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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center &
O < wEmarat | O @55 Eppoo/Enoc | A @y Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
' \ (0 Name Number Name Number | Name Number
7N o S051_|Braween | 414910/ 0)
Gender Height Built Bpectactes] Beard | Mustache] Ethnic Groups
M F |TIMJ[S]T [MJF [Yes[No |Yes [ No | Yes [ No |Indian [Pakistani[Filipino [Expat. Arabs[ Others:
RUOUOXOOBROROORROR O 0O O O
EMIRATE v;::tiir: Abu Dhabi Dubai Sharjah Al Ain g’:;‘a::: Ajman KE:ismAlah Fujairah
O O O O O O O [ X
SITEID ' Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
1 ’
Y alllolelol5 [ #[o [ o]R | O] L1i150 W A
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 VISIT
0 B O O O O O O B 0O O O
1. APPROACH AND CLEANLINESS :ﬁwb g\)ﬁj\ A
Scores Critical Areas Tt claalt Lalai
ves I o o
1. Was there proper sign to the Lube no [ q dhia e AVl dacal gl ia g8 da 1
changing bay? Sy yuad
na O sy
. ves B
3 2. \(/)\:g:;gz(ljg?be changing area clean and NO D Y Ay Akl iy ) wis dilaie S B 213
wa O asuy
ves [ = . . 1
4l 3 Was there any oil leaking and fallingon T q e ac g cuill il i S da 3 4
to the floor of the lube bay ? ey 3l s Ashaia 8 (YY)
Nna [ ki ?
ves D o
21 4. Were the waiting area and table clean?  NO | ¥ Caada; Al gl laiyl dshie S Ja 412
na O ssy
5 W h | h YES g =
. t ision in t iti ey i s s ot
5 Woariinge?te evision in the waiting room no O g VI b Jen ol S 08 5 (2
na [ abiy
ves e o
6. Was the board displaying complimentary o ] q Aaldlgle jdai gl da i oS da 6
services neat and clean? fadulay g A ye sl Cleadd)
va [0 asuy
2. GREETINGS AND INITIAL CHECKS ) sl g qua )2
Scores Critical Areas EER I (LN PN | Liaiy
3|7 Was there any delay in approaching ves [] px i it & el dus S da 7 3
customers? no X N Sl sad s gall
8. Were you greeted in a friendly manner ~ YES X - sy By dapk b s M S a8
(pleasant feeling)? No [ M) (A
\S sals gall & e g2 a8 ela )y Y 13}
51 If no, please describe behavior: Was it © :t \:\;l . il j:;: N J“ > 5
arrogant, without any expression, normal (e Rl Oe IR (O AR e
etc..... £
+ 1 +
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Scores Critical Areas Ll Lol Jaldii
9. Did he guide your vehicle for positioning  ygg (| oSV EN S TR I I TR shabsdi i da 9

3 at the stopper and asked you to switch ol i s il e L < 2 Lol ¢ ay |3

the engine off? No [ ¥ T jadl ik =5 5 bl alayy
10. When asked by customer, was the . HS b cJsaall (e il gall Jn Leric 10
attendant knowledgeable of different ves d o ‘fl;u AR }d o ’

5 . . . ulﬂ‘;uﬁ).\lubja/&‘ylmelc 5
grades of oil, filters and their relative No [ N . A
benefits? fleia JS ki

YES [X i . "
4| 11. Did he offer the waiting area to you? NO E ': S oMany) 48 e & At e vase da 1114
12. Did the staff thank you as you were YES ax ¢ it et s N <
ﬂ leaving? No [ g T S L oS Gl 5 s 12 [ 4
3. APPEARANCE AND BEHAVIOR OF STAFF tpdS ol g 0udls gall HBae 3
Scores Critical Areas Akl ¥l Jalad
_ YEs d
3 13. \é\r/:jsﬁ?;?umform of the attendant neat NO D Y e Gl sealall Gali gt Gl S 133
NA [ gy
YEs 4w e .
3| 14. Was the attendant wearing visible No [] g 2 A (55 5 3 s sl ol gl IS U 14 3
nametag? $ a5 danil Lenle
NA [ gy
ves KT w .
15. Was he able to communicate with &e deal sl e 1508 Cala sl S Ja 15

3 - No [ ¥ o 3

customer? ) SETSY
vA [ sayy
YES x
4| 16. Was staff courteous / friendly? No [J ¥ fahl/laga 5 ala sl < Ja 16 |4
NA [ by
4, SERVICE daadll 4
Scores  Critical Areas B o ) YLl C T L
S O e Baailly il gall 8 G4 {7
17. Did attendant check whether you need YES E X u Uu)’-‘j Sa . ﬁj?

3 i lete oil chanae? S0 o ol Gyl Ay #liag s L) 3
op up or complete oil change” No [ y s,

3| 18 Did attendant check with you whether ~ YES [X px 2 8 GS 1 Led elia i gall a5 Ja 18 3
only oit is to be changed or oil with filter? No [ M) € a5 < 3l Al dadd gl s

19. Did he check using gauge the quantity ~ YES X el 3l (s g by Gl sl WG b 19

3 required to be topped up and informed g Ay AeS I el lsall 3

you? No [ Sl el Ll
% 0 el @ e Biailly Gl gl JE Ja 20

3| 20. Did the attendant check for oil leakages ~ YES oot u:: /f\i Sl sjlijfl\ e 3
under your car from filter and drain bolt? No [ I E e e e .. .

oy

3| 21. Did the attendant drain the used oil YES P el 0 S il gal) QB da 21 3
completely from your car? No [ 9 el s (ya

2| 22. Did he ask whether you want the engine vEs B Al Gty S o @il Ja 22 2
to be flushed and did it if you agreed? Nno [ y il g Jla 4 iy

3| 23. Did the attendant fill the correct grade as  YES [H Jes Sl Ao/ 5 ALl Cala gl W6 Ja 23 3
you requested? No [ y fleills Al dasniall

2
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Scores Critical Areas FOWIR L PN Jalgily
24, Did he request you to start engine and  yE§ BE o asm clpaall iy o of e cilla Ja 24
3 leave it running for one and a half i . 22 ad) el Alla 4 3
minutes? no [ ¥ iy 4ds 5aal Jauddl &
il A8 e /Al gala (f (e il pall S Ja 25
25. Did the attendant ensure that the carter YES Bd a )X« )j > i u*. ; o
3 bolt is tightened and there are no leaks? < el in Gl il LS Fas 43ia 3
“no O ¥ g
26. Did attendant carry out the following laal) Cla gl o) by calasall JE Ja 26
complimentary checks: <Al
ves I
31a. Battery Water top up no O v ikl b dils 31a.
nA [ gy
ves I
31b. Coolant Water top up NO O b coolant/2 sl ele Adlia) 31b.
na O asuy
ves Kl o ) A< jall JIU ey Al
31c. Auto Transmission Fluidtopup  NO L[] y NN e cujt 3tc.
(O sanit yilt)
nva O sy
YES ol
31d. Brake Fluid top up NO L__| b Sl alh ¢y )y Al 31d.
na [ iy
YES o
31e. Gear Oil top up no [ ) oo Al [yl ey hilal 3.
na [ abiy
ves K &
31f. Air filter cleaning NO D b ol sl yilé Calasd 31f.
va [ adiy
ves K~
31g. Wiper Water top up no [ N ol ilaliaal cls 28] 31g.
na [ adiy
ves =
31h. Clean engine using air gun NO | Y ehsgl Gudus pladinly o jeuall cakais 31h.
A [ sy
ves X TR
3| 27. Wereany of your questions related to ‘O P: Addaidl chilind (e ) Ao Y Qads 27 3
lube change answered? NO ey M st Aleay
Nna [ sy
VES BN a0 s oo Geabe ponp cilipall dids 28
28. Did the staff pl h il ticker i T v e .
3|28 thlgca??sa place the mileage stickerin " ] y 8 Lyiak A ladl [l S 3
na [ sy 6 land
ves Kl
4| 29. Were you offered a receipt voluntarily? ~ NO O ¥ L s Wil Jaas dide jmse da 29 |4
na O sy
5.  REST ROOMS AND MOSQUE - sl y (aleall feal ) Aal ) g 5
Scores Critical Areas TN {JLAN PO Lalailt
3 YES ; 3
30a. Were they adequately stocked with all O = iy gl Ola i) asens 8 jee cilS Ja 30a
necessary supplies such as soap? NO ¥ eoghall (Jia
nva O gsy =
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Eores Critical Areas Al ¥l BAH]
YES i
30b. Were they adequately stocked with all O ?’: A5 pall Sle Sliall waeas s jeae ilS o 30b
necessary supplies such as toilet tissue? NO Salf gl B39 Jie
NA [ iy
30c. Were they adequately stocked with all YES pad Lol il il & B e S o 30c
necessary supplies such as paper towels? NO D N 48 ) o)) hdlial) Jic
(paper towels are not required where fully Sldiae B8 vie &y llaa i 4 adliall)
operational hand dryers exist) VA [ auy Ay s
31a. Were sinks clean? YES m pri o gl ! ,,y,fjf\:i‘jru \isd?‘.31a
require comment when marked ‘No’ no [ Y Trast o T3 Ayl ik )
—  NA [ gy
31b. Were mirrors clean? 6% ves O pri il ?,.,“y',; L;lf;ﬁ‘isﬁ{?’m
require comment when marked ‘No’ @ NO E v T > A el )
NA [ sy
3 8183 s,V Cildisa cilS
31c. Were hand dryers clean? ves Bd pr . };"L’ ‘f"fzj,:_“;y;_f '15%51.31 ¢
3 require comment when marked ‘No’ no [ ¥ =l e TR AR
NA [ gbuy
s faaly 4 alall Clisle il
31d. Were dispensers clean? ves X = i }3’” et "\J'fL{A\jr‘j ,\SJT_.“'SM
require comment when marked ‘No’ Nno [ ¥ T 2 T Al =)
NA [ ssuy
ves X
31e. Were toilets and urinals clean? no [ y ik Jall LS4 <l Ja 316
NA O gsuy
32a. Were doors clean? YES M pod 2 gil) ?ﬁ':ﬁ:‘:f;‘&fL?&dT;l.BZa
require comment when marked ‘No’ no [ Y Gt e P e
va [ gmsy
ves ¥
32b. Were walls clean? Nno [ y fiks uaall <€ Ja 32p
NA O gy
YES ot
32¢. Were ceiling clean? No [ b fuihi il S Ja 32¢
A [ gy
ves B4
2| 32d. Were vents clean? No [ y Ak MLl colS Ja 324
NA [ sy
; faadai a1 Cuils
32e. Were floors clean? @ @ ves [ o %"\j"ﬂa_.i\j\ " 'lsdel.32e
require comment when marked ‘No’ no Y el e
¢
» NA [ gy
ves®™
32f. Were baseboards clean? No [ ¥ ik sacldll o of flailall i 5 cilS Ja 32f
nva [ gauy
ves A
32g. Were grout clean? NO D b Sadas Lol € Ja .32g
NA [ gssy
4




Scores Critical Areas IR A POA | Laasd
YES Dd
33a. Were trash containers clean? NO [:] N aalas daladll iy s il Ja . 33a
NA [ Gy
2 - 2
Cves b
33b. Were trash containers not overflowing? NO O b Piald e Aaladll iy sl <ilS Ja 33b
NA [ abuy

2 34. Was the restroom smelling clean &
fresh (without any offensive odor)?

ves B e e

NA [ gk

§plel o Ay S Aail

35. Were all the facilities inside the

YES pri Jas plaall b il jueatl) qaen ilS da 35

restroom in good working condition? f5a IS5
| 1] f L. w4 " .
2 require comment when marked ‘No’ no O ¥ el oa o YT ALY s 2
NA O @iy
; $(5) ki dmall 2ol 5l e O
36. Was the Mosque premises clean? ves [J e ( )_ );\ll ey %L‘g;""‘f\s Ti: 36
2 require comment when marked ‘No’ no [ b T2t 02 Ja Y ol ) 2
A TR oy
Comments: sClBalall [ galasl)
FOR OFFICE USE ONLY Jasd Cigal) aladdia P
Algall LlAIY LEl ey aal . .
y ; Evaluation: o)
Yo ACTUAL SCORE | _ MAXIMUM valuation o
Approach and Cleanliness Aaldasll g o Y 1

Greetings and Initial Checks | 3s¥) iSuiall 5 cus il 12

Appearance and Behavior of i el & 1
Staff Ol sall sl s jedae |3

Service el (4
Cleanliness - Restroom and Slalaall — Aitdail 5
Mosque RENIA

TOTAL £ saxall
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SERIAL NO.
314 |7
ADNOC DISTRIBUTION
FISHER MENM S/S-781
—— KALBA - FUJ RDAD .
- FUSBIRAA, RE- —
DESCRIPTION QTY PRICE TOTAL
YovagrSilveril 5,00 14.00 70.00
TOTAL 70,00
CASH PAYMENT 70.00

You were served by Operator 1
DATE 05/06/2012 12:21 7118201 196

THANK Y0OU







