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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center w
[ wiw Emarat 1O s Eppco / Enoc / m 4 sl Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
051
06| fosl) men 914 121116 14
Gender Height Built Spectacled Beard Mustachel Ethnic Groups
M| F [T]M]sIT ] MIF Yes | No | Yes] No | Yes | No [indian [Pakistani|Filipino [Expat. Arabs[ Others:
[ZIDDIZIDDDDDEIDIZ]DD O O
EMIRATE V;:Z‘ii:‘ AbuDhabi |  Dubai Sharjah Al Ain g’l'j‘v':‘a‘i‘:" Ajman Kizism’:'h Fujairah
O O O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
d16141 ola | 111 1916 | ola | o] V]Ui3% 1153
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday | Monday | Tuesday |Wednesday[ Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
ViSIT O I ] 0] 0 visit | [ O O O O O
1. APPROACH AND CLEANLINESS AU g o By
Scores Critical Areas Taula) cflaalt L
ves I - o s
1. Was there proper sign to the Lube no [ y dihio Je AV sl jiagd dis S da 1
changing bay? S b yusd
nA [ iy
. ves [
3 2. \é\:;:r:ir;:(lj%be changing area clean and NO D Y A e s Aty 3l et dilaie S Ja 2 3
va O sy
ves [1 o . .
4l 3 Was there any oil leaking and falingon o £ q e 4 @yl ol sl i G da 3 4
to the floor of the lube bay ? a3yt Ailale A ()Y
na [ sy ’
vEs [d =
21 4. Were the waiting area and table clean?  NO O Y aaday 4 Uall 5 Uauiy) ddkaie S Ja 4 | 2
WRESY
w o N vyes [
2 5. Woarii;hge?telewsnon in the waiting room NO D y ¢ Uy 4 e 3 Jom Ol S ds 5|2
na [ sbuy
veés [1 . s
6. Was the board displaying complimentary \ o ] g Laild lgle el Al Ml oS ds 6
services neat and clean? faaua) 5 435 je dyilaall laasd)
nAa X sy
2.  GREETINGS AND INITIAL CHECKS A N il g qua A1l 2
Scores Critical Areas Fauleal) ¥l sl
3|7 Was there any delay in approaching ves [] px asiif @ b yali gl dlin oS a7 3
customers? NO Yy Sorlll ea caba gl
8. Were you greeted in a friendly manner ~ YES prd sl Gy dashi e cua il 23 ds .8
(pleasant feeling)? NO D ¥ ¢ (zo
S Ja calbs gall @ gl Clia g 28 Bl Y 1A
51 if no, please describe behavior: Was it Lf e Ljij Jj; . j:_‘fj A 5
arrogant, without any expression, normal @ ol O U O 2R el
etc..... ?---C”
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Scores Critical Areas Lt Lol pATH]
T - . ——— , — - — -
3| attho stoppor and maken vorerng VES B S U Tt et T
the engine off? Nno [] Yt el il o i il g 5 Ll il
10. V\t/then asked by customer, was the ves [X al le S b cdaaall e cals pall Jsw Laie 10
5 attendant knowledgeable of different by & 3l il e 5 s ole 5
grades of oil, filters and their relative NO D y )= el . 0
benefits? . fleda JS 23) 4
A ;
YES :
4| 11. Did he offer the waiting area to you? @ e ¢ eyl 43 e o Y elle (a e da 11 ][4
DIp waT © ALTING BREA  NO ¥
12. Did the staff thank you as you were YES XY o I .
4} leaving? No [J g ._)JL:.!;.USLA.\;\;&])SM:\L_GL)A|FL9JA 1214
3. APPEARANCE AND BEHAVIOR OF STAFF Sl Cuibipall glia |3
Scores Critical Areas Al YLl Jalaiy
13. Was th if f YES M o
3 3. anzsﬁtj;?um orm of the attendant neat NO L_.l Y 0y Gl el s gl OSds 1313
NA [ sy
YES e B
3| 14. Was the attendant wearing visible NO g g o Ay o 3 ga sall il sl S Ja 14 3
nametag? $7 saim gy Al
T 35 lele
NA [ sbyy
YES pxd I
3| 15. Was he able to communicate with M e dal gl e 10l Cala sl (S Ja 15
customer? No [J ¥ ) 3
U
NA [ sy
YES X
4 | 16. Was staff courteous / friendly? No [ ¥ flakal/lag s cabagall S Ja 16 (4
L NA O ey
4. SERVICE dadl 4
Scores Critical Areas T  Raewss T Tmmm
23S ) o saailly el gal) LG
17. Did attendant check whether you need ~ YES @ o TR uJ:J I ,A ¢ A7
3 top up or complete oil change? =5 ol Sl Ala plians ) 3
ge: Nno O Y ¢ il
3| 18. Did attendant check with you whether ~ YES [X] prd 4 S 1)) Lad g bl Gia3 s 18 3
only oil is to be changed or oil with filter? Nno [ ¥ € AN g M o dad W s
19. Did he check using gauge the quantity ~ YES pad il 2y W 5 sha iy Gl gl B a1 9
3 required to be topped up and informed e A Gl A I G el il 3
you? No [J Sl Slalif 5 el
PO Co ol 5 e a3l by gall Al
3 20. Did the attendant check for oil leakages YES @ i wuﬁjfi )ﬂéll.' }:LST df 20 3
under your car from filter and drain boit? no [ N S S
Syl
3| 21. Did the attendant drain the used oil YES [ o~ Jai Gl IS g i cali gall W8 Ja 21 3
completely from your car? ¥ Sy jla
NO b (e
2| 22. Did he ask whether you want the engine  YES [ M el due e o @il Ja 22 5
to be flushed and did it if you agreed? Nno [ ¥ sl oo Jla b elly
3| 23 Did the attendant fill the correct grade as  YES 4 s )Y 5 Alals il sl 15 Ja 23 3
you requested? flei Al dagsall
NO b S
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Scores Critical Areas L) clall PR
5| 24 Ddhereauestyoutostertorgneand  ves [ e s, dondl dii o of e ol s 241
minutes? no O v Ty A0 sadd i) Al (3
) 48 e /A el ol (e il \.\SLJAQS
3| 25 bDid the attendant ensure that the carter7 YES m P )S );u};x 41 Lol j s e 3
olt is tightened and there are no leaks” NO D N eyl
26. Did attendant carry out the following Lilaall Sl saill ¢yl cabasall o126
complimentary checks: Al
YES s
31a. Battery Water top up NO D Y el ela Ail) 31a.
nva O sy
ves Kl
31b. Coolant Water top up no O Y coolant/ sl el 4] 31b.
na [ adny
YES o N
31c. Auto Transmission Fluid top up NO D Y A )\‘P w’ QL“ 31c.
(Osdanst V)
na O absy v
ves K~
31d. Brake Fluid top up no I N el il alal 31d.
na [ sy
ves M =
31e. Gear Qil top up no O Y oAl peall ) ALl 31e.
na [ abuy
ves Kl
31f.  Air filter cleaning no [ y el ks 34F,
na [ shuy
ves Kl
31g. Wiper Water top up NO [:I oy o Slaliad clo dila) 31g.
na [ shuy
ves A =
31h. Clean engine using air gun NO D ¥ el e plasinly o el Caas 31h.
' NA [ by
3| 27. Wereany of your questions related to :lf)s % ?‘; Al il e g g;‘f- "iia\é\,!‘ u—u Ja .27 3
jube change answered? S 3l ad Aplen
na [ shiy
3 28. ﬁ]is ér;? gtaff place the mileage sticker in :‘Es % ?: - Emﬁz&ﬁf;\ﬁ 28 3
' A~ NA O] sy €5 jlund
G ves [0
41 29. Were you offered a receipt voluntarily?  NO X y 0 sl 2l daas ehle mye da 29 |4
Hop T Ase PO EectelT nA [ ssuy
5.  REST ROOMS AND MOSQUE cdaaually (pLaall fll 58) Aaill e L5
Scores Critical Areas Tl et Lataal
3 30a. Were they adquately stocked with all YES % e gl Cile liuall azans 3 jeae <uilS Ja 30a 3
necessary supplies such as soap? NO ¥ o sball Jia
nva O iy ==
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Scores Critical Areas Al eall Liai
, esDd o~ . o
30b. Were they adequately stocked with all 0 y A3l Sl Sliud) fans 3 jeae ilS Ja 30b
necessary supplies such as toilet tissue? NO Sull gl g 199 Jia
Na [ skuy
30c. Were they adequately stocked with all ves [J o Ll il lidll ganns 3 jgaa il Ja. 300
necessary supplies such as paper towels? NO D v edd !ﬁ’ Ailall Jia
(paper towels are not required where fully Cldiaa fgivie 4yglhe pe 44l <adlidl)
operational hand dryers exist) nva [ Gebis Y Gy A
31a. Were sinks clean? YES ')Z] pr o all '%,ﬁ%ﬁ;rfﬁs‘%l‘ma
require comment when marked ‘No’ no [ ¥ g sill (o2 MY a Y s 1)
NA [ Gy
- TR X
31b. Were mirrors clean? ves B il g %‘fyrf§gdt.(31b
require comment when marked ‘No’ no [ ¥ sl (o YT AaY) s 1y
nvA [ gsuy
s A sa ¥ Cliag il
31c. Were hand dryers clean? YES E e o i ‘;Af?;,, ,LT:;;"? '\SJT' "310
3 require comment when marked ‘No’ no [ ¥ e o2 YT AV s 1)
NA [ gy
. Paalsy ) sbiall il cuils
31d. Were dispensers clean? ves A o "\J"ui..‘{;ylk—lj 'KJT' "31d
require comment when marked ‘No’ Nno [ ¥ grasll (o A2 —ia
Na [ gany
YES I
31e. Were toilets and urinals clean? NO D N Phadas Jaall 1 cuils Ja . 31e
NA [ gy
; fasaday Ll oY) cls
32a. Were doors clean? YES e o "'Y";.l&{f\j)&.f .\SJT_\.SZa
require comment when marked ‘No’ no [ ¥ Tt o Al
NA [ Ghuy
vEs [
32b. Were walls clean? NO D N fagdsy gUasll cilS s .32b
NA [J sy
YEs P
32c. Were ceiling clean? no [ ¥ Sk cadl S s 32¢
na [ gy
ves Kl
2| 32d. Were vents clean? no [ v a4k JLall S Js 324
o~ Na O sy | ,
32e. Were floors clean? @ YES D o a1 ?u#,,?}f?f;ﬁkisdl\‘sze
require comment when marked ‘No’ Nno M4 N ol e Gl =il )
0ATER Hv Me fupe nA [T abuy
ves [M
32f. Were baseboards clean? no O ¥ ek sac @l & Mailadl i) 5 clS Ja 32f
na [ sy
YES pd
32g. Were grout clean? Nno [ ¥ feads L oS da 329
nvA [ sy
4
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Scores Critical Areas Auballt ¥ laall ai
YES pad
33a. Were trash containers clean? Nno [ ¥ faadas ddadll iy s cilS Ja 333
) NA [ aaby )
YES ]
33b. Were trash containers not overflowing? NO D ¥ fhaild e dalall clgla <iS da 33b
NA [ gaby
YES pud N .
2 34. Was the restroom smelling clean & no [0 ¥ sl 0sv) Ldaias Al dlaall dail ) il Ja 34 2
fresh (without any offensive odor)? falanll A S A3
NA [ iy
X 3 Jead alaall & & hagadh) mea CilS o 35
35. Were all the facilties inside the YES pd peatlet i e
restroom in good working condition? . o e
2 require comment when marked ‘No’ no O v g sl o2 MY Al S ) 2
NA [ asuy
; £(5) ki dawsall el ae (NS
36. Was the Mosque premises clean? YES D o ( ). );d\ ’ ,,;‘,’, LL‘;;’“,‘?‘\STS 36
2 require comment when marked ‘No’ Nno [ b st e St 2
NA B gy
Comments: rcMBadlall / galasdl
FOR OFFICE USE ONLY Lasd ikall ?!.\i:wh!
Alaeal) 3l LA oY) aal) . .
Y/ . : +andil)
Yo ACTUAL SCORE | _ mAXiMum__| E¥2MH2ton il
Approach and Cleanliness Adlkaal 5 ol Y1 11

Greetings and Initial Checks | A s¥) SlSpdills cam 3l 2

Appearance and Behavior of il el sl s sekaa [3

Staff

Service ieaall |4
Cleanliness - Restroom and Slalaall — Al 5
Mosque Al g
TOTAL & gaaall
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AL HILI S/S 964
AL HILI AREA
ADNOC DISTRIBUTION

AL AIN :

DESCRIPTION QTY PRICE TOTAL
VoyagrSilveril 5,00 14.00 70.00
Lexus 90915-YZ 1,00 26.00 26.00
TOTAL 96.00
CASH PAYMENT 96.00
You were served by 0 erator

DATE 11/0972012 11: T1 S2 01 6713

THANKS FOR SHOPPING. .







