [ M [F [Yes|No|Yes[NojVYes| No [indian [Pakistani|Filipino [Expat. Arabs] Others:
DD.DD.DDED.D.ED O 0O O
Western . . . . Umm Al . Ras Al o
EMIRATE Region Abu Dhabi Dubai Sharjah Al Ain Quwain Ajman Khaimah Fujairah
| O O O O X] O | O O
} SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
q13]6] \[olos | 89 | o2 | o 12032058
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 l:l 0 0 O KX visit | O O O O O O

1. APPROACH AND CLEANLINESS B 5 oY) 1
Scores Critical Areas Tl S laalt Laa
‘ ves XI - ; A
1. Was there proper sign to the Lube no [ q ddhie e AVl dsnlydagdl dia IS da 1
changing bay? S W) s
na [ sy
_ _ ves Xl '
3 2. \é\:g:htit;zé%be changing area clean and NO D g SR e Ak ey e dikie colS da 2|3
na [ sy
veés [0 C o
4 3. Was there any oil leaking and falingon < q e e dgy il gl lia S dy 3 4
to the floor of the lube bay ? 0y 3 s Aadaie A )Y
va O sy ?
YES Py
2| 4. Were the waiting area and table clean?  NO O ] Caadas A3 all 5 ey dshie S o 412
na O sy
- B vEs &
2 5. woiii;hge?lelevnsuon in the waiting room NO D N ¢ Y1 A b e il S s 5 2,
nva O sy -
ves §  w o S .
6. Was the board displaying complimentary 7] Ny Aadld Lo el Gl Aa Ml cils s - 6
services neat and clean? Paaudat 5 A e Agilaall Coleadlt
na [ ahiy
2. GREETINGS AND INITIAL CHECKS ) el a2
Scores Critical Areas Loulal) ciflaall AT
3|7 Was there any delay in approaching ves [ p pdif et gl 3yl gl s oSds 7 3
customers? no KX Yy ol M gad Cala gall
8. Were you greeted in a friendly manner ~ YES [X v Gslely) Gy el s sl 5 ds .8
(pleasant feeling)? Nno O Y ¢ (g e
T8 b il gl Al i g2 o 2la o 13
5] If no, please describe behavior: Was it Lf e \_jl i i{; . jj_‘i o ‘15
arrogant, without any expression, normal ¢ S oe D3P e an
etc..... e
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Scores Critical Areas At c¥laal Ltadl
9. Did he guide your vehicle for positioning  ygg X A i) Sl I el Gl gall B a9
X - J o= @ .
3 at the stopper and asked you to switch R . e 3
the engine off? No [ ¥ e paall ekt o elia alla g 5Ll alayy
10. When asked by customer, was the . O b cdrandl (pe ol galt s Ladic 10
attendant knowledgeable of different YES m P ‘:‘; A e . yf . fw
5 . . ) u‘_).\mbuﬁ)llub)élalygda;‘g?h 5
grades of oil, filters and their relative NO D N o e
benefits? fledo JS ail4hy
YES [X] i . .
4| 11. Did he offer the waiting area to you? NO E ‘: ¢ eyl A8 e S oBEY elle e o 11 (4
12. Did the staff thank you as you were YES aud ¢ ie et s .y .
4| 12 e No [ v TS lind S Gb,di s 12 (4
3. APPEARANCE AND BEHAVIOR OF STAFF pgSsda g (udls gall ba 3
FST:ores Critical Areas LI RN PR pAH]
, vEs Kl
3 13. Z\r/]?jsﬁ?;?umform of the attendant neat NO D Y 9 e Gl eabadl Gila gl L S a1 33
NA O sy
YES X i .
14. Was the attendant wearing visible ey A8y (55 33 3 g sl s gl S Ja 14
3 Nno [] ¥ , 3
nametag? $ 5o 99 el Lgile
NA [ sdy
YEs M .
15. Was he able to communicate with go dhalsill e 15068 Cals gl S b 15
3 customer? No [ ¥ e Ll 3
: . 050l
NA [ sy
YEs [N
4| 16. Was staff courteous / friendly? No [ Yy Sl gy Cablhsddl IS Ja 16 [ 4
NA [ shyy
4. SERVICE Ayl 4
Scores 7 ChticalAreas T C Reldeved T Tham
v 20l ) s 3aailly calh al) L8
3 17. Did attendant check whether you need YES px L:: ):’_'k—ff:])“ 'S\él..z..\j CL‘):]" e)l_‘j 7 3
. A PG 0 )
top up or complete oil change? NO D y e Jus,
3| 18. Did attendant check with you whether ~ YES X] o 2P S L lie Cabs gl Bisd Ja 18 3
only oil is to be changed or oil with filter? Nno [ Y el 5 <y 3l ol dadé e N s
19. Did he check using gauge the quantity ~ YES and ey ol (6 s Gl il sl B s 19
3 required to be topped up and informed e Al A I G all ) 3
you? Nno [J fllly il Ll
o eV e on iadll ah ol LG
3 20. Did the attendant check for oil leakages YES m g Ot wj 7?6: )ﬂﬂl- ua}:iﬁ JA 20 3
under your car from filter and drain bolt? Nno [ Sl et/ O 0l s
Py 3l
3| 21. Did the attendant drain the used oil YES [ P Jasdeaall 3l S A i Gila gl A8 Ja 21 3
completely from your car? No [ Yy feli jlw (ye
| 22. Did he ask whether you want the engine  YES [X]  ax Py a5 S o il Ja 22 2
to be flushed and did it if you agreed? Nno O N felidd s Jla (6 ally,
3| 23. Did the attendant fill the correct grade as  YES axd Sl A g 5 Ailal caba sall B3 Ja 23 3
you requested? Nno [ N flgiulh Al dxiaiall
2
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Scores Critical Areas Al cilaalt g
24. Did he request you to start engine and  ygg X e aS 5 @ paall s a8 o elie alla Ja .24
3 leave it running for one and a half PR et - . 3
minutes? no [ k! fiani g 42da sad Jalill Ula B
3 25. Did the_attendant ensure that the carter YES m - u:l\)i);d;rjl UL;;L jlﬁtﬁ 25 3
bolt is tightened and there are no leaks? NO D N ’ i - "’ug)u
26. Did attendant carry out the following Al Glia il of jaly calagall B 226
complimentary checks: sl
ves XI
31a. Battery Water top up no OO v Ljbdlelils 31a
na O sy
ves I
31b. Coolant Water top up NO O b coolant/aull ¢la ALz} 31b.
na [ ey
ves XI ..
31c. Auto Transmission Fluid top up NO E] ¥ R }P L‘UJ u‘w‘ 3te.
(O5dansit 1)
nva O sy
YES pad
31d. Brake Fluid top up no O ¥ Joll cudiual 31d.
wa [ skiy
ves M
31e. Gear Oil top up no O 3 oA bl sl 3te.
na O ahiy
vEs A
31f. Air filter cleaning no [ ¥ ol il cabn o 39F,
na O sauy
ves I
31g. Wiper Water top up no 1 N o claliud ele Al 31g.
na [ iy
ves KI  a
31h. Clean engine using air gun no [ Y elsell Gadesa aladiuly O el cadas 31h.
va O sasy
3 27. Were any of your questions related to ;(E)S e: dalial elilind (e gl L,Jf: af\é}“ HAJ Ja 27 3
lube change answered? el e Alasy
na [ sy
3 28. 5:2 (t:g? gtaff place the mileage sticker in :zs ?’; Jm@mﬁ:&ﬁf)\jﬁ 28 3
' na [ sy %l
ves B
4| 29. Were you offered a receipt voluntarily?  NO | Y $h sl WM Jem g e (g e o 29 | 4
A [ sy
5.  REST ROOMS AND MOSQUE sanenall s (alaall foll ) Aail 2 5
Scores Critical Areas Anulud) Yol Lalasl
3 30a. Were they adequately stocked with all ves Bl o Ay pdall e Slisll maens 8 362 <ilS Jo 30a 3
necessary supplies such as soap? no O ¥ Chsall Jia
na O gy S
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Scores Critical Areas Al ¥l PAYHI]
ves I
30b. Were they adequately stocked with all no [ :‘ A syl ile el prens 3 jeae <ailS Ja 30b
necessary supplies such as toilet tissue? coll il (399 Jia
Na [ sbuy
30c. Were they adequately stocked with all ves [J prd ) s pdall e il e 5 jee <ilS Ja . 30c
necessary supplies such as paper towels? NO D y $48 38 idiial) Jie
(paper towels are not required where fully Glatae B4 aic dygllaa e 48l adbiall)
operational hand dryers exist) N/A Gy Y (Y
31a. Were sinks clean? ves Kl g L all f l,,&,?t‘f\'ﬂ“;‘fid?.‘am
require comment when marked ‘No’ Nno [J ¥ sl oa Al Y OB )
NA [ shyy
: Shadai Ul pall o
31b. Were mirrors clean? YES E o= Ll 4?,{; L'): rULSlSJT \'31 b
require comment when marked ‘No’ no [ b gl o2 Aadl cals 1y
NnA [ sy
. ‘,—  te. B c’ .. -
31c. Were hand dryers clean? ves X px . TLL” ‘f‘f,\f;,, Lt:“u‘s\sd? 1'31 ¢
3 require comment when marked ‘No’ Nno [ ¥ crasill o2 el B
NA O sasy
Z ; faakas ) slall LSl o
31d. Were dispensers clean? YES px ) % Uﬁl"‘,‘i},, Lil';ru&\sd? "31d
require comment when marked ‘No’ Nno [ Y a2 Y ALY sy
Na [ gy
ves B
31e. Were toilets and urinals clean? NO D ¥ faidas sl Al il Ua 3¢
NA [ iy
32a. Were doors clean? ves X o Ll ?%,f‘f] r“LStSJT ‘.32a
require comment when marked ‘No’ no [ ¥ e L
na [ gy
ves X1
32b. Were walls clean? Nno [ Y s Guaadl S Ja 32b
na O gy
YES pad
32¢. Were ceiling clean? no [ ¥ Sl il S s 32¢
NnAa [ gy
YES pd
2| 32d. Were vents clean? Nno [ b fhabas M il Ja 324
na [ sy
N Ak s B NI
32e. Were floors clean? ves K L an 'Mﬂa,,y}f‘fi‘y“ __kiSJT."Sze
require comment when marked ‘No’ no [ ¥ Tl o YT AV s 1y
NA [ gy
YES pas
32f. Were baseboards clean? Nno I Y $aayks sacall o ol failadl 150 S Ja 32f
NA [T gy
ves X
32g. Were grout clean? no [ ¥ fdalas B3 (IS Ja 329
NA [ iy
4
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Scores Critical Areas IR (L POA | PATH]
ves & au
33a. Were trash containers clean? NO D b faidas Adladll b gla cilS Ja 333
NA [ iy
2 = - 2
YES pad
33b. Were trash containers not overflowing? NO [ ¥ famild e daladll Clygla i< ds 33b
NA [ ey
ves Bl o ]
2 34. Was the restroom smelling clean & no [ ¥ b Os) Laiay Aihai slasd) Aad) ) cilS Ja 34 5
fresh (without any offensive odor)? flolandl 3 Agy S Aa
NA [ oy
; Jas alaall & @l pagadll aaea <l Ja
35. Were all the facilities inside the YES m = felle = eﬁ":‘j&u 35
restroom in good working condition? o NS e
2 require comment when marked ‘No’ no [ ¥ grasl o MY ALY s ) 2
NA [ ey
3 €(5) ki sl Acld gl e S
36. Was the Mosque premises clean? YES D = ( ). }'ﬂ‘ ’ “:; &L‘ijf;ﬁ‘f\sﬁ 36
2 require comment when marked ‘No’ no [ ¥ e e Al e 2
NA [X] aisy
Comments: lUaasiall [ gabeslh
FOR OFFICE USE ONLY Jadd LAl alaaduy
Alsualt Blail) Ll el aal) .
0, + H . . - \
o ACTUAL SCORE MAXIMUM | Ealuation: p
Approach and Cleanliness Al gl Y |1
Greetings and Initial Checks | 4s¥) iSiall s cua 31 12
gfapf;earance and Behavior of il gal) gl s i |3
Service , EPRENIY)
Cleanliness - Restroom and Cilalaal) — dail |
Mosque anadl
TOTAL £ saxall
+ 5
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ADNOC DIST RTBUTLON
AL MADINA S/ - 936

MAIN STREET

Al AIN
DESCRIPTICN QY  ERICE TQVAL
voyayrSilveril 45 14.00 63.00
New Nissan Alt 1,00 26.00 26.00
TCTAL 89.0G0
VERIFONE . 39.00
CARD 44215300004035807

MILEAGE

MILEAGE 0
VERCFONE NO 10009361 712

¢fc” € TIC 6338

You ware servad by Nperator 1
DATE 05/10/2012 20:38 T1 55 01 844l

Thanks for Shopping.
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