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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center &
DCAUA! Emarat / D 44/ 84 Eppeo / Enoc / 4yl Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number | Name Number | Name Number
1030 ANEESH- V] | |F|6]|0[F
Gender Height Built Spectacle]  Beard | Mustachey Ethnic Groups
M| F [T IM[S]T [MIF [Yes[NoJYes|No Yes | No | Indian [Pakistani[Filipino [Expat. Arabs| Others:
NOOROOROORROROK O O 0O o
EMIRATE v;‘::fi;“ Abu Dhabi |  Dubai Sharjah Al Ain g’:‘:v“a:" Ajman Kﬁzism‘:h Fujairah
O O O O ] O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
ql4l5 | ola | 28 | 8lI o[1 | ol [H:o0]li:i8

TIME OF

07:00- | 10:01- | 13:01- | 17:01- | 20:01-
10:00 | 13:00 | 17:00 | 20:00 j 24:00

VISIT

O X O O 0O

Saturday [ Sunday | Monday | Tuesday [Wednesday | Thursday | Friday

DAY OF

ver |0 O O ® O 0O O

1. APPROACH AND CLEANLINESS

33U g il B

Scores Critical Areas FIEUA N PN | Jalail
YES [X] Ao v . .
1. Was there proper sign to the Lube no [ q dibic Lo AVl daalgda dellia s da 1
changing bay? ; s
va O sssy
, ves I
3 2. \c/)\:ggntigz(lj%be changing area clean and NO D g e Al )y Aibie caiS Ja 2 |3
na O iy
vyes [ ) ‘
4|3 Wasthere any oil leaking and falling on R g Sl de gl s gl i S da 3 4
to the floor of the lube bay ? ey M i Adkaia 3 a )Y
na [ by :
YES pd
21 4. Were the waiting area and table clean? NO D b faaday A Ul Uiyl dshia il Ja 4 (2
NnA [ akuy
. . N YES o
2|5 &V;iitnh;?telewsmn in the waiting room NO D N ¢ LYl 42 Jaws s il S Ja 52
Na [ sy
ves X s s
6. Was the board displaying complimentary o [ q Aalilgde pelai Allda i cilS s 6
services neat and clean? fAaydai 5 40 ye Alaall calanall
na [ ssuy
2. GREETINGS AND INITIAL CHECKS A ) el s a2
Scores Critical Areas Aol el Jalasly
3| 7. Was there any delay in approaching ves [ ax Al B B el gl dlia S da 7 3
customers? no X Y Sl gad Cals gl
8. Were you greeted in a friendly manner ~ YES O px sl G ds b dh il de 8
(pleasant feeling)? Nno X N \ ¢ (z e
S Oa mcab gall @l b Ciim g a8 2la ) Y 1)
51 If no, please describe behavior: Was it L‘: e L:;;S . ﬁ; > Yj N 15
arrogant, without any expression, normal e ulaill e Jale s oall *‘MCJ\
etc..... . N
howmal fuw” no W
Y]
+ 1 : +
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2 +
Scores Critical Areas Lot ¥l Blady
9. Did he guide your vehicle for positioning  ygg Xl A Cliall Sl I el cala sall ALda 9 3

3 at the stopper and asked you to switch ’ e v . )

the engine off? NO D v Sl i of ol bl g 5l gy
10. When asked by customer, was the il OS a dreadl (e als sall g Ledie 10
. vyEs U andl () ™ :

5 attendant kpowledgeable of dlffergnt il 5 gy 30 il /&\,:J lidag ple 5
grades of oil, filters and their relative NO D y ol i
benefits? fledo JS il i 5

YES i .. .

4| 11. Did he offer the waiting area to you? NO E P; SoMmYldd e 4 Uyl elle m e da 11 |4

4| 12 Did the staff thank you as you were YES ¢ 5ol S Laigy o S Gyl 6 s 12 14
leaving? Nno [J N i O ¢ :

3.  APPEARANCE AND BEHAVIOR OF STAFF S slury Cuiligall jelia 3

Scores Critical Areas Ll ol B W]

, YEs R
3 13. Z\r/]a(ajsﬁ?;?umform of the attendant neat NO D Y 00 ey Gl el Caligall Luld S Ja 1313
NA [ shuy
YEs X] N _
3| 14. Was the attendant wearing visible no [] q ey A8y (o0 5 353 sall Calasall (IS Ja 14 3
nametag? $z o5 danl e
NA [ shyy
YEs I .
15. Was he able to communicate with g dral il e 1508 cals sl (IS Ja 15
3 customer? No [ 3 Sl 3
NA [ sy
veEs X]
41 16. Was staff courteous / friendly? No [ Yy Slakal/lasn cab sl pS Ja 16 (4
NA [ sbyy
4. SERVICE daadll 4
Scores Critical Areas Al @yl Latail
N\ : 2alS o) o) Baaill cals gall B8 Ja
17. Did attendant check whether you need ~ YES X px = uu)’d U }A ’ 17
3 top up or complete oil change? 25 ool 3l Ay gl s Ll 3
- No [ Y Sl

3| 18. Did attendant check with you whether ~ YES X px B8 S 1) Lad e ala gall 333 Ja 18 3

only oil is to be changed or oil with fiter? ng [ y ¢ kel g 3 of iy 3l uas
19. Did he check using gauge the quantity ~ YES i el Cu Sl (5 slse Gy alasall BB Ja 19

3 required to be topped up and informed EENRpg VLIV [ VX | U VS| W { 3

you? no [ Y fallyy dlalif gl
f e Cull Gl (e (B8l calh gall GlE Ja

3| 20. Did the attendant check for oil leakages ~ YES B oo uﬁ ):/'j; C’:} il o j:lj e 20 3
under your car from filter and drain bolt? NO D Sy i feu

3| 21. Did the attendant drain the used oil YES P dasteall Cy 3l JS & i Calasall JE Ja 21 3
completely-from your car? No [ Yy Tl s (po

2 22. Did he ask whether you want the engine YES x| pr Al el Jaee 3 s o) dlile Ja 22 5
to be flushed and did it if you agreed? NO |:| y feliad) 4o Jla PRty

3| 23. Did the attendant fill the correct grade as  YES X o Gl s )fg 55 Alals Cabs sall B8 Ja 23 3
you requested? Nno [ y fleidb Al dagaiall

2
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Scores Critical Areas Al <Ll PATH]
7 e st d e B et i o s 24
minutes? no [ Y fldua s A0 saal Jpoldill Al A
3 25. Did t.he‘attendant ensure that the carter YES o~ qﬂ):’:ﬁﬁjl L\:;L jﬁﬁ 25 3
bolt is tightened and there are no leaks? NO D N e sl
26. Did attendant carry out the following Lilaall Clasaill of jabs cala gl Q8 Ja .26
complimentary checks: Al
ves
31a. Battery Water top up no O 3 iyl L dlal 31,
A [ sy
YES al
31b. Coolant Water top up NO D bl coolant/a_wll cle dilia) 31b.
NIA Eg]ry’aﬂ
YES o ae ot e e 2L
31c. Auto Transmission Fluid topup  NO [:] N YRS jall Jils )\?::;4\3:\:)‘ 31c.
na O] iy
YES o
31d. Brake Fiuid top up NO D b Sl il 2y § i) 31d.
wa O sy
ves K =
31e. Gear Oil top up no O Y ool Halley; e 3le.
na [ sy
ves B
31f.  Air filter cleaning no [ y ded ghowks  31f.
wa [ abuy
ves B
31g. Wiper Water top up no O N ol cilabinal ol dil) 31g.
NA [ iy
ves M &
31h. Clean engine using air gun NO I:I N elsedl Getiee aladinls &l canlas 31h.
nva O sbuy
3| 27. Were any of your questions related to st %l ?’; bl dlilind oo 6l e WY @ s 27 3
lube change answered? Ol W it Adany
na [ sbiy
3|26 Didtne staff place the mileage sicker in :is % ?: m@mﬁiﬁﬁfxﬁ 28 5
' na O sy €5 Jhudl
ves O
4| 29. Were you offered a receipt voluntarity?  No [ ¥ $G sl sl Juay e ase da 29 |4
T hadlo Q‘fk'far'the bece?‘bl' na O sy
5.  REST ROOMS AND MOSQUE csaaall g (plaadl fendll ) dal il i g .5
Scores Critical Areas Aalad) SYlall Ja\ail
3 30a. Were they adequately stocked with all YES % e Ay 5_eall e Sliuall azana 3 ¢ <ilS Ja 304 3
necessary supplies such as soap? NO ¥ 20 siuall Jie
wa O abuy 22—
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Scores Critical Areas Ayl ¥l PATH{]

vEs Kl

i all e il arany 3 jeae CilS Ja |
no LI v sl e Muall a1en 3 jena 30b

30b. Were they adequately stocked with all

necessary supplies such as toilet tissue?

NA [ auy

<l 1&""2!22&.4

30c. Were they adequately stocked with all

necessary supplies such as paper towels?
(paper towels are not required where fully

ves [0 =
no O v

s pall e jliall ans 3 g2 i€ Ja 30c
¢4 zﬁi widlall (P

i 5 e &y sllaa S8 43 ) Cail)

operational hand dryers exist) N/A E bl Y (A1 Al
31a. Were sinks clean? YES E i L. m‘i” :,le.a.dl uts d“. 31a
require comment when marked ‘No’ no [ b sl o MY A s 1y
na O gy
31b. Were mirrors clean? YES E pd L. faks l:_J).JI wts Lh. 31b
require comment when marked ‘No’ no O ¥ T sl o2 YT AlaY) s 1)
na O adsy
31c. Were hand dryers clean? YES m i . mﬂm ““{Y‘ u,\““ Uls d‘ 31c
require comment when marked ‘No’ no [ ¥ e Al o MY Al cals 1y
na [ gy y
31d. Were dispensers clean? YES pai 04_?54 Oﬁh‘:” &;:ugsu ujls dﬁ. :31d
require comment when marked ‘No’ no [ b ol om MY Ala ) cal< 1)
nA [ gy
YES poi
31e. Were toilets and urinals clean? NO D ¥ faaday Joal) Al cilS s 31
na [ sy
32a. Were doors clean? YES m pad . ik %1}4'\11 UJLS dﬁ. -32a
require comment when marked ‘No’ NO D ¥ gra sl o2 Y Ayl cis iy
na [ sy
ves X s
32b. Were walis clean? Nno [ Yy faala Uaall cuilS Ja 32b
NA [ saiy
ves X au
32c. Were ceiling clean? NO I:] ki fadai Candl S s 32¢
NA [ gy
ves B
32d. Were vents clean? no [ ¥ adas MUl culs Ja 324
NA [ gy
32e. Were floors clean? YES & g . ?@E,QQ‘%JM uﬂs d‘\. -32e
require comment when marked ‘No’ no [J ¥ sl o YT e s 1y
NA [T gy
YES X A
32f. Were baseboards clean? NO D N faqlas saclall s fRilall o el Ja 32f
vA [ sy
ves A -
32g. Were grout clean? Nno O ¥ i LU ¢S Ja 329
NnA [ miy
4
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Scores Critical Areas Tulud ittt PAYH]
ves Kl
33a. Were trash containers clean? NO D ¥ eaa,das Adladl)l clyga S Ja 33a
NA [ asiy
2 -
ves Al o
33b. Were trash containers not overflowing? NO l:l N Phaild pe Adladll cily s <l Ja .33b
NA [ @iy
ves B o= s .
2 34. Was the restroom smelling clean & NO D N ‘,5‘ Os) Adata g Adhas plasdi dall ) cwils Ja .34
fresh (without any offensive odor)? $(planll (& A S Aa) )
NA [ by
; G aleall 3 &l jsgadl area <iilS Ja 35
35. Were all the facilities inside the YES o= £ ¢ &ﬁ.: J
restroom in good working condition? . e e il
2 require comment when marked ‘No’ no [0 ¥ o sll (o2 YT AV s 1Y)
NA [ asyy
3 €(5) ki dawall A2l 5 i S Ja
36. Was the Mosque premises clean? YES E e ( ), }:,S\ i N I«j\.;;l\t:zksﬁ 36
2 require comment when marked ‘No’ no [ Y ot ol S e :
NA [ ey
Comments: claalalf / gadadll
FOR OFFICE USE ONLY Jadd Cagal) aladiuy
Alaal) JaAG3H LAl JeY) aal) . "
9 . : Al
o ACTUAL SCORE | _ MAxiMum__ | = 2Maton P
Approach and Cleanliness Adllall 5 ol EY)
Greetings and Initial Checks | &s¥) <ilSudill s e
gi)apf?arance and Behavior of il sl 8 gl g e
Service Zadall
Cleanliness - Restroom and ilalasdl — Adkal
Mosque daall
TOTAL £ saaall
+ 5
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ADNOC DISTRIBUTION

MAZYAD S/S - 945
MAZYAD AREA
AL AIN

DESCRIPTION
YoyagrSilveriL 4,00 14.00

Corolla/Camry 1,00 25.00

TOTAL

CASH PAYMENT

You were served by Operator

QTY  PRICE |

TOTAL
56.00
25.00
81.00

81.00

1
DATE 28/02/2012 11:18 718201 700

Thanks for Shopping .....
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