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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center w
Df—:bu! Emarat / D & 5l S84 Eppeo / Enoc / &é sl Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
103} ALLAr HEEN
Gender Height Built _ [Bpectacles) Beard | Mustache] Ethnic Groups
M]F JTIMI[s]|T][MIJF [Yes [ No [ Yes [ No | Yes [ No Jindian [PakistaniFilipino [Expat. Arabs] Others:
FOoUKOORKOOKOROK O O & O O
Western . . - " Umm Al . 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
0 ]
42 olg | Ol4 6l8 [ ol [ 0]z 2:32 X50
07:00- | 10:01- | 143:01- | 17:01- | 20:01- Saturday ] Sunday I Monday ] Tuesday ]Wednesday l Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF

vsT [~ 0 0O O wer | 0 O O ® O O Od

1. APPROACH AND CLEANLINESS JA3Ual g B
Scores Critical Areas Toulud) calaal Ltadi
YES . o s
1. Was there proper sign to the Lube no [ q dilaie Jle AVl dscaljisdalia g8 da
changing bay? IV [T
na O asyy
| ves @~
3 2. \é\:g:;;zcli%be changing area clean and NO D i ey Aid il s Ak Sl 213
na [ sy
ves [1 o o
413 Was there any ol leaking and falingon o [} q e ae gy cusl iy gldia s ds 3 4
to the floor of the lube bay ? ey 3l it dshaia 3 ()Y
nA [ s “
ves [
2| 4. Were the waiting area and table clean?  No [ Yy aaulas Al glally ey ddhie cilS s 4|2
nva [ sy
N - - ves 4 -
2 5. W;iitnhge?telewsmn in the waiting room NO D N ¢ syl A e 8 Jens el S 52
na [ sy
ves & . .
6. Was the board displaying complimentary ] q Aalilgle jolat ldallcols s 6
services neat and clean? Caalal g Ad pe Axilaall Ciledall
na [ sy
2. GREETINGS AND INITIAL CHECKS A S Sl g s S 2
Scores Critical Areas Al il Jaashy
3| 7. Was there any delay in approaching ves [] prd i/ 8l A el gl dlia S A 7 3
customers? NO Y Sl gad ala gall
8. Were you greeted in a friendly manner ~ YES 1 o Gl Wi Agh dh cua sl 3 ds 8
(pleasant feeling)? no N ¢ (z e
A Ja ek gall 6l i Caia gy a8 Blay Y 1A
51 If no, please describe behavior: Was it ° u‘ e . Li;l ﬁ‘; . fﬂﬁ c."{‘ ‘15
arrogant, without any expression, normal @ ¢ i e J3PH R @‘
etc.....
Dip nov GRest
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rS?ores Critical Areas Lt ¥l Jataih
9. Did he guide your vehicle for positioning YES g P Caliall IS i bl s 9
3 at the stopper and asked you to switch o b ib o clhie bz Ll r‘u_, 13
the engine off? No [ ¥ el il =l 5 )bl ey
10. When asked by customer, was the , IS da edsandl (e Calagall s Laric 1
5 attendant knowledgeable of different ves [X - m‘ - )';l d:z/ ﬁ?‘ .lfﬂ e 10 5
grades of oil, filters and their relative No [J g I = e AN
benefits? fleia JS i 4
YES Y e .
4| 11. Did he offer the waiting area to you? NO % P: SVl A8 e 8 Uany) elde vae ds 1114
4| 12 Did the staff thank you as you were YES d ©olas S Ly oS8 iy 8 s 12 (4
leaving? No [ y Y WSS et
3. APPEARANCE AND BEHAVIOR OF STAFF rpgSslg Cuilisal) jglia 3
Scores Critical Areas At L PR H|]
_ YES [
3 13. Z\rl]zsﬁ?;?umform of the attendant neat NO D YUy Gl el il sl el S da 13 (3
VA [ ey
YES [X] .. .
3| 14. Was the attendant wearing visible Nno [J y e Al (51 5y 35 sl Cilasall S s 14 3
nametag? Sz sn 3 dansd Lgle
NA [ sy
YES pad :
15. Was he able to communicate with e doal il e 18 Gl gl S a 15
3 customer? No [] Y .. - 3
- 050
NA [ gy
YES ax
4| 16. Was staff courteous / friendly? No [ ¥ flakal/lagny cabasall S Ja 16 | 4
NA [ smy
4, SERVICE el 4
Scores ' crticalAvess T T o e Chalweves T Lyl
. VL 28aill Calh gal) L8
17. Did attendant check whether you need ~ YES E = = uuy—du . yd ¢ > A7
3 top up or complete oil change? S0 ol DSl LAY gl s Ll 3
p up p ge” no [ e L,
3| 18. Did attendant check with you whether ves [k px 2 SIS Lad lia (ol all 383 Ja 18 3
only oil is to be changed or oil with filter? No [ M I B PRI I B IR T
19. Did he check using gauge the quantity ~ YES |z ai phAl Sl 6 e Ll il sl W 8 19
3 required to be topped up and informed R RV I WO (I | B N 3
you? no [ Y fally il Ll
L e Ml e Gl il B 9
3 20. Did the attendant check for oil leakages YES E e wjjft: Al D}Cij i 0 3
under your car from filter and drain bolt? no [ N S A
S 3l
3| 21. Did the attendant drain the used oil YES E P el Sl JS i il all QB Jda 21 3
completely from your car? No [ N el s e
2| 22. Did he ask whether you want the engine  YES o Ay el Jae a5 e o il Ja 22 5
to be flushed and did it if you agreed? Nno [ v flisdl sa Jla 8 el
3| 23. Did the attendant fill the correct grade as  YES ax Gl da o/ 5 Alal Cila sl W6 Ja 23 3
you requested? Nno [ y flgilla Al daaiall
2
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Scores Critical Areas Tgulu§ ciLall PR
J| 24 Darerequestyoutostartongroand  yes Dl e asja el it 8 0 e ol 1 24 | 5
minutes? no [ k! Sbua s Aida baal Jpolill U (A
3 25. Did t.heAattendant ensure that the carter YES pu uiﬁﬁdﬁj‘,i;bjfﬁ 25 3
bolt is tightened and there are no leaks? NO D N ’ i '?‘_u)u
26. Did attendant carry out the following Lol Cila gadll ¢l jaly il sall &8 o 26
complimentary checks: saqiul
YES pad
31a. Battery Water top up NO D ki AUl ole ddlical 31a.
na [ iy
ves l  w
31b. Coolant Water top up no O N coolant/sull e il 31b,
va [ sy
. YES o ]
31¢. Auto Transmission Fluid top up NO D k! I Tl B JLP UU uh‘\ 3te.
(O smit )
na [ abuy
YES
31d. Brake Fluid top up no O y Jal il oy Adlual 31d.
na [ abuy
YES ol
31e. Gear Oil top up no OO ¥ ool elicys il 3te.
na [ sy
YES oo
31f. Air filter cleaning no [ y dl ks 31F
na [ ahiy
YES % oo
31g. Wiper Water top up NO ¥ el Cilalieal ole Ailal 31g.
na D by
ves [
31h. Clean engine using air gun NO O Y ehsell Gutee phadinle o el Ciphas 31h.
nva [ sy
_ ves DA o L L ..
3127 Were any of your questions related to vo [ N Adlaiadl il a5 ‘_,JG. 4.4\—?-‘?“ e d 27 3
lube change answered? Sy i s by
na [ smuy
3 28. ?higér;staff place the mileage sticker in :ZS% P: J—c&mﬁt{;ﬁﬁ;\ﬁ 28 3
' oA O sy o
GI:ﬂ ves [
41 29. Were you offered a receipt voluntarily NO IZ b 0 jLal A3l Gagdlde jmye o 2914
Hep 1o ASE Goe e ciept  NA [ seny
5.  REST ROOMS AND MOSQUE cuall (el sl 55) dal i g .5
Scores Critical Areas Lt Ll Jalaill
3 30a. Were they adequately stocked with all ves X 3y sl Cile el maena 3 e S Ja 308 3
necessary supplies such as goap? NO D ¥ o sall Jia
na [ gy =
+ 3
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Scores Critical Areas Bkl cilaall Latasl
' YES i .
30b. Were they adequately stocked with all o Il% f’; sl e el aians s jas <ilS da 30b
necessary supplies such as toilet tissue? i it 3599 Jie
Na [ ssuy =
30c. Were they adequately stocked with all ves [ axd A pall il il & 863 S da 30c
necessary supplies such as paper towels? NO D v 48 188 ddiliall i
(paper towels are not required where fully - Qldiae 35 die Lgdhe e 46 ) cailiall)
operational hand dryers exist) N/A Gehiz Y (Y
- T T o
31a. Were sinks clean? YES p L al ‘,,y,f‘l:‘fyﬁ‘%&%“ma
require comment when marked ‘No’ No [ bs sl a0 MY Alay) s 1)
NA [ gy
- R RRIER
31b. Were mirrors clean? ves (X px ol ,,’Y,,lf’f‘;rfﬁsd‘:."sm
require comment when marked ‘No’ no [ ¥ casill (o YT ALY s 1y
Nva [T assy
(.\"u I.. A ‘ PREE -t
31c. Were hand dryers clean? ves (X (o Al qﬁé,fml:(\%ls&df ‘.310
require comment when marked ‘No’ Nno [J b sl o MY Ay s 1y
NnA [ sy
¥ : Akl ) ylall CiSLe S
31d. Were dispensers clean? YES al e o ,,Y,,u, L:\qjlu _SJT.‘.SM
require comment when marked ‘No’ Nno [ b sl o MY ey cals 1y
nva [ gy
ves 1
31e. Were toilets and urinals clean? Nno [ N Sagha Jl LS culS Ja 31e
nva [ ghuy
: fagdai f oY1 g
32a. Were doors clean? YES - — ",,y,,L".' }lfy;_‘f .‘S‘JT. "323
require comment when marked ‘No’ no [ Y gl oa Sl S )
NA [ gy
YES oo
32b. Were walls clean? NO D ¥ fagky Glanll cilS Ja 32b
Nna [ gy
YES o
32c. Were ceiling clean? Nno [ ¥ fidai cault oIS s 30¢
NA [ gy
ves B
32d. Were vents clean? vo OO v ek Sl S Js 32
na O sy
figulay il Y1 cuils
32e. Were floors clean? YES IX] = ol ) "\)'?*“atf\jﬁ '\SJT' \.326
require comment when marked ‘No’ Nno [ ¥ a2l o MY ALY s 1)
nA [ gy
ves [
32f. Were baseboards clean? Nno [ ¥ A4 5ac il o ) flailadl 150 S Ja  30f
NA [ gy
ves id
32g. Were grout clean? no [ b Sk L3 S Ja 32
g
Na [ gy
4




Scores Critical Areas ot claalt Law
ves @
33a. Were trash containers clean? no [ ¥ Al Aalaall sl ulS Ja 332
nA [ aesy
2 . - 2
YES axd
33b. Were trash containers not overflowing? NO O b fhailh e Adadll Sy gs il o 33b
NA [ iy
YES o ,
2 34. Was the restroom smelling clean & NO D N §) D) Adaias Ak Hlasll At ) cilS Ja 34 2
fresh (without any offensive odor)? $(pleall A Agy S Aadl
NA [ gy
; Jand slaadl 8 < agail asas i Ja 35
35. Were all the facilities inside the YES e ¢ « tm;m O
restroom in good working condition? . = e
2 require comment when marked ‘No’ no O ¥ o sl o2 " Y QIS 2
NA [ iy
3 (5) ks amwal) Acld e S
36. Was the Mosque premises clean? YES D e ( )~ };l\ ’ ,,:; LL“;?AEST; .36
2 require comment when marked ‘No’ no O ¥ = A g s 2
NA X gy
Comments: sUBaadtal) [ galadl)
FOR OFFICE USE ONLY ladd Cigall aladi N
Uual} 831 LIE Aoyl sl . .
0 g : - vijl
% ACTUAL SCORE | _ maximum__| 2t et

Approach and Cleanliness

Al 5 ol Y |1

Greetings and Initial Checks

FRPAY ICRL S [PRUIENGi I

Appearance and Behavior of

Ol sall Hsls g selaa |3

Staff

Service Al |4
Cleanliness - Restroom and lalealt — A 1
Mosque aaasally
TOTAL £ saaall
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ADNOC DISTRIBUTION
iND. AREA S/5 - 042
SANATYA

AL AIN

DESCRIPTION 07y PRICE T0TAL
VoyagrSitver iU 3,0 - 14.00 42. G0

New Nissan Max L {0 26.00 26.60

TOTAL 68. 60

CASH PAYMENT 69, 06

You were servad by Cogr
UATE 94709, 2012 1254

Thanks for Shopeing .. ...
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