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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center g
DGJU\A! Emarat | O s Eppco / Enoc / g Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
122 4’4(0 denl |=ava_1decl 1Caut #Mel
Gender Height Built pectacled Beard | Mustache Ethnic Groups
MJ]F |T[MIS|T [MIJF |Yes[No [Yes [ No | Yes | No |indian [PakistaniFilipino [Expat. Arabs] Others:
RONMODOROOORROKORXK O O 0O O
EMIRATE ";:Ztli:‘ AbuDhabi |  Dubai Sharjah Al Ain g’::v“ai‘:" Ajman Kﬁ‘;ism’gh Fujairah
O O | X O O O ] O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
ol |2alol olgqlo |1 |gelee| ©[F | O 2 19 :z0|2002
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday l Monday [Tuesday |Wednesdayl Thursday ] Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
vISIT VISIT X
0 O O K O E O O O O o 04d
1. APPROACH AND CLEANLINESS At g o 8y 1
Scores Critical Areas FEWAR EEN PN | Lia
YES P I .
1. Was there proper sign to the Lube no [ q dhaia o Yl dsialgdsddllia GIS da L1
changing bay? ey 3 il
wva O sy
4 ves B  a
3 2. \é\:g:r:it;z(lj%be changing area clean and NO l:] N TV RV TR TCNG R dibie e o 213
nva O sy
vyes 0 = . ‘
al® Was there any oil leaking and falingon q Seac gl cdgldia g8ds 3 4
to the floor of the lube bay ? - S 3V yud Adlaie A Y
va O sy j
ves [ =
2| 4. Were the waiting area and table clean? NO  [] ¥ ehidny Al a5 Uiyl ddhie cuilS Ja 4|2
na O sy
. vision - YES ey
2 5. Woarii:]hge?te evision in the waiting room Nno [J § Y A 3 e sl oS Ja 52
na [ seny
ves XI = o e
6. Was the board displaying complimentary o 7] v Al lgle el gl dall culs da 6
services neat and clean? Saadad ¢ A ye Ailaall Cleadl)
na [ sy |
2. GREETINGS AND INITIAL CHECKS A Sl g cua il 2
Scores Critical Areas Lubl) c el Jalaih
3|7 Was there any delay in approaching ves [] i piifl B b paligldia g8 a7 3
customers? Nno K y Sl pa Cals gall
8. Were you greeted in a friendly manner ~ YES X o Qb)) L da b cam il a5 ds 8
(pleasant feeling)? no [ v ¢ (g
TS U i gall @ gl i g1 a8 2l <Y 1)
5| If no, please describe behavior: Was it u‘ Je L::\J . Jj; . j:_{i ° ),‘ )
arrogant, without any expression, normal ¢ o e D3P e n
etc..... CJ‘
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Scores Critical Areas Al el pATHHY]
9. Did he guide your vehicle for positioning  yEgs m : Gl Sl , el L s o)l A
3 at the stopper and asked you to switch = :: ﬂ " ‘%ﬁw JL ) dj ¢ \jk -9 3
the engine off? Nno [J ¥t ik s Bkl Y
10. When asked by customer, was the . JS O cdaealt e cals sl Jipas Ladic 1
attendant knowledgeable of different ves [x] p ‘_.,-bu . e L }A el 10
5 P : : u\yhllju_,.a)ﬂu_x\éj.\/&ly‘uha.g?h 5
grades of oil, filters and their relative no [J v g o - n
benefits? Pleia JS il 4 g
YES i .. .
4| 11. Did he offer the waiting area to you? NO % ": SBEY A8 je g Uyl elle e o 11 |4
4| 12. Didthe staff thank you as you were YEs [X prd ¢ a5 S Ladyy o Sy il pall W Ja 12 |4
leaving? No [J y =S emet
3.  APPEARANCE AND BEHAVIOR OF STAFF ragS sl Cuiligall gk 3
Scores Critical Areas el ¥ BATH]
_ YEs [
3 13. Z\ézsti?ye?umform of the attendant neat NO D Y L es Gl emlall Gl gl Gl S Ja 13 (3
NA [ sduy
YES o - . .
3 14. Was the attendant wearing visible NO % q et Aoy (50 5 3 g gall Cala gl IS U 14 3
nametag? Tz sm g3 dausl Lgy
nva O shiy ¢ gy vead Hio vgome . :3;
YEs A ) o
15. Was he able to communicate with & a5l o )38 Gl gall (S Js 15
3 customer? Nno [ ¥ . - 3
. s
NA [ sy
yEs I
4| 16. Was staff courteous / friendly? No [ ) Sladal/lasay calagall K Ja 16 |4
NA [ sy
4. SERVICE ddaaill 4
[Scores Critical Areas T Al ¥ L
: 23S ) Gl 3aailly (il pall G
17. Did attendant check whether you need YES m o u- u u)uj st L }Aj ? o 17
3 top up or complete oil change? =) o ol o AlaY pliad s Ll 3
) NO D b ¢ Sl
| 18. Did attendant check with you whether ~ YES px Y S 1Y Leg clie Cabasall B33 Ja 18 3
only oil is to be changed or oil with filter? no O N € a5 30 Bl Jadh s
19. Did he check using gauge the quantity ~ YES [F] e o285l Cu il (5 sine iy il sall 2B Ja 19
3 required to be topped up and informed [ENEN GV VL [P O | B IR 3
you? Nno [J Y fllly slali y il
. DO N Ced e il il pall JB |
3 20. Did the attendant check for oil leakages YES e ujjft: Jﬂé.“.' b’::‘: ud: 20 3
under your car from filter and drain bolt? Nno [ y S/ R
e
3| 21. Did the attendant drain the used oil YES o el G5l IS i Cala sall A8 Ja 21 3
completely from your car? Nno [ N Sl L (pe
| 22. Did he ask whether you want the engine  YES D S ERC BN INCV FER T W N ))) 5
to be flushed and did it if you agreed? Nno [ N felidd) go Jla 8 iy
3| 23. Did the attendant fill the correct grade as YES ! Sl da fp 55 ALl Calasall A8 Ja 23 3
you requested? Nno [ y fleidla Al da il
2
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Scores Critical Areas Al c¥flaal) PAIN]
4| 24 Darereaustyoulosiartongineand - ves [ o w5, s ity o) e e 1 24
minutes? no O Y fduai y 4y sadd Jnlill Ala (B
3 25. Did t_hevattendant ensure that the carter YES g uiﬁgd’jﬁli\:iﬁfﬁ 25 3
bolt is tightened and there are no leaks? Nno 1 N el
26. Did attendant carry out the following Lilaall Cla gaill o) jaly alagdll A8 226
complimentary checks: -a i)
YES s
31a. Battery Water top up no O Y ihdLils 31a,
na O sy
ves
31b. Coolant Water top up NO D b coolant/aall sle Ailal 31b.
na [ by
ves D~ N
31c. Auto Transmission Fluid top up NO D b R )LP u) i‘ﬂ\fa’ 3te.
(0 a7
wa O sy
YES pad
31d. Brake Fluid top up no [ ¥ doil ey dila) 31d.
na O sssy
ves I
31e. Gear Oil top up no O Y oA iy sl 3l
na [ abiy
ves K
31f.  Airfilter cleaning NO D b ol sl b Cadais 31f.
NA [ sy
ves [ ~
31g. Wiper Water top up Nno O y a3 Slabind el il 31g.
na [ abyy
Yes Xl
31h. Clean engine using air gun NO D Y el edae pladiuls o sl Cilan 31h.
na [ sy
3|27 Were any of your questions related to :‘(E)S % e’; daluidll dlilind e sl e 2‘%—?}“ _u.: Jds 27 3
lube change answered? Sy i dslesy
nva [ ssiy ‘
3 28. Eqi;j (t:r:? gtaff place the mileage sticker in :KE)S % ?: jmémiimﬁﬁ;ﬁ 28 3
' na [ ssiy el
ves A
4 29. Were you offered a receipt voluntarily? ~ NO O Yy L bial Wil Sy e e db .29 4
nA [ by
5.  REST ROOMS AND MOSQUE speuall g (pLash foudl $) dal M g 5
Scores Critical Areas Faubud) alaall el
3 30a. Were they adequately stocked with all YES B iy el e i) ey 5 jene <iS b 308 3
necessary supplies such as soap? NO D ¥ e siwall Jia
nA [ iy =
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Scores Critical Areas Tl L2l BRIHY]
ves d =
30b. Were they adequately stocked with all O e: A somall e jlisall asans s jeaa il da 30b
necessary supplies such as toilet tissue? NO Sl gilf (5 199 Jie
Na [ gy
30c. Were they adequately stocked with all ves [ o sl e Sl gaens 5 e lS da 300
necessary supplies such as paper towels? NO D ¥ 4 13 Al Jia
(paper towels are not required where fully Clddae g die 4yl e 48 4l ailiall)
operational hand dryers exist) N/A Gakdy Y (Y 3
B ()‘ . ]-. - -
31a. Were sinks clean? ves A px Sl o ,flf‘l:” ‘u"tSLSdT |.31a
require comment when marked ‘No’ no [ ¥ grasll o YT ALY a1y
nva [ gy
- i —
31b. Were mirrors clean? ves [X p Qg %U:\ 'wts < 31b
require comment when marked ‘No’ Nno [ b gl (o2 0 "Y' Ayl cals 1y
NA [ sy
R IR { -es -
31c. Were hand dryers clean? YES m pr . ;1’ "s"f?’,,gfu:‘rfl_s dh 31c
3 require comment when marked ‘No’ No [ Y gl o2 MY Ay s 1y
NA [ sy
- - T e
31d. Were dispensers clean? YES px m‘:"‘ Uﬁhfn ,ﬁhiu ULS dT -31d
require comment when marked ‘No’ NO D ¥ gl oo MY 4 Y s 1y
nva [ gyy
ves Bd
31e. Were toilets and urinals clean? NO D ¥ Fhadas Joal Sl culS Ja 31e
nva O gy
32a. Were doors clean? YES m pud ol ?‘uf&,:‘f‘”w Uls dﬁ. -32a
require comment when marked ‘No’ no [ ¥ gl o Y Ay gy
NAa [ gyy
ves i
32b. Were walls clean? Nno [ N faadai el CailS Ja 32p
NA [ sy
ves I
32c. Were ceiling clean? no [ N el il IS s 32¢
na [ aayy
YES asi
2| 32d. Were vents clean? No O ¥ Yagdas Ml culS s 32d
na [ gy
R A o o
32e. Were floors clean? ves [X P Ll "u'#u,, },"taﬂ“ LS JT ‘.32e
require comment when marked ‘No’ no [ ¥ Cm il oa o YT ALY s 1y
NA [ Gauy
ves I
32f. Were baseboards clean? no [ ¥ faduba saclll & o sl )1 cilS o 32f
NA [ sy
ves M
32g. Were grout clean? no O v Sl LI S s 329
NA [ syy
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Scores Critical Areas At gl Jataily
YES pi _
33a. Were trash containers clean? NO I:] b (‘u.dm Akl S calS o .33a
NA [ @y
2 - 2
ves i
33b. Were trash containers not overflowing? NO O ¥ fhnis e Al ciysls <ilS dr 33b
NA [ abay
ves A o .
2 34, Was the restroom smelling clean & NO D N Lﬁ‘ O5%) Adaie g AL alaall dai ) il Ja 34 2
fresh (without any offensive odor)? $(plenll B Agy S Aadl
NA [ ey
3 Jand slaall b <ol peadl) ases cuilS da |
35. Were all the facilities inside the ves A gl = s 35
restroom in good working condition? L. w4 e
2 require comment when marked ‘No’ no [ ¥ gl 2 MY AdaY) s iy 2
NA [ ey
; 9(5) Caai aaall dcl 5 e S
36. Was the Mosque premises clean? ves [ o ( ), ):J\ ' ,,;T, I\_:JL:;,“ELS%; .36
2 require comment when marked ‘No’ Nno [0 Y el A ) S 2
NA A ey
Comments: slaasiall [ galedll
FOR OFFICE USE ONLY Lagd Cigall aladiu N
Aldacal) Jalail) LA oY) sl . .
Y : : i)
h ACTUAL SCORE | maximum__ | Eaation P

Approach and Cleanliness Adlasll 5 o BYL |1

Greetings and Initial Checks | A s¥! il y s 1 |2

Appearance and Behavior of

Staff Oyl s sge 13
Service daall |4
Cleanliness - Restroom and Glaboad) — 48l |
Mosque Al g

TOTAL £ gaall
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ADNOC DISTRIBUTION B

AL FAISAL §/S - 770
KING FAISAL RD
SHARJAA -

DESCRIPTION a1y  PRICE
VoyagrSilvertl 4,00 14,00

TOTAL

CASH PAYMENT

Yau vere served by :crato
DATE £1/09/2012 20 97/ T1 33 01

Thanks for Shopping ......

F

TOTAL
56.00

56.60

,56-00 :

8458

SERIAL NO.

3

7

4







