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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change an Arab Research Center &
O <iu Emarat [ O @ Eppco / Enoc | B4 «59 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number | Name Number | Name Number
2 Gig [ Tole i S
Gender Helght Built _ [Spectacled Beard | Mustache| Ethnic Groups
M F IT[M T [ M | F |Yes] No | Yes| No [ Yes [ No [indian [Pakistani] Filipino [Expat. Arabs[ Others:
IZDD[EEIDEIEIIDIEDDD O O
Western . . . . Umm Al . Ras Al - -
EMIRATE Region Abu Dhabi Dubai Sharjah . Al Ain Quwain Ajman Khaimah Fujairah
O O O O X O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
gl4ial ol al o5 ] 419 ole | ol 3 l18:31 lIzi53
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday ] Monday [ Tuesday l Wednesday | Thursday ] Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF

VISITDDDDV'S”DDDDDD

1. APPROACH AND CLEANLINESS -48Ual 4 g,a\‘).'é\‘ﬂ |
Scores Critical Areas Tl YLl Lagal
YEs [ o AU
1. Was there proper sign to the Lube no [ q Ahie Jle AYalldaalyjiad s i€ da 1
changing bay? e i s
na [ sy
_ YES o
3 2. \é\:g:ntir;eetlj%be changing area clean and NO D g FRE e Ak cy P i dikie S o 2|3
NnA O iy
vées 0 = ) . o
4|3 Wasthere any oil leaking and falling on & q e 4 gyl cad gl dlia S da 3 4
to the floor of the lube bay ? e 3l yuad Ailaia 8 Y
wa [ by j
YES pes
21 4. Were the waiting area and table clean? NO |:| N fagday A gdall g Uiyl dahie S Ja 4|2
Nna O] sy
vision B ves [
515 vaoariitnhge?te evision in the waiting room ] v oY A e Sdegonddll g8 s 512
na [ seuy
ves [1 & . s
6. Was the board displaying complimentary o ] q daild lgle el MdsdlciS da 6
services neat and clean? = faada g A8 e dpilaall Cileaall
nA D sy

2. GREETINGS AND INITIAL CHECKS AN Al g cua il 2
Scores Critical Areas Al c Slaih
3| 7. Was there any delay in approaching ves [] p s/l 8 8 pals gl S da 7 3
customers? NO y oM gat Cala gl
8. Were you greeted in a friendly manner ~ YES d px Gslul) Loy dah dh caa il i da 8
(pleasant feeling)? NOo [ y ¢ (z
S Ja ks gall O gl Can g A8 2la 5 (Y 1A
51 If no, please describe behavior: Was it u‘ Je bj\l . j:jl j:ﬁ 9.' J,‘ ‘15
arrogant, without any expression, normal ¢ S o DI N
etc..... ?---CJ‘
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Scores Critical Areas E W B AT PR Jalaihs
9. Did he guide your vehicle for positioning YES E A il A< W el Gilisdl 5 g
3 at the stopper and asked you to switch e <" . G . o 13
the engine off? No O YT paall il o i catla g 5 jlaudl Caliy
10. When asked by customer, was the . S Jb randl (pa il gall J pas Loie
5 attendant knowledgeable of different YES lz pr zl‘iﬂ‘:ﬂ - ‘ )ll d:” Y ﬁ?l -y e 10 5
grades of oil, filters and their relative No [] y S = > EVJ-'.“L“‘: )
benefits? Pleie JS il 44
S/ YES i .. .
4| 11. Did he offer the waiting area to you?@ e ORI e 8 Uyl e e da 11 (4
DIDNOT ppfce woaimng pPes  NO I ¥
4115 g tark you as you were @YES o TP s 12 (4
9010 MaT SEM THAAETUNO [ ¥
3. APPEARANCE AND BEHAVIOR OF STAFF 1aeS sy Cuilipall jgkia 3
Scores Critical Areas Al N PALH]
. YES p
3 13. \;\r/]e(ajsﬁ?;?umform of the attendant neat NO D Y e Gl el Gl sall Gl S s 13 (3
NA [ sby
YES p N N
3| 14. Was the attendant wearing visible no [ q ey A8y (55 5 3 ga gell Cals gl IS Ja 14 3
nametag? Tz 9o 5 danl Lo
NA [ shuy
YES [ . ] L
15. Was he able to communicate with & dualgll o T8 Gala gl S a 15
3 No [] ¥ o 3
customer? Cos il
NA O seyy
YES [X]
41 16. Was staff courteous / friendly? No [ ¥ lakal/lagn g Calagal S Ja 16 | 4
NA [ sy
4. SERVICE dasll 4
Scoréé Criticra}Areas o ORI LAY PR Jatasy
; S8 O gl Giailly Cabsgall B Ja 17
3| 17- Did attendant clheck ylvhﬁther y70u need  YES [l ?" Gy it o ol BALmY lia ':)\-_ud‘ 3
top up or complete oil change NO D y e Ll
| 18. Did attendant check with you whether ~ YES X i 38 ] Lad lie b pall i s 18 3
only oitis to be changed or oil with filter? N M| y € Al g 3l l dad oy My
19. Did he check using gauge the quantity  YES [i] ard phadiuly Cu 3l o shase el b gall o8 dh .19
3 required to be topped up and informed e N | LT UOC g | U St | WA 3
you? No [ Y Sl il L)
PO Ol ol e Gl il el B8 Ja 20
20. Did the attendant check for o leakages  YES D gt 00 Sl 2l Gn Ginily il 8
3 d from filter and drain bolt? R e 3
under your car from filter and drai > no [0 N ecu sl
3| 21. Did the attendant drain the used oil YES o daniaaal 5l IS g Calagall B8 Ja 21 3
completely from your car? NO [] Y fli e (e
2| 22. Did he ask whether you want the engine  YES A Al el oy 51 ) il d“° 22 2
to be flushed and did it if you agreed? Nno [ y felidd) 50 Jla 4 elly
3| 23. Did the attendant fill the correct grade as  YES E pl Sl ds e g ALl k—ﬁlayd‘ B da 23 3
you requested? No [ N fletlla Al daaiall
2
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Scores Critical Areas Touludl) Ll Liai

24. Did he request you to startengineand  ygg m P aS g e el iy o 8 of die il Ja 24
3 leave it running for one and a half b Ao 2l Ll Al 3
minutes? no O b final 5 A2 badd Jioidl @
s o ) A8 e /A yeba o e cabisall U da 25
3 25. Did the attendant ensure that the carter YES P :f *Zm o a5 Leilsa JA‘_\_\AW 3
bolt is tightened and there are no leaks? D e = ot o
NO Y gy 3l
26. Did attendant carry out the following Lol Clia sadll ol jaly Calasall Gl o .26
complimentary checks: Al
ves 4w
31a. Battery Water top up no O b Ay el ole Adll 31a.
nva [ sday
ves Kl
31b. Coolant Water top up no O ) coolant/a all sle 23l 31b.
na O sy
ves X - Y1 A el JiG e ) Aibs)
31c. Auto Transmission Fluidtopup  NO D b Gl B )LGT‘ o o 31e.
(Osdaant )
na O iy
ves [
31d. Brake Fluid top up no [ ¥ dailleyyiilal 31d.
na O ahiy
YES Pt
31e. Gear Oil top up no O 3 Cos il omllcyy el 3Me.
na [ sbsy
YES px
31f. Air filter cleaning no [ ¥ ool 8 cakis 31f
va [ sy
ves [d
31g. Wiper Water top up NO D i zla i Claliual ola A3l 31g.
wva O sy
ves [
31h. Clean engine using air gun NO O Vo elsell pedie pladiuly o el il 31h.
nA [ sy
YES L C
3| 27 Were any of your questions related to O G il e sl Gl Ayl aads 27
lube change answered? NO k S 3 s Aleny 3
nA [ iy
, ves A & 36 e Geale g g cilasall A5 o 28
28. D i icker i 0F Gale oo :
3 8 thl: (t:i: ;taff place the mileage sticker in NO D N o b s ALl /) yia SLSH 3
~ na [ sy e
94 )ves [
4| 29. Were you offered a receipt voluntarily?  NO ¥ el aal aSiid ey e (e da 294
Hoo 70 psk for RecisrT na O sy
5.  REST ROOMS AND MOSQUE daanall g (plaadl feudi 53) dal M a2 5
Scores Critical Areas EEVE I A PR pATHY]
3 YES ;
30a. Were they adequately stocked with all m LN PSR FET DI ey 3 e S o 30a 3
necessary supplies such as soap? NO ¥ o sall Jia
na O gy =
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Scores Critical Areas Dl YLl pAHT)
YE i .
30b. Were they adequately stocked with all N S % a: sl a3l aaens 3 e cilS Ja 30D
necessary supplies such as toilet tissue? NO Sl gt g 399 Jie
Na [ sy
30c. Were they adequately stocked with all ves [ i sl Gle sliudl peag 5 jene <iS Js 300
necessary supplies such as paper towels? no [J N 048 ol Cidiliall Jie
(paper towels are not required where fully Clias 365 vie dygllaa s 43 ) adliall)
operational hand dryers exist) nva A b Y (Y A
. 05 - N o
31a. Were sinks clean? ves [ o - mf’:‘“f‘ \u:lisd?'llsm
require comment when marked ‘No’ no [J ¥ Tl o MY AV s 1y
NA [ sy
: Fhagh U oS
31b. Were mirrors clean? YES B px o ,,“y,,l,"'ijr‘f ~\S<JT'|.31b
require comment when marked ‘No’ Nno [ Yy gt o MY ALY s 1y
NA [ gy
: il 0] Cliiee Culs
31c. Were hand dryers clean? YES i A 5l ) g?z("&_l&.d;\ﬁuj '\sdr;x\a‘]c
3 require comment when marked ‘No’ no [ b crasll o2 AR R 3
NA [ Gy
+ faaky o) slall Gl culs
31d. Were dispensers clean? YES m g }.dl o "Y"HZ.J{_\YI% .lSdTM'S‘]d
require comment when marked ‘No' no [ b & X i
NA [ iy
ves =
31e. Were toilets and urinals clean? Nno [ ¥ Faly Jeall A%l culs da 31e
NA O gy y
; fagudas al V1 il
32a. Were doors clean? YES 8 gl g ';‘_‘JLYELSQT-A"Ma
require comment when marked ‘No' NO D ¥ S T f :
Nna [ gy
ves [ -
32b. Were walls clean? Nno [ Yy faggdas lanll CilS Ja 32b
na [ gy
YES p2d
32c. Were ceiling clean? Nno [ N il il IS Ja 326
va O gy
ves B
2| 32d. Were vents clean? Nno [ Y fAgdss M il s 32d | 2
Nna [T sy
; Paadai clua V1l Ja 32
32e. Were floors clean? ves i e s gl | ..:;.. &..Li\]l s ‘513 ©
require comment when marked ‘No’ no [ 3 & w2 T ’
NA [ gy
YES o2
32f. Were baseboards clean? Nno [ N gk il 5l i) 51 cwilS Ja L 32f
va [ gny
ves A m
329. Were grout clean? no [ v fadas LU S da 329
NA [ sy
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Scores Critical Areas Al c¥laall AT/
ves Dd
33a. Were trash containers clean? NO |:| N faada; dobadll by da il Ja 332
) NA [ gy )
YES [
33b. Were trash containers not overflowing? NO [ 3 Pl e Adlaill clygls 2ilS Ja 33b
WA [ abuy
YES pad o o
o |34 Was the restroom smelling clean & NO D N ol 0s) Abaiey Aidai laall Aadl ) cul< Ja 34 )
fresh (without any offensive odor)? alasl B Ay S s
NA [ by
3 Jaxd slaall & b jagaill s 2ilS Ja 35
35. Were all the facilities inside the YES E e ¢ « eu*’;.\;dsm
restroom in good working condition? L. R ey
2 require comment when marked ‘No’ no O ¥ gl o> MY ALY s ) 2
NA [ asiy
H €(5) Cadai daall dcld ) e oIS
36. Was the Mosque premises clean? YES D P ( ), ,:J\ ) mygn LL‘;":;&T; 36
2 require comment when marked ‘No’ Nno [ ¥ (el R ’ 2
N/A Gy ¥
Comments: sCllaaiall [ galadll

FOR OFFICE USE ONLY

L aall plasiuy

Alaaall LRI LUl oY) aal) . .
9 . Evaluation: : il
& ACTUAL SCORE MAXIMUM valuati
Approach and Cleanliness Allaill y ol y8Y1 1
Greetings and Initial Checks | &s¥1 Skl s v 71 |2
é{)apf(fearance and Behavior of il el gl sgkaa |3
Service sl |4
Cleanliness - Restroom and alaall — Al )
Mosque Al
TOTAL £ sanall
5
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3

ADNOC DISTRIBUTION
ZAKHER S/S - 948

ZAKHER AREA

, AL AIN
DESCRIPTION OTY  PRICE TOTAL
VoyagrSilveriL 3,50 14.00 49.00
TOTAL 49.00
CASH PAYMENT 49.00

ou were served by Operator

1

Y
DATE 05/09/2012 18:53 11 83 01 5356

Thanks for Shopping
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