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A
PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center (8!
O < u Emarat [ O s Eppco / Enoc | A 59 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
2 O | Name Number__| Name Number | Name Number
\ de | | |
Gender Height Built Bpectacles] Beard Mustache] Ethnic Groups
M F JT M [SIT [M]F [Yes]No Yes | No | Yes | No |Indian [Pakistani]Filipino [Expat. Arabs] Others:
ROONOOROORORORA X O O O O
EMIRATE v;::tiir Abu Dhabi Dubai Sharjah Al Ain g':\:v“a:: Ajman KizismAalh Fujairah
O O O O v | ] O i
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
3¢l Vol e[u]l 61310 Lo 2 1Y:36]uus
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday [ Sunday | Monday [Tuesday lWednesday| Thursday l Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 [ 24:00 | DAY OF
VISIT — VISIT M
O 0O O O O 0o o d O O
1. APPROACH AND CLEANLINESS A3 c.._s\jé‘g\ |
Scores Critical Areas daabuallt c¥laall gt
ves I o o
1. Was there proper sign to the Lube no [ g dilaia o AVl daalydaddlla g8 da L1
changing bay? Sy i s
na [ osssy
_ YES o
3 2. \é\l{szntaz(lj%be changing area clean and NO D i ey Ay s fihieculS a 213
nva O sy |
ves [ = A s .
4l 3 Was there any oil leaking and fallingon q Sleae dyg il gl das S a3 4
to the floor of the lube bay ? S M et Addaia b Y _
va [ sy “
YES o
21 4. Were the waiting area and table clean?  NO O Y Chalay Al lall 5 i) dihia S s 4|2
wA [ sy
- - YES o
0|5 x}/oarski;hge?televmon in the waiting room o ] NS aEYI Al e 3 Jeny ol S U 512
na [ sy i
ves i il e _
6. Was the board displaying complimentary ] q Aald e jelas Al As i ilS s 6
services neat and clean? ! vaikai 4G e duiaall ieasd)
na O sy J
2. GREETINGS AND INITIAL CHECKS S gy il g s A2
[Scores " Critical Areas . Rl Al L]
3 7. Was there any delay in approaching ves [] pr= ssifat 8 8 el gidia gSda 7 3
customers? NO Y SOl sad Calh gl
8. Were you greeted in a friendly manner ~ YES 4 ox slul) By Ay el s il 25 a8
(pleasant feeling)? Nno [ Y I (B
S Ja el gall g Caa g 28 Bl Y1)
5| If no, please describe behavior: Was it u‘ e Li;l }j; j:li g.‘),‘ ‘15
arrogant, without any expression, normal GRE R O I (9 =
etc..... i ?---C‘“
+ 1 +

Lube change.doc




+ 2 +
Scores Critical Areas Ao ¥l L
9. Did he guide your vehicle for positioning YEs [X A il SR N ol il sl G 9
3 at the stopper and asked you to switch y e L P
the engine off? - No [ ¥ e aall il of e Gl g 3 ) alyy
10. When asked by customer, was the ¢ . S idsend) (pa ol gall i Ladie 10
attendant knowledgeable of different YES i G—bu .. < )A . y
5 . - ) ulﬂ’;uy}‘u\;)A/&|y‘mﬁ.\c 5
grades of oil, filters and their relative NO D y o ;‘ .
benefits? fleda JS 21585
. . YES pad e E e : e
4| 11. Did he offer the waiting area to you? NO y FEIYI A e 6 any) elde vase dd 1114
4| 12. Did the staff thank you as you were ves [ p ol S Laigy S8 Cilipall 8 s 12 [ 4
leaving? No [ N - = ‘ ¢ :
3. APPEARANCE AND BEHAVIOR OF STAFF pgS ol g il gall e 3
Scores Critical Areas LY el PRI
. YES B
3 13. Z\r/]z(ajsﬁtcl;;?umform of the attendant neat No [ Y ey gl enlall iy sl Gl S s 13 3
nA [ sauy
ves [ . .
3| 14. Was the attendant wearing visible NO K] q Oaay A8y (535 51 3 5a gl Cals gl S Ja 14 3
nametag? H . $r s 9 4l Ledle
N/A 34 Y No name badlg e
Yes B gLt
3| 15 Was he able to communicate with No [ N &o dealsill e 108 Gl gl IS Ja 15 3
customer? N ol
YEs [ .
4| 16. Was staff courteous / friendly? NO [ ) fladalflagay il sl S s 16 [ 4
Ll na [ swuy
a. SERVICE dardll 4
['s_‘co}e;» -  Critical Areas o  Lawahs T bl |
™ S O il ik ol oG
17. Did attendant check whether you need Y E® - . uv?’)*-dv ) \unyd ¢ > .17
3 top up or complete oil change? =0 it el S ALBY plias s L 3
NOo [ Y ¢ WS
3| 18. Did attendant check with you whether Yes [X] P 2 A DS Y Lagd clie Gl gall 3ia3 s 18 3
only oil is to be changed or oil with filter? y@ O N €N 5 3l af s ) s
19. Did he check using gauge the quantity ~ YES X and el Sl 6 s Gy Cila ol W8 s 19
3 required to be topped up and informed e Al Iy S I Gl el 3
you? NO D Y el il 5 i)
P On 3l e e il ks gl 8
3 20. Did the attendant check for oil leakages YES ol wjjf; )ﬂ;ﬂl' - )ij JA 20 3
under your car from filter and drain bolt? no [ N Kby SO
ey
3| 21. Did the attendant drain the used oil YES P Jashaall 3l S i Cala gl B ds 21 3
completely from your car? No [ Y Tl e e
2| 22. Did he ask whether you want the engine  YES [X] M Al el e a5 € o) el s 22 5
to be flushed and did it if you agreed? felidd) go Jls 3 iy
NO Y B «*
3| 23. Did the attendant fill the correct grade as  YES axl Gl A /g 55 ALl Cala gall B8 Ja 23 3
L you requested? No [ Ny gl il dassiall
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Scores Critical Areas Tl ciilnal) Jaail
24. Did he request you to start engine and  ygsg o aS iy o paall il o i o e lls Ja 24
3 leave it running for one and a half PR et = . 3
minutes? no [ b Sinal s 438 33l Jaddll s (8
3 25. Did tlhe.attendant ensure that the carter YES [ ufﬁ):d}rj\;@:h ;::‘;jt dA 25 3
bolt is tightened and there are no leaks? NO O N g sl
26. Did attendant carry out the following Lilaall i sadll o) by Calasall S8 Ja 26
complimentary checks: saqial)
ves
31a. Battery Water top up NO D b el el Adlial 31a.
na [ sy
ves I a
31b. Coolant Water top up NO D k' coolant/a_ull cle diLa} 31b.
na [ sdauy
ves I =~ .
31¢. Auto Transmission Fluid top up NO D b} RS2l G Jlf u” 4\3\“" 31e.
O sanaid i)
WA [ ahiy
YES prd
31d. Brake Fluid top up no O ] dalll ) dlsl 31,
na [ sy
YES E A
31e. Gear Oil top up no O b wos A el iy AL 3e.
va [ absy
ves ]
31f.  Air filter cleaning no [ 3 ol ik 31E
na O by
YES o
31g. Wiper Water top up NO D b cla ol claliual ols 2] 31g.
wa [ abuy
ves d &
31h. Clean engine using air gun no O TR IVERITS W PRC PRV 8- 31h.
na O sy
3|27 Were any of your questions related to g0 [ g adlaiadll alifid (e (5! k;}f—. 4?\—.\}” »—w Js 27 3
lube change answered? S I il Alens
N P
3 28. t[quiél 1t;r? ;taff place the mileage sticker in :KE)S E 6’; JiﬁﬁJﬁQﬁﬁ;%ﬁ 28 3
' wA [ iy £ Jldl
ves B
4| 29. Were you offered a receipt voluntarily? ~ NO O ¥ G sl 2l Jus s Ale me da 2914
wa [ sy
5.  REST ROOMS AND MOSQUE saaeaall g (alasdl fenli ) i g 5
Scores Critical Areas Al el Lot
3 30a. Were they adquately stocked with all YES % &= Ay g_peall Gl Hlasall agany OX_M @i s .30a 3
necessary supplies such as soap? NO ¥ SO sl Jia
nva [ gy =
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Scores Critical Areas Al &Yl Ltash
. YES e -
30b. Were they adequately stocked with all no [ . sl Sl liasall waans 3 jeae culS o 30b
necessary supplies such as toilet tissue? Sl gl g 195 Jia
NA [ ghyy
30c. Were they adequately stocked with all ves [] aad A g pall il il & B e S o 30c
necessary supplies such as paper towels? no y 948, 9l Ladliall Jie
(paper towels are not required where fully Slidae Jigdie 4llae e 4 )l “adlial)
operational hand dryers exist) N/A i ¥ (31 A
- T ERESRER
31a. Were sinks clean? YES Iz p Ll ‘,,Y:Lffyﬁl’isd‘?l'31a
require comment when marked ‘No’ no [ ¥ el o MY Ala Y il 1)
NA O sayy
3 ad a3 Ul yall
31b. Were mirrors clean? YES px ol o 1 L):] rt:'lisd*‘%.‘ﬁ']b
require comment when marked ‘No’ Nno [ v el (o2 MY AlaY) cals 1y
NA [ by y
. Caal “.- o s
31c. Were hand dryers clean? YES m - ol SSA:'Y "L-'LML:AIQ\S&L}T |.31C
3 require comment when marked ‘No’ Nno [ Yy sl o YT Ay s 1y 3
NA [ sy
31d. Were dispensers clean? ves [x] - ‘tﬁm u}_,L‘:Jl ,ﬁﬁu ‘UJLSSJT "31d
require comment when marked ‘No’ no [ Y ca sl o MY ey calS 1y
NA [ ghuy
ves ¥
31e. Were toilets and urinals clean? NO D N faada Joall € culS s 31e
NA [T gy
32a. Were doors clean? YES m (e 2l ’ ‘;,..,,‘f"m wks JA. -32a
require comment when marked "No' no [ Y Gl (o Y ALY cals 1)
va [ gy
ves [
32b. Were walls clean? No [ ¥ faalas sl culS Uy 32b
NA [ sy
ves B
32c. Were ceiling clean? NO D ¥ fealhs st IS s 32¢
va [ by
ves X
2 32d. Were vents clean? nvo OO v Fals SUdl il s 32 (2
A [T gy
N il - PUACIER f B
32e. Were floors clean? (ES [z i o M,,“,%"TQLJ:“ LS\S"T \'326
require comment when marked ‘No’ no [ Y Gl o MY Y S 1y
——— ——————  NnA [ sy
vEs B
32f. Were baseboards clean? NO [:] ¥ Ak B all - o ailadl ) 51 cuilS s .32f
Na [ shuy
vEs 4
32g. Were grout clean? no [J Y fondai L (IS s 32¢
nva O awuy
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Scores Critical Areas gt cYLaal) Jalais)
YES o
33a. Were trash containers clean? NO [:l b faiydas Aalaall Sl sla S Ja .33
) NA [ aany )
ves ] &
33b. Were trash containers not overflowing? NO (| kb Siaild e Aaladll gl <€ da 33b
NA [ sy
YES pad ) )
2 34, Was the restroom smelling clean & nvo [ ¥ s 05n) Blinia g Aiglas pleall Aa), cilS o 34 )
fresh (without any offensive odor)? laleadl B A S A
NA [ gy
: 3 aleadl 2 ol jggaill gpen S
35. Were all the facililies inside the YES (I g deletlen SE O S0
restroom in good working condition? . o L e 4
2 require comment when marked ‘No’ no O ¥ TIPSR 2
NA [ by
3 $(5) Lkl dawsall 2l i s OIS
36. Was the Mosque premises clean? ves [J o ( ), )Ed\ ' ,,;‘: Lt‘j;‘f,’\sﬁ .36
2 require comment when marked ‘No’ No [ ¥ e A eyl < 2
NA B oy J
Comments: sUaadtall / 3adadll
FOR OFFICE USE ONLY b8 isall aladia
Alaal) Jalail) LUl Aoyt aad) .
0, . H . . “ ‘
to ACTUAL SCORE | maximum | FvaM=tion 22

Approach and Cleaniiness

Greetings and Initial Checks A9 lSanll 5 s A ‘2

Appearance and Behavior of it gl s el (3

Staff

Service EORENIpE:
Cleanliness - Restroom and Gilalealt — adthail
Mosque SEW P
TOTAL & el J
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SERIAL NO.

AL MAQAM S/S-862 —
AL. MAQAM AREA
ADNOC DISTRIBUTION
AL. ATIN

DESCRIPTION QTY:  PRICE TOTAL

VovagrSilverdL 1,00 63.00 63.00
TOTAL 63.00
CASH PAYMENT 63.00

You were served by Operator 1
DATE 04/10/2012 14:48 T1 53 01 7615

THANKS FOR SHOPPING. .
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