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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Researcn Center E
] e Emarat | [0 @55 Eppeo/Enoc | B 4z Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
,Z/q’ Name Number Name Number | Name Number
/2’6 = Cankyradl «F\lc;LgJ_\M,Lng I
Gender Height Built _ [pectacley Beard | Mustache] Ethnic Groups

TIM IS |7 [M [ F |Yes| No]Yes| No Yes | No |indian [Pakistani|Filipino [Expat. Arabs| Others:

EDDDIDDIDIDIDMDD O O

Western . . . . Umm Al . Ras Al .
EMIRATE Region Abu Dhabi Dubai Sharjah Al Ain Quwain Ajman Khaimah Fujairah
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
E > -
2156 =19 | al=z | cl\ | 0|3 857 o902
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturdayl Sunday | Monday [ Tuesday |Wednesday ] Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF

VISIT m D D D D VISIT D D D D D D

1. APPROACH AND CLEANLINESS -48Ua g o 8y 1
Scores Critical Areas Tuladt c¥laall PATH
ves X s g s
1. Was there proper sign to the Lube no [ g ke e AVl sl sdadellia S ds 1
changing bay? Sy s
A [ by
, ves ] o
3 2. \é\:g:;;icli%be changing area clean and NO D Y S ey dadai Cy 3l L hiecu€ s 213
na [ sbuy
YES EI pxi
4|3 Was there any oil leaking and fallingon - g e de gyl i gl dia GIS a3 4
to the floor of the lube bay ? Soy il e Adkaia A oY)
N/A . bl Y
ves B &
914, Were the waiting area and table clean? NO [} g Shdda Al eyl dikie cdS Ja 4|2
na B by
. N YES ox
2 5. vaoiii;hge?telewsmn in the waiting room NO D N ¢ U A e 3 Jens el gS s 5|2
na O sy
YES o o R
6. Was the board displaying complimentary 5 [ q Al e jeda Sl Aa gl culS s 6
services neat and clean? aalal g A3 e Avlaall Cilasald)
nia O sy
2. GREETINGS AND INITIAL CHECKS A ) Sl g cua 2
[Scores Critical Areas Aot ¥ laalt PALRY
3| 7. Wasthere any delay in approaching ves [] e aasif ol il b sl ol s S a7 3
customers? no &1 M) ol ga Cala gall
8. Were you greeted in a friendly manner ~ YES i px Gsbl) 435 dn ke il G a8
(pleasant feeling)? Nno [ y ¢ (z %
TS Ob byl gl (i g0 28 5l ¢ 13
51 If no, please describe behavior: Was it © ﬁ: ﬁ . ’j; j:ﬁ N ) ce 5
arrogant, without any expression, normal . gle Rl e S 65 2R u-w-u' 3
etc..... ?---C“
+ 1 +
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e

Scores Critical Areas Gl Lol pAH]]
9. Did he guide your vehicle for positioning  ygg [X] ; Ll Sl Sl b als odf LG
3 at the stopper and asked you to switch . ™ :,:; ‘U 0 ‘,‘TIJ.A el R e e JA 9 3
the engine off? NO D ¥ ¢ ‘)5'“1 Z:‘L" J i ;-"LLJ °J17'*"“ ‘-’L‘:‘\J
10. When asked by custdmer, was the v : IS o diandl (e il gadl e Lonic
5 attendant knowledgeable of different YES - ﬁ:ﬁ“ o ‘ )” c_.L:)A.a / ‘J?S !y e 10 5
grades of oil, filters and their relative Nno [ v I = > &:‘. Al
benefits? fleda JS i 68
YES [X] s
4| 11. Did he offer the waiting area to you? NG E ?: OBV A8 e & Yl dile a e b 11 4
12. Did the staff thank you as you were YES M e it i€l ot cn g
4 leaving? No [] y .Jdlua_uS\A.\;\gd)SuguL}«]lPUdm 12 14
3. APPEARANCE AND BEHAVIOR OF STAFF (Sl Cuiligall jelie 3
Scores Critical Areas D) Lol PAR]
— Ve« ,_
3 13. ;/\rlésﬁtc:};?um orm of the attendant neat Nno [J Y 0L e, Gl sl s el S 1313
NA O sy
YES o . .
3| 14. Was the attendant wedring visible NO [I% g o A (5 3o pall Call gl (IS 14 |
nametag? $z 3 58 Al tﬁlf“‘jﬁ
N/A D MY@M{”P@Q‘LM WA e \y
YES A . .
3| 15 Was he able to commupnicate with NO % y &o al sl e 15068 s gl S a5 3
customer? Sosol
wA O gy
YEs i
41 16. Was staff courteous / fr] endly? No [ Y flahal/lagn g Cals gl (S Ja 16 [ 4
NA [ sbuy
4. SERVICE } el 4
Scores T Crtcaleas T T Adeved T gy
; S O ol Geailly Cala gl A a7
3 17. Did attendant check whether you need ~ YES E o ~_u u\_:)._d b aEloaY ~lias ¢ Ll 3
top up or complete oil change? ) o el Gy Bl Ay s
no [ e el
3| 18 Didattendant check with you whether ~ YES BX] a4 5 ik 13 Lg ol il sall Gias s 18 3
only oil is to be changed|or oil with filter? NO [ N ¢l gy 5l Al s oy S
19. Did he check using gauge the quantity ~ YES X Rl S U G g el sl B T 19
3 required to be topped up| and informed e A S Gl Ll 3
you? No [ ¥ Sl dlal 5 il
S [ v 0%l ot e il Gl G s 5
3 20. Did the attendant check for oil leakages YES o Qj):ﬁi} Sl e Dj:ij aas 0 3
under your car from filter|and drain bolt? NO D N B e
3| 21 Did the attendant drain tHe used oil YES P sl 31 JS i Cals sall Qi Ja 21 3
completely from your carp Nno [ Yy AT ETPLION
o | 22. Did he ask whether you want the engine  YES A b el et ay S o) @il Ja 22 2
to be flushed and did it if you agreed? no [ N Sl 5 Jla b iy
3| 23. Did the attendant fill the correct grade as  YES aad Sl A )ofg 5 A8lals caly all 5 Ja 23 3
you requested? No [ y lgidh Al sl
2
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Scores Critical Areas Al N Jatgals
24. Did he request you to startengine and  ygs [ o 4S5y ol yaall Qb o 55 of e cills o 24 3
3 lri?r:/li é’ts[?unnlng for one and a half NO D q S in p A 530l Jpdill A b
R . gl 4 se /Al gaa of (e il gall S Ja 25
3 25. Eid the attendant ensure that the carter7 YES pr :]):;u};d jju,‘;& ::S‘ s e 3
olt is tightened and there are no leaks? NO D y ey sl
26. Did attendant carry out the following el Cla aidll o) als calasall B o 26
complimentary checks: Rk}
YES o
31a. Battery Water top up no [J b gl £le Adlial 31a.
na [ sbuy
ves X
31b. Coolant Water top up NO [:] b coolant/s sl ¢la dili} 31b.
N/A % by Y
YES o o L
31c. Auto Transmission Fluid top up NO D ! GVl Jt(g':::m“fj)\ 3te.
NnA [ gy
YES a2
31d. Brake Fluid top up no [ Y Jadl cyyiis) 31d.
nva [ abiy
YES ax
31e. Gear Oil top up no [l b el [l iy § A 3te.
NA [ abuy
YES o
31f.  Air filter cleaning vo O Y el ks 31M.
na [ abuy
ves B
31g. Wiper Water top up no O] N ol Caliaad ol il 31g.
na [ aesy
ves |
31h. Clean engine using air gun NO O Y ehsell e plaaiils el (il 31h.
na [ sy
3 27. Were any of your questions related to ;I(E)S % ?; Aalaiall Sild e 5 L,J)n' %‘-.}}!‘ uﬁ- J 27 3
lube change answered? S N el Adaas
nva [ asuy '
N ] .. . . N
3 28. aig (t:l:i ;taff place the mileage sticker in :JZS e’; Ax@u;i:l;dﬁijﬁ?f;ﬁ\ 28 3
NA [T by 5
YES m pr
4| 29. Were you offered a receipt voluntarily? ~ NO | Yy L 2ol Jua s e yme Ja 29 14
L na O sy
5.  REST ROOMS AND MOSQUE sanuall g (alaadl [l 55) Al M g 5
Scores Critical Areas Tl SYLaal) pAH]
3 30a. Were they adequately stocked with all YES % ™ 3y gl e Hliuall xrans b Heame S &..308 3
necessary supplies such as soap? NO 3 Cosball Jie
na [ iy ==
3 +
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Scores Criti}:al Areas . At ci¥anall Lias
YES ;
30b. Were they adequatell stocked with all e

a:'JJ)“““ Gl el a2 8 g <ilS Ja 30b

. y i
necessary supplies slich as toilet toilet tissue? NO D Sl gl (§ 193 Jie
T NA [ seuy
30c. Were they adequately tocked with all ves [J axd s eall e vl ppany U@—u <ils da 30c
necessary supplies su h as paper towels? NO D v | wadlall e
(paper towels are not fequired where fully Olidaa 865 aie aﬂuu ng id,dl ailiall)
operational hand dryers exist) NA [ sy (Y1
31a. Were sinks clean? YES IZ i & 3l ’ ",,”,,d:"u\ QLSJT 31a
require comment when marked ‘No’ NO D ¥ g o2 ™Y LYl s iy
, NA [T sy y
31b. Were mirrors clean? YES IZ i ol ! ,;’ ',; ljbd‘ f‘ls d? ‘31b
require comment when|marked ‘No’ no [ ¥ g sl o2 MY Ayl s 1y
NA [ sy
. P.. . l, . 4 -y - o
31c. Were hand dryers clean? ves [ o . :|’ Géf?',,u,mk:‘luls dT 31c
3 require comment when marked ‘No’ no [ ¥ Tl o2 MY Al s 1)
NA [T gy
31d. Were dispensers clean ves (X px uﬁ” Uﬁ‘*:” .ﬁhiu ruLSLSdT ‘31d
require comment when iharked ‘No' no [ ¥ sl o MY Al s 1)
l va [ sy
YES poi
31e. Were toilets and urinals tclean? NO D ¥ Fhdulas Jonll S0 cilS Ja 31
NA [ gy
. Paadny Rt
32a. Were doors clean? ves B4 gl '%,ﬁ‘f" wL'SlSJ:.{\?»Za
require comment when marked ‘No’ no [ b gl (o T ALY s 1y
1 na O gy
ves B
32b. Were walls clean? No [ ¥ fhghs Hlhaall il s 32b
NA [ gayy
YES pai .
32c. Were ceiling clean? no [ Y fealss Cill S s 32¢
NA [ gauy
ves K
2| 32d. Were vents clean? no [ N Ak MUl cils s 32d
Nna [ gwny
32e. Were floors clean? YES M o il ) ";"'.ML):,’ ‘ﬁlf‘isdv:\“?ﬁe
require comment when matked ‘No’ no [ ¥ T2l o2 MY Y sy
~—  Na [ sy
ves Bd
32f. Were baseboards clean? Nno [ y Al sae Wl & ) lailall 1,5 cilS s 30f
NA [ iy
YES o2
32g. Were grout clean? no O b feiuda L3 (S da 329
NA [ gy
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Scores Critical Areas Al call Jataaly
YES i
33a. Were trash containers clean? NO D ¥ ailar Adlalll iy e cuilS Ja .33a
NA [ sy )
2 YES s
33b. Were trash containers not overflowing? NO D ¥ Piaild pe Asladll iy gla S Ja 33D
NA [ asuy

YES o ]
34. Was the restroom smeliing clean & NO D N @) Ogn) Adiniay Aaplas sleall dail  cwilS Ja 34 5

2 fresh (without any offensive odor)? plasd) 3 Ay S 4
NA [0 aiy
4 ; Jasd alesdl 3 Gl il paea <ilS da 35
35. Were all the faciities inside the YES pd plastl (b et S
restroom in good working condition? L. e e it
2 require comment when marked ‘No’ no [0 ¥ g sl (o YT Y s ) 2
NA [0 asuy
; §(5) it aaanall Acli i i (IS
36. Was the Mosque premises clean? YES D P ( )_ ,.J\ ) ,,;: Aj_\‘i;"gksﬁ 36
2 require comment when marked ‘No’ Nno [ Y cand v el Pl 2
NA K] aany
Comments: ' scilBadtall [ gulesdl

Mo V@ No  Sloce Detouse oX Aok

N

e AW CGenAla :s\:) Yoo Sohe

FOR OFFICE USE ONLY b CiiSall aladiaY
Aol Jalail SRS N | ]
9 : luation: ppeeal
/o ACTUAL SCORE mAXiMum | Evaluation o
Approach and Cleanliness Adlkall 5 b yBY) 1

Greetings and Initial Checks | & 5¥) SlSulilly s I |2

Appearance and Behavior of ol gall Iy et 3

Staff

Service il |4
Cieanliness - Restroom and Sabeal) — Adailt |
Mosque RENWA
TOTAL & sanall
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1 " 5
ADNOC D1stribution
il Shoaib £/3 - 8%
AL AIN TEL:03-7524424
CREDIT PURCHASE
iigie - 29-09-12 99:00 User /54

Hiv o mems mans 1HG2
Lapiry & 82
AUTH CODE - 903680

vehiicle 8 0

PRDYCT QUANTEY FRIEE T

Pos Sale 63.00
TOTAL : DHY 6u.068
futhCode=G03680 llsgn:7887 Resp:12 HI:00

TI0: 1600856200 Batch:647  T16:6522 CICH7R

Signature: e

THANK YOU FOR SHOPPING
#1 Shoaid F/S - 8%







