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PROJECT : ELARA (Lube Change - FINAL 2012)

PROJECT: ELARA - Lube Change
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SERIAL NO.

3|1

sy
e==531 Arab Research Center E

] wi,wEmarat | [ <5< Eppeo/Enoc [ B @5 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
/] | wsmk | [ [ ] ] |
Gender Height Built Spectacleg]  Beard Mustache] Ethnic Groups
M F [TIM][S|T [MIJF JYes{No [Yes | No | Yes | No |indian [Pakistani[Filipino [Expat. Arabs][ Others:
FOoOROROO0OROEMEON O 0O O O
West . . . " U Al . Ras Al L
EMIRATE R:Ziir: Abu Dhabi Dubai Sharjah Al Ain QT\;vnain Ajman Kh:ismah Fujairah
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
Q&4 o]l al ofF [ @l 1] ol2 [ola 211 |21:3)
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday I Monday ] Tuesday ‘Wednesday | Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
VISIT w ] ] ] X vISIT | O O O O O m
1. APPROACH AND CLEANLINESS ;E\ALEZ\SU u...ﬂ)ﬁ“ﬂ A
Scores Critical Areas Touludl) a¥Lall Jaail

1. Was there proper sign to the Lube

ves [

P il e VAl Aty A dla S a1

changing bay? NO D b PIGITRN | VTS
nAa [ sy
_ ves
3 2. \é\:s:ntiizclj%be changing area clean and NO D Y e Akl e Ailaie cilS M 213
nva O sy
ves [ a . . o
4|3 Was there any oil leaking and falingon q Seaedoycll s gldia gSd 3 4
to the floor of the lube bay ? £ Sy M Ailaie & )Y
na [ sssy ]
vEs [ =
21 4. Were the waiting area and table clean?  NO [:] Yy Saayday Al gUally syt dshie cilS Ja 42
na [ shuy
5 W h ! h t YES m o~
2 Woariinge? elevision in the waiting room NO D N ¢ jany) a5 2 o Jans s il oIS Ja 5 (2
na O shuy
YES axl o o
6. Was the board displaying complimentary o 7] g Al lgle el AMAadl S s 6
services neat and clean? faauni 5 441 e Ailacall ilaaadl
na [ ssny
2. GREETINGS AND INITIAL CHECKS ) cladall g cua il 2
Scores Critical Areas Tl ¥l Lgin
3|7 Was there any delay in approaching YES i s il b pali gl s S s 7 3
customers? Nno KK N Sorbl eas cala gl
8. Were you greeted in a friendly manner ~ YES O pad sl B dian Al ds 8
(pleasant feeling)? Nno X N ¢ (T
TS U b gall dpls i 51 28 ela <Y 13)
51 If no, please describe behavior: Was it U‘ e t:;l R it} j:j: a. ’ ) K 5
arrogant, without any expression, normal al GE R Ot I 09X . CJ‘
etc.....
No g CEETINGS - Nokmat wiTHoUT Exp KESS1 ONIS .
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@res Critical Areas Ll o) PRI
9. Did he guide your vehicle for positioning  ygg A il Sl AL Gl s g
3 at the stopper and asked you to switch N <" 5 1l 2 . o 13
the engine off? O Y T aall il o e all 5 5Ll Caliy
10. When asked by customer, was the , JS Ja cdmandl e Cads gall o Lonic
5 attendant knowledgeable of different YES Y :jjﬁ“ - ‘ )11 Q:: / ﬁ.}d ds)“ 10 5
grades of oil, filters and their relative No [ y I i &e}' . ?h
benefits? fleie JS il g
YES i .. .
4| 11. Did he offer the waiting area to you?@ # LB B R ERTS OBV dde ya e Ga 11 (4
DIpNOT o lfex WMTING NO IX 3
4|12 IlZiadV:’t;ne?staff thank you as you were (Z) YES i € ola3 i Lty o S5 Cila gl 26 0 12 |4
9D 1PNoT sAY THA-NLg NO ¥ ¥
3. APPEARANCE AND BEHAVIOR OF STAFF S slug Cuilipall glia 3
Scores Critical Areas LI IR N PR Jaldil
_ YES [d
3 13. Z\:}zsﬁt(;mﬁi uniform of the attendant neat NO D Y s Gl el il sl Gl oS da 13 (3
NA [ smsy
YES pad ‘s . o1
3 14. Was the attendant wearing visible NO g Y e A8y (53 5 3 5a gl bl S 14 3
nametag? Cz s 9 danl Lgale
NA [ sy
YES pxi PR
15. Was he able to communicate with m &o deal sl e 18 ol gall IS S 15
3 Nno [] y o 3
customer? Tosll
Nva [ sy
YES [§
4| 16. Was staff courteous / friendly? No [ Yy Sahl/lasn s caba sl S s 16 (4
NA [ sy
4. SERVICE Aadll 4
rScores B o Critical Areas o o ::-L\J!SJ_‘- T k@l
; ColS O G Bl Galaal JE s 17
17. Did attendant check whether you need ~ YES e T )‘J o ﬁj ¢
3 top up or complete oil change? S0 ol ol Sl ALa pling s o) 3
pup p ge: NO D el
3| 18. Did attendant check with you whether ~ YES [ s 1 5 i< 13 Leg aie sl G Ja 18 [
only oil is to be changed or oil with filter? No [ Yy Al s 2y 30 A dadd iy 311y
19. Did he check using gauge the quantity ~ YES pad @l (6 e iy il gl i Ja 19
3 required to be topped up and informed Gz ol Gl Al I Gl Gl 3
you? No [ Y fallly il 5 Ll
P 0o ) e Gl il el G Jb 20
3| 20- Did the attendant check for oil leakages ~ YES i wj}“—/’ﬁg} D e aﬁj s 3
under your car from filter and drain bolt? NO D y eyl
3| 21. Did the attendant drain the used oil YES E A Jeadiall 3l JS & Qb A6 o 21 3
completely from your car? NO D ¥ el Hlw (e
o | 22. Did he ask whether you want the engine  YES o iy el Jae e o) @il Ja 22 >
to be flushed and did it if you agreed? Nno O Yy Culisd) o Jla & iy
3| 23. Did the attendant fill the correct grade as  YES axd e A g 5 ddbaly Cala gl A6 Ja 23 3
you requested? Nno [ N flghlla il dapnall
+ 2
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Scores Critical Areas A elaall PAH]
5| 24 Duahereauestyoutostarongroand  ves I e as 5 ity o6 of e il 24|
minutes? no O ! fduais A8y s Jadall Alla
3 25. Eid t.he_attendant ensure that the carterf) YES 'E pu ui:?;ﬁ};:jligf j\_}:ﬁ 25 3
olt is tightened and there are no leaks? NO D N feu
26. Did attendant carry out the following Aplaall Clasaidll of jaly Calagall BB Ja 26
complimentary checks: -4l
ves [
31a. Battery Water top up no O ¥ iyl b ils) 3Ma.
na [ sy
YES pad
31b. Coolant Water top up NO l:l b coolant/a_ull ele Al 31b.
va O aesy
YES o i
31c. Auto Transmission Fluid top up NO % b I A2l G )LP uU 4‘3\“‘" 31e.
NA O iy (05l )
ves D
31d. Brake Fluid top up NO D b el all 2y Adla) 31d.
nva O sy
ves [
31e. Gear Oil top up no O co el sl 3e,
na O iy
ves [
31f.  Air filter cleaning no [ ¥ sl ks 31f,
na [ iy
ves A
31g. Wiper Water top up no [ y i calinal ol ALz 31g.
nA [ sy
ves [A
31h. Clean engine using air gun NO D Y elsed) et pladiily o el il 31h.
va O sy
3| 27 Were any of your questions related to ::ZS % ?’; dalaiall il (e g1 ‘_,—\fj :\T'L.A?“ iw ds 27 3
lube change answered? wa O Sy FIGRTI  ETE S W P
3 28. 512 (t:l;? ;taff place the mileage sticker in :Izs % r"; Jm@mﬁ:&ﬁﬁ;ﬁ 28 3
o~ Na [ sy 5 )l
@ ves O =
4| 29. Were you offered a receipt voluntarily? ~ NO Yy Lol S Jeaydlle e Jb 20 14
o m Ak Poe egciepr N [ geny
5.  REST ROOMS AND MOSQUE ssveually (alaad) el gl) Aal G 5
Scores Critical Areas Al claall Liad
3 30a. Were they adequately stocked with all YES E N TR FET DT e 862 S o 30a 3
necessary supplies such as soap? NO D ¥ ¢y gball Jia
nva O gy =
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rST:(*)res Critical Areas Ll ¥l pAH]
ves I
30b. Were they adequately stocked with all O P’;‘ sl il il arans 3 jeae S Ja _30b
necessary supplies such as toilet tissue? NO u.\.ﬂ 399 Jia
NA [ sy
30c. Were they adequately stocked with all ves [ o sl e jliel) & 8 e <ilS o, 30c
necessary supplies such as paper towels? no O v | idliall i
(paper towels are not required where fuily — Gldiaa 55 die dyglhae e 4l cadlidf)
operational hand dryers exist) N/A Gk ¥ (Y1 )
: iyl Juld] cals
31a. Were sinks clean? YES (e 4l _"\1'9;..1.;\(\;? ‘LsdTbl'ma
require comment when marked ‘No’ NO E] b T2t > LEP A AGR)
na [ gauy
: STk Ul s
31b. Were mirrors clean? YES P o 5 g Mfyr" ’tsdTA\.31b
require comment when marked ‘No’ Nno [ b Tt > AR R
NvA [ sy
D R Saala; Yl Zlatae CulS
31c. Were hand dryers clean? YES e a gl N iyl < ~1sdf5{31c
3 require comment when marked ‘No’ no [ ¥ G AR SER A
NA O gy
; ALES ) plall ilSle s
31d. Were dispensers clean? ves [d e ).d\ i ,,y,:_;_‘i;y‘tﬂsd?j"31d
require comment when marked ‘No’ Nno [ b T o> it :
NA [ gy
YES g axd
31e. Were toilets and urinals clean? NO y $agdas Joall 1K) cuilS Ja 31
NA [ gy
; failas (il oY) cuils
32a. Were doors clean? ves B o gl :‘Y".Llyigﬁﬁbl.sza
require comment when marked ‘No’ NO D ¥ T T ‘
va [ gssy
ves Bl
32b. Were walls clean? no OO v il ol S Ja 32b
nva [ soauy
ves
32c. Were ceiling clean? no L[] ¥ Skl casldl oIS Ja 32¢
Nna [ gy
ves [
2| 32d. Were vents clean? Nno [ ¥ Pl MLl il Ja 324
A~ Na O gy
: : Rl Shn 1 S Oh
32e. Were floors clean? %}) ves [ e o Ly fui\jltals ‘5‘326
require comment when marked ‘No' Nno [x] ¥ T > S -
Hege wops Dust ow mE fume. |, 0] gy
vEs 4
32f. Were baseboards clean? Nno [ ¥ Ak el & o Aailall 1,5 cuilS s 30f
va [ gy
YES d -
32g. Were grout clean? o [ Y Sl L3 S da .32g
N Nna [ gy
4
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Scores Critical Areas by S Laalt Jalail
ves [
33a. Were trash containers clean? NO D ¥ PR daladll iy gls <l Ja 332
5 NA [ abiy
YES [X] @
33b. Were trash containers not overflowing? NO D b fiald ye ddlaill clygla < da 33b
NA [ aiy
ves X S ]
2 34. Was the restroom smelling clean & NO D N 9;‘ Q) Alsiay Agglai slaall Al S o 34
fresh (without any offensive odor)? $(planll 3 Agy S AaS
NA [ iy
: ; Card alaall 8 & el asen <8 Ja 35
35. Were all the facilities inside the Yes [ landl g el SN
restroom in good working condition? L. g e i
2 require comment when marked ‘No’ no [ ¥ gl o2 YT ALY s Y
NA [ ey
H () Caudsi aawall dcl 1 e S
36. Was the Mosque premises clean? YES D e ( ). ,:A\ ’ ,,;: LL‘;T*L%\ST? 36
2 require comment when marked ‘No' ~ NO [ ¥ g b
NA [ iy
Comments: sUBaall f dadnill
FOR OFFICE USE ONLY Lo al) aladduy
Alaaall LAY Ll eyt sl . ”
y : | : ;?.uh.“
% ACTUAL SCORE MAXIMUM | Faluation "
Approach and Cleanliness Al y ol Y
Greetings and Initial Checks | Als¥) lSpiill s cam
g?apf;earance and Behavior of ol sall gl el
Service Aandl)
Cleanliness - Restroom and Cilaleall — A8l
Mosque Apsall 5
TOTAL £ sanal)
5
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ADNOC DISTRIBU
AL MASDUDT §/5 844
Al MS0UD! AREA
L AIN

A
DESCRIPTION ary PRICE
VYoyagrSilverll 4,00 14.00
Corol la/Canry 1,00 2500

TOTAL

CASH FAYMEN
You were served by Operator
DATE 07/09/2012 21:31 11 ¢
THANKS FOR SHOP

T1ON

T07AL
56. 00
2500
81.0u

1. G0

Sy Ul 7
P ING. .
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