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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center &
[ i u Emarat 10 s Eppco / Enoc | K @z Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
034 Guegple [ 11| []
Gender Height Built Ispectacled Beard Mustache] Ethnic Groups
TIM |[S | T [ M | F |Yes]| Nol]Yes]| No|Yes | No [indian [Pakistani[Filipino [Expat. Arabs| Others:
IEDDIEIEIDIDIXDIEIBIIEID C [
EMIRATE VI::Z"‘;:‘ AbuDhabi | Dubai Sharjah Al Ain g’l‘]‘;"‘ai‘: Aman | (RaSAL - Fujairan
O ] O O X O 0 O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
Qe |4 | 0{3 | 0|3 | #]|O 0] | 0|2 |16:18 |lb:49
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday [ Monday | Tuesday | Wednesday | Thursday | Friday
TIMEOF| 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF i
VISIT w ] K 0 0 VISIT O O O O O 0O
1. APPROACH AND CLEANLINESS Al g ol 8y 1
Scores Critical Areas At c¥Laal) Jalail
YES [X] (”"
1. Was there proper sign to the Lube no [ dhaia e AYall daal 5 Aa 5l Sla S dﬂ .
changing bay? S M Huas
nva [ _th
_ YES pud
3 2. \c/’\:g:;igz(lj%be changing area clean and NO |:| Y e Ak cy ) i dihie S Ja 2 (3
nva O shiy
ves 0 =
4|3 Was there any ol leaking and fallingon I q uj:_ ac g gg il et gl s K a3 4
to the floor of the lube bay ? 0y 3l it Adlaia A )Y
nva O sssy
ves X
21 4. Were the waiting area and table clean? NO [] M) $aayda; 4l Ul Uiyl ddhie culS Ja 4 (2
nva [ akiy
YES pd
2 5 &Voa”s(itnge?telewsmn in the waiting room NO D N ¢ ULyl 4 e @dﬂ’-&oﬁﬁu‘ Jsda 512
vA [ sy
ves X s )
6. Was the board displaying complimentary o q i lgde jelai lda s culS da 6
services neat and clean? 48085 5 A0 ye Ailanadl Claaaldl
va O sy
2. GREETINGS AND INITIAL CHECKS i Y Sl g a1 L2
Scores Critical Areas Al cYLaal Salail
3|7 Was there any delay in approaching YES [] pri adif 8 A ol gl dia S da 7 3
customers? Nno [X] ¥ SOl ga Cala gall
8. Were you greeted in a friendly manner ~ YES [X = Gslul) G dah s il S da 8
(pleasant feeling)? Nno [ ) ¢ (g e
TS b o gl gl i g 28 Bla <Y 13)
51 If no, please describe behavior: Was it Lj R \::\l . i‘; j:_‘fj N J,‘ 15
arrogant, without any expression, normal G LRI 08 IR () es
etc..... ?---CJ‘
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Scores Critical Areas LIV N PO PATH|]
9.  Did he guide your vehicle for positioning YES A il sl S ebls gl G Ja 9
3 at the stopper and asked you to switch ¢ © s - s 2 . o 13
the engine off? NO [y Sfeloadl bt of s llay 5 jlandl caliy
10. When asked by customer, was the . S U8 caand e Calh oadl Jon Lonie
5 attendant knowledgeable of different ves X v :tﬂj‘ A ‘ )'l’l C_.:A Y ‘}f d!?“ 10 5
grades of oil, filters and their relative NO D y S S J". : ?k'
benefits? flete JS 14
YES |X i .
4| 11. Did he offer the waiting area to you? NO F; oYl A e 4 Y elle (ym e Ja 11 |4
4| 12 Did the staff thank you as you were ves [] v € 65 i€ L oS il el 18 a
leaving? NO q ¥on e Sy b all 1214
3. APPEARANCE AND BEHAVIOR OF STAFF :PQSJLU i gall jelia 3
Scores Critical Areas Al SYLaall Qs
13. W f f th d YES g =
. th i t t . - .
3 an?jstid;?um orm of the attendant neat no [] Y Sy Gl ealall Gkl Ll S s 13 |3
na [ iy
YES ; .
3| 14. Was the attendant wearing visible no [ r‘: ey Ay (51 5 3 g gall il gl IS b 14 3
nametag? Sz a5 danl Lgle
NA [ sy
ves X .
3| 15 Was he able to communicate with No [ q & deal gl e 1506 Cala gl S Ja 15 3
customer? Sos
na [ sy
YES pes
4| 16. Was staff courteous / friendly? Nno [ ¥ Slakal/Ty ga 5 cala gdl IS b 16 | 4
NA O sy
4, SERVICE daadl 4
Scores Critical Areas dpalal] ¥l Jatasy
= ; T3S O o el Gl o 6
17. Did attendant check whether you need ~ YE® X - w < u)d i fj ¢ 17
3 top up or complete oil change? S0 owal ol Syl AR i s ) 3
- Nno [ ¢ JalSIL
3| 18. Did attendant check with you whether  YES K - 8 i1 Lad lie Cala gl (3335 o 18 3
only ail is to be changed or oil with filter? No  [] y ¢ a5y 3 ol dadd oy 51 s
19. Did he check using gauge the quantity ~ YES [P ax pldiub ol (5 sisa Gy calasall W3 o 19
3 required to be topped up and informed S S GV WSS | - JPS1 PRI 3
you? Nno O v el slalsf Lyl
s e S 3 e 3aadll cala gl BB .
5| 20. Did the attendant check for oil leakages ~ YES B oo “'”f: ‘73““ > i, ’ij _ﬁ <0 3
under your car from filter and drain bolt? O N S e oS
ey 3l
3| 21. Did the attendant drain the used oil YES A Jentall 3l S g i ol all Q8 Ja 21 3
completely from your car? Nno [ Y el Jhw (se
o | 22. Did he ask whether you want the engine ~ YES B s e e v caS o @il da 22 2
to be flushed and did it if you agreed? Nno [ Y fulidd) s Jla A Ay
3| 23. Did the attendant fill the correct grade as  YES ) T A /e 5 ALl cala gall A8 Ja 23 3
you requested? Nno O Y feilla Al dasiall
2
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Scores Critical Areas Ll Lol il
24. Did hg reque_st you to start engine and - ygsg ﬂ P aS 5Ty el iy o sk o e Ll Ja 24
3 leave it running for one and a half i« A3 aaa] latall Alls, é 3
minutes? no O k' finaiy 4y badd Juil @t
. W 48 e/ gaba of (e calasall G Ja 25
3 25. Did the attendant ensure that the carter YES m M i)ﬁ):luid ‘j} il ;A‘ i A 3
bolt is tightened and there are no leaks? NO I:I y ey sl
26. Did attendant carry out the following ~ ol clia gaill o) jaly alagall B Ja 26
complimentary checks: saiall
ves [0
31a. Battery Water top up NO ¥ Lkl dilal  3a,
na [ sy
ves B
31b. Coolant Water top up NO D N coolant/a_all ¢le ddla) 31b.
vAa [ assy
ves B8 o Y13 all JBU lea cy ) il
31c. Auto Transmission Fluidtopup  No [ y AR essia Sl
(0 3hpansil 1)
na O asiy
YES o
31d. Brake Fluid top up NO |:| b Salall iy ) Azl 31d.
va O sssy
YES o
31e. Gear Oil top up no [ ¥ oA mllcyydilal 31e.
nva O sy
YES px
31f.  Air filter cleaning no O ¥ sl s 31f.
nA [ sy
YES ol
31g. Wiper Water top up no [ y ol Cialiua ol i) 31g.
nva [ sbiy
YES o
31h. Clean engine using air gun Nno [ Y ehsell Gudee pladily o el Cadas 31h.
va [ siiy
ves X4 P C
3| 27. Were any of your questions related to O ?: Alaiall dlilind (e o e eyl i da 27 3
jube change answered? NO Sy N i Ay
na [ sy
_ ,  yes O o s e Gualipan bl ids 28
3 28. gl(ej ér;? ’?taff place the mileage sticker in NO E N o Lyiekad 0 28laall /) sia sl 3
na [ sy 5 )
ves A -
4| 29. Were you offered a receipt voluntarily?  NO O y $Lobia Sl Jeaydlle e db 29 (4
na O ssuy
5.  REST ROOMS AND MOSQUE d3auall g (alaall foull ) Aall a2 5
Scores Critical Areas FUTRI (R PN PATH]
3 ves A 3
30a. Were they adequately stocked with all 0 & Ay 5 pall il il apeny 8 jeae uilS Ja 304
necessary supplies such as soap? NO ¥ Cosall Jia
na [ aduy =
+ 3




+
Scores Critical Areas Al ¥ Lol PAYH ]
ves B
30b. Were they adequately stocked with all no [ P: A pall e il jans 3 jeae culS Ja 30D
necessary supplies such as toilet tissue? Sl ol (3599 Jia
NA O gy
30c. Were they adequately stocked with all ves [ prid 4y sall Sl il & B jeaa lS b 30¢
necessary supplies such as paper towels? NO D v 48 ) olt Chdial) Jie
(paper towels are not required where fully Glidae 3 61 die 4y 5llas e 38, 4l adlidl)
operational hand dryers exist) NA D sy Ga¥)
31a. Were sinks clean? YES m g o mﬁ,flfh:\‘jﬁtstsd? "31a
require comment when marked ‘No’ no [J ¥ gl o MY A s 1Y
NnA [ gy
: TR Ul culs
31b. Were mirrors clean? YES m e 2 ‘L,i,ij; :fwuj _lsd‘;."mb
require comment when marked ‘No’ no [ ¥ Tl sl 2 Y Al s 1y
NA [ gsyy
; Thatat 0] e CailS
31c. Were hand dryers clean? YES m o o gl i ‘““f,\;,,u u;y‘uf .\S‘JTM'MC
3 require comment when marked ‘No’ No [ ¥ G AR
NA O gy
s Saaday ) sibiall ciliSle cuilg
31d. Were dispensers clean? YES px ) ,::ll o ,,y,:_'__‘_‘{éyr‘f "lsde{31d
require comment when marked ‘No’ no O Yy = e aat A
NA [ gy
ves [A =
31e. Were toilets and urinals clean? Nno O v gk Joah A4l il Ja 31e
NA [ gy
32a. Were doors clean? ves X g o il ! '..;.:?.;\‘jf;ijsﬁjwa
require comment when marked ‘No’ no [ ¥ & A T :
NA [ gy
ves B
32b. Were walls clean? Nno [ N gk el cuilS Ja 32p
NA [ gy
YES X o
32c. Were ceiling clean? no O ¥ S il S Ja 32¢
NnAa [ sy
ves B
2| 32d. Were vents clean? Nno O N faguly MLl cilS Ja 32d
na [ sy
; $aadat il 91 il
32e. Were floors clean? YES m px 2 . "y"wfu\i\ﬂ -.15&‘:"326
require comment when marked ‘No' no O ¥ CanE T FRAL S
na [ gy y
ves Rl
32f. Were baseboards clean? Nno [ ¥ ki saclall o o failadl i 51 clS da  32f
NA [ sy
ves X]
32g. Were grout clean? Nno [ ¥ s 13U S da 329
. na O sy
4
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fresh (without any offensive odor)?

2 34. Was the restroom smelling clean & NO D y g,s‘ Gs) Adaieg dadas slaall dadl; cilS Ja 34 5
9ol (8 dga S And)

Scores Critical Areas Aol ¥l LAl
YEs A
33a. Were trash containers clean? NO D b faaudas Aalaill b s <l Ja 333
2 NA [ ki )
ves )
33b. Were trash containers not overflowing? NO [ ¥ i e Al lgla colS Ja 33D
NA [0 abiy
YEs A

NA [ gsuy
3 Jand alaall 3 Gl jaeatll agea CilS .
35. Were all the faciliies inside the ves [ e el Sy ﬁ 35
restroom in good working condition? _ N et
2 require comment when marked ‘No’ no [0 v gl o YT A s ) 2
NA [ ey
H €(5) Cikai asanall Al o e NS
36. Was the Mosque premises clean? YES E pr ( ), J;dl ) ,,:; LL?R\S?T 36
2 require comment when marked ‘No’ Nno [ ¥ et o> gl s 2
NA [ absy
Comments: lBadlall [ galadl)

FOR OFFICE USE ONLY

18 Csal) aladiu

Ul LlalH LAl Jed sall

o > I ey

% ACTUAL SCORE | MAxmMum | Evaluation: o
Approach and Cleanliness Aallasll 5 oY) 1
Greetings and Initial Checks | ¥ ClSuiilly cua 5l |2
Appearance and Behavior of bl ol d .
Staff Cnib gl Sl g sedas |3
Service sl |4
Cleanliness - Restroom and ilalaalt — ikl 5
Mosque 2l
TOTAL & sanall
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SERIAL NO.
AL HILI S/S 964 3/0]3
AL HILI AREA
ADNOC DISTRIBUTION
AL. AIN
OESCRIPTION QTY  PRICE TOTAL
VoyagrSilveri. 5,00 14.00 70.00
TOTAL 70. 00
CASH PAYMENT 70.00

You were cerved by Operator
DATE 03/03/2014 16:49 m 83 01 4403

THANKS FOR SHOPPING.







