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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center w
[ i u Emarat 1 O s Eppco / Enoc / s Adnoc
SHOPPER CODE DATA ENTRY EDITING ot N CSA SR. #
Name Number | Name Number | Name 1ol hqy Number
1064 prosn,__|505] [Prchaiaal [Pladed [8[169
Gender Height Buillt _ [Spectacled] Beard | Mustachef ~~ Ethnic Groups
TIM [S|T |M [ F |Yes[NoJYes[No Yes | No |Indian [Pakistani[Filipino [Expat. Arabs| Others: é’hJ IQY\[OLI\
EDDBDDEDD&DE&DDDD Ol
EMIRATE ";2;‘:;\" AbuDhabi | Dubai Sharjah Al Ain g’;‘:v“ai‘:" | Aiman KF;:ismA'ah Fujairah
O O O O X O C O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
9145 ole | 1[#2 1 el8lo]l [0l llo:50[1118
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturdayl Sunday | Monday ] Tuesday IWednesdayI Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF

VISIT D B O O O ver | O R O O O O O

1. APPROACH AND CLEANLINESS AR g By 1
Scores Critical Areas Toalul) ¥laall pAN]
YES )Y‘ ?&- " i
1. Was there proper sign to the Lube no [ dihia o AVl daal g da  cllia (S d% A i
changing bay? Tyl yuRd "
na O _,aha\z
' ves 4w
3 2. \c/)\zg:ntg:clilf?be changing area clean and NO D g TR ey Akl et dilie cdS Ja 2|3
na [ sy !
ves [ . (
4|3 Wasthere any oil leaking and fallingon q e e dygcu il i gl s S da 3 4
to the floor of the lube bay ? = Sy M st Adlaie B (i )Y)
NA [ shiy i
ves K =
21 4. Were the waiting area and table clean?  NO M| ¥ eaadai A Uall g eyl dshaie S Ja 4 |2
na O by
o } ves R}
2 5. VWVOariitnh;?televnsmn in the waiting room NO D Y Y A e b dens ol S Js 52
na L) aiy
YES K] pr I ' .
6. Was the board displaying complimentary [ q Al lle i A Aa M colSds 6
services neat and clean? faatai g 4 pe Agilaall Cilendldl
na [ sy
2. GREETINGS AND INITIAL CHECKS AN elsudall g qua Al L2
Scores Critical Areas Tl N Laal) PR ]
3|7 Wasthere any delay in approaching ves [] px s i byl e g8 da 7 3
customers? NO ¥ ol s b gall
8. Were you greeted in a friendly manner ~ YES pd o) i dam il ds 8
(pleasant feeling)? Nno [ N ¢ (zohe
SIS Ja sk gall @ gli Coia g 28 Blay Y 13
5| If no, please describe behavior: Was it Lf de . Li;l : Jj\; j;i PR 5
arrogant, without any expression, normal & I Qe I ¢ )9 0 &—hau' 2
etc..... L.
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Scores Critical Areas Ll ¥ Jataih
9. Did he guide your vehicle for positioning  ygg [X] ; Ll Sl 0 b b als ol L6
3 at the stopper and asked you to switch =~ ::“ oo ‘,;;lj ,J 2 ) o = f'h 9 3
the engine off? NO D b d-)a""“ L;“L" J <lie ‘.—"U’J °,)L.=‘“"“ uu:"y
10. When asked by customer, was the 2 ; S da (Jpanll (pa ks el g Ladic 10
5 attendant knowledgeable of different YES e it:xfn - J._‘] Q:: / ﬁ.?l .!f".u e ’ 5
grades of oil, filters and their relative Nno [ v I i &(.y . I
benefits? fleie JS il g
<\ YES ; .. .
4| 11. Did he offer the waiting area to you?@ Ig p Y dd e & eyl elle vase da 11 |4
DIp NOT O ffce  wImTING ARCH - NO Y
i YES } N .
4 12. ggﬂvg:g?staff t\hank you as you were @ g (o € a3 S Lady o Sy Cala s 12 (4
did not cay anudhudio ¥
) J \g)
3. APPEARANCE AND BEHAVIOR OF STAFF (Sl s Gl gal) selia 3
Scores Critical Areas Ll YL Llast
_ YES o
3 13. gzsti?;?unlform of the attendant neat NO EI Y ey Gl el il sl Gl oS s 13 (3
NA [ swuy
YEs I . .
3| 14. Was the attendant wearing visible no [ y e Ay (5 3 g sl il sl (1S Ja 14 3
nametag? O Tz s 9 4ol Lgdle
N/A Gk Y
YES B .
3| 15. Was he able to communicate with No [ y e dnal il e 1508 Gl sall S s 15 3
customer? Cosb
NA [ by
YEs ]
4| 16. Was staff courteous / friendly? Nno [ ¥ fladal/laga Cabasall S Ja 16 |4
NA [ gy
4. SERVICE daadll 4
Scores Critical Areas LW PO L)
; it C A Gaadlh b 1.8 Ja 17
17. Did attendant check whether you need YES E e ,u.d u,uﬂ P )A! f 1
3 h lete oil chanae? S ot ol Sl Ay #liad 5Ll 3
op up or complete oil change? Nno [ y Sl
3| 18. Did attendant check with you whether ves A pxd R S 1Y) Lad ol il gl (3853 Ja 18 3
only oil is to be changed or oil with filter? ¢ yalall g w30 aF Jads ey 5
NO b E) ¢ DL
19. Did he check using gauge the quantity ~ YygS ey 3l G g by s sl B Ja {9
3 required to be topped up and informed i Al S A Gl il 3
you? Nno [ ¥ fllyy il gl
PO Sl e (e Ganall il gl W5 a2
3| 20. Did the attendant check for oil leakages YES BB pai O ;‘:’3);)‘;_/';\‘)1: L_‘:’U i o aﬁj e 0 3
under your car from filter and drain bolt? NO D y B S 3l
3| 21. Did the attendant drain the used ol YES D e il o S s il 5 e 21 3
completely from your car? NO D y el (pe
2| 22 Didhe ask whether you want the engine  YES X s L5, ¢l ol g w5 of il da 22 5
to be flushed and did it if you agreed? Nno [ N Teeliad) ga Jla Tl
g | 23. Did the attendant fill the correct grade as  YES X axd Sl A g i ALy Cala gl W5 Ja 23 3
you requested? Nno [ y flelle Al Aayaialf
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Scores Critical Areas bl ¥t Latails

24. Did hg requgst you to start engine and YES E A a8 iy o el Jua o g Oi dlie il Ja 24
3 leave it running for one and a half TR L et . 3
minutes? no O Y flhuai s 4ada sadd Jonddll Ala
3 25. Did t.he attendant ensure that the carter YES o ufﬁﬁﬁ);:‘j\}it:b ::S“_\ff‘{h 25 3
bolt is tightened and there are no leaks? NO | y ey sl
26. Did attendant carry out the following Lalaall clia gl o) jal calasall JE Ja 26
complimentary checks: sa il
ves @
31a. Battery Water top up NO D ¥ Ay Ul ola Ala) 31a.
na [ abiy
YES psd
31b. Coolant Water top up no O N coolant/s el els dslaf 31b.
na [ sy
ves I =~ .
31¢. Auto Transmission Fluid top up NO D b} ISl B J\P u’ ?;T‘ 31c.
nva [ aiiy (0t )
ves A =
31d. Brake Fluid top up no O ¥ Qe cuy il 31d.
wa [ asuy
ves B =
31e. Gear Oil top up no [ Y oAl plicuy sl 3le.
wa [ ahiy
ves
31f.  Air filter cleaning no [ y el ks 31f
NA [ abuy
ves 4
31g. Wiper Water top up NO D ¥ Zla i clalioal ele Al 31g.
NA [ sdkuy
ves B
31h. Clean engine using air gun NO D Y el Gete aladinly o el Cadaki 31h.
na [ akny
3 27. Were any of your questions related to :I;S % r"; dalaiall il e s e :‘-‘31%\9” iw Ja 27 3
lube change answered? Syl st Adeay
nA [ sy
3 28. t?wig (t:i;(: gtaff place the mileage sticker in :‘l;S E ?: Amémﬁ@ﬁﬁ;ﬁ 28 3
' NA O sy % Jaudl
@ Pyes OO =
4 29./ Were you offered a receipt voluntarily? no X Yy IR L ) e e Ja 29 |4
Z had & cwcr]f’oﬂu %eceJ‘thUA 0 sy

5.  REST ROOMS AND MOSQUE aeually (alaal) [l ) Aal M Gif 5
Scores Critical Areas Tl L) Jalastt
3 ves K 3
30a. Were they adequately stocked with all 0 ?’: gl Cile o) arany 8 je2e il Ja 303
necessary supplies such as soap? NO ¢ ossbadt (fia
wa O sy

3
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Scores Critical Areas Ll Lol Jaldits
ves 1 =
30b. Were they adequately stocked with all No X (‘: sl il il aueay s jeae il Ja  30b
necessary supplies such as\toilet tissue? - Coll ol (599 Jie
Noueuo9 (4s) nva [ gy
30c. Were they adequately stocked with all ves [ i Lyl e Jlisall gans 3 e CilS Ja 300
necessary supplies such as paper towels? no [ ¥ 048, o) Cadilial) Jie
(Paper towels are not required where fully Gldina J8 5 die 4y gl e 4 iliall)
operational hand dryers exist) nva B Gy (1Y) o
- TR MEREX
31a. Were sinks clean? ves X e ol —"y'%tdyrfﬁsﬁ'{ma
require comment when marked ‘No’ no [J ¥ ol o MY Ada Yt s 1y
NA [ gy
- - R ERNRER
31b. Were mirrors clean? @ ves ] px ol ,(y,,lff;rfls_\sd':.":‘;m
require comment when marked ‘No’@ NO Y sl o YT Yl s 1y
Avader and dusk menkg na [ sy
= - PR R
31c. Were hand dryers clean? YES ( i ,T"h "sﬁzl,:_’ul:‘u:&&d: |'31C
3 require comment when marked ‘No’ no [ Y sl o2 MY eyl s 1y
Na [ sy
N - Tl ¢yl S o
31d. Were dispensers clean? YES p . :‘ u&ebfly'ﬁhiy‘&—\j\isd? |'31d
require comment when marked ‘No’ no [ b g st o 0 MY A Y il 1y
na [ sy
YES K
31e. Were toilets and urinals clean? Nno O N fagda Jhall i S Ja 316
NA [ sy
32a. Were doors clean? YES i . ?ij‘ﬁm L“ls d“. -32a
require comment when marked ‘No’ no [ ¥ sl o MY Aa Y s 1y
NA [ gy
ves B
32b. Were walls clean? no O v Pl lasall i< Ja 32b
NA [ gsuy
YES X)
32c. Were ceiling clean? no [ ¥ fealss caadl IS Ja 32¢
NvA [ sy
YES X]  ax
2| 32d. Were vents clean? Nno [ Y fagbai MU culS Ja 324
NA [ gy y
32e. Were floors clean? @ YES D e ol a “..?}."‘zf;;;‘ffsﬁl'we
equire comment when marked ‘No’ no B4 b} cea sl o2 et
Aodlor om the $loov Na T sy
ves A
32f. Were baseboards clean? Nno [ ¥ A4k sac il & o lailall 1,5 ol s 32f
NA [ gy
YES pxi
32g. Were grout clean? Nno [ b feada W3 oIS da 32g
|| NA O gmyy
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Scores Critical Areas PN | LN PO Jatail
YES pad
33a. Were trash containers clean? no O ¥ fadulai dalasll Wy S Ja 33a
NA [ asuy
2 = - 2
YES ax
33b. Were trash containers not overflowing? NO D b Sl ype Adlaill clyda ciS Ja 33b
NA [ sy
YES pi e s ]
2 34. Was the restroom smelling clean & NO D N @ ) Adniay Aok plaall A3l S Ja 34 5
fresh (without any offensive odor)? alanll 8 dg S Aa) )
NA [ auy
% ; s slaadl L i s anen S Ja .35
35. Were all the facilities inside the YES e i eu:.: IS 3
restroom in good working condition? . I e
2 require comment when marked ‘No’ no O v el o2 Y AN S 1Y 2
NA [ asiy
3 €(5) ki asasall Acld ) e (S
36. Was the Mosque premises clean? YES E e ( ), };“ ) ,,:; &Lﬁ"%\sﬁ 36
2 require comment when marked ‘No’ Nno 1 ¥ canb s fadl =S 2
NA [ by
Comments: sctBadall [ aaladl)
FOR OFFICE USE ONLY 1a8d Ligal) e\&u‘l
Alaall Llail Lisll Je ¥ aal . .
o > . Ll
te ACTUAL SCORE | MaAXiMum | Evaluatiom st
Approach and Cleanliness aglaill 5 ot 8Y1 11
Greetings and Initial Checks A Sl s cua il 12
Appearance and Behavior of s el .
Staff Ol sall sl sedae |3
Service el 14
Cleanliness - Restroom and lelaadl — adladl |
Mosque dauall
TOTAL £ ganall
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ADNOC DISTRIBUTION
MAZYAD S/S - 945

MAZYAD AREA
AL AIN

DESCRIPTICN Q7Y  PRICE
VoyagrSilverit 4,50 14.00

Corolla/Camry 1,00 25.00

TOTAL

CASH PAYMENT

You were served by Operator

|
DATE 17/06/2012 11:18  T1 52 01

Thanks for Shopping

TOTAL
63.00
25.00
88.00

88.00

1005
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