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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center w
O i w Emarat 10 @y Eppco / Enoc | 4 a5 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
2015 [2xa 3o\ | Sala  anel [Hgleeem|olo]tllq]g A
Gender Height Built  [Spectacle§ Beard | Mustache] Ethnic Groups
TIM [S|T [MIF |Yes|Nol|VYes] No Yes] No llndlan [Pakistani|Filipino [Expat. Arabs] Others:
Western . . : . Umm Al . Ras Al L.
EMIRATE Region Abu Dhabi Dubai Sharjah Al Ain Quwain Ajman Khaimah Fujairah
O O O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time in Time out
&l 1% | olg | i |2 |76 |oe O]t ol lesggjitsio
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 0 0 0 D visit | [0 =X O O O 0 O

1. APPROACH AND CLEANLINESS ABUatl 5 ol Y 1
Scores Critical Areas Auitul) @Yl Ll
Yes K1 a0 s )
1. Was there proper sign to the Lube o [0 8 dihie e AValldanlgdagd dlba glS da 1
changing bay? oyl il
nva O sdoy
. e W -
3 2. \é\:gasr:ir;?acl;’]?be changing area clean and NO D Y A ey Akl i dibie culS a2 |3
nA O sy
ves [0 . ‘
4|3 Wasthere any ol leaking and falingon 7 : e as gy M gl ds IS ds 3 4
to the floor of the lube bay ? Sy 3l st Ashaie (A L)Y
NA [ sy ]
ves [
2| 4. Were the waiting area and table clean? NO O y fagday A gUall g stV dshaie S Ja 4|2
nva O asuy
Was th levision i iti YES m >
2 5. Woa:iitnge?te evision in the waiting room NO D y ¢ Y1 A 2 b e Oxll S ds 5|2
na [ sdny i
ves [ . -
6. Was the board displaying complimentary 7] q il lgle el Al da il culS s 6
services neat and clean? Saagdi g 435 ye Apilaall Sleaall
na [ sbsy
2. GREETINGS AND INITIAL CHECKS A ) el g quasd 2
Scores Critical Areas Gt ¥ lal) Jalasl
3| 7. Was there any delay in approaching ves [] px IR P SR TEN L P E O S T 3
customers? Nno X1 Ny ol saa cala gall
8. Were you greeted in a friendly manner ~ YES &7 i sl dnsia i i ids 8
(pleasant feeling)? Nno [ Y ¢ (z ke
S Ja rcabs gl @ gl Coia ga a8 elay oY 13
51 If no, please describe behavior: Was it Lj e Liljx . ):; j:ﬁ c. J..‘ 15
arrogant, without any expression, normal GUE L S e N
etc..... £
+ 1 +
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Scores Critical Areas » Al Sl Jalass
9. Did he guide your vehicle for positioning YES ‘ ; Liall Sl 1 ol o il ol 16
3 at the stopper and asked you to switch 4 ! = :,:u o f"'!ﬁ _J o . . « dﬁ 9 3
the engine off? | ¥ Pl (il of e a5 ol Caligy
10. When asked by customer, was the b HS da edsenll (o il gall J g Loric 1
attendant knowledgeable of different YES m N ‘,’Jn*u L e }d - 10
5 0 g . ) ul‘).\.\sllju}n)]\ulé_)alﬁly|u!.ueh 5
grades of oi, filters and their relative NO D v - o - AR
benefits? fleda JS il 4
YES i Y. .
4| 11. Did he offer the waiting area to you? NO % ' “: ¢ eyl 4a e o olEY e (e b 11 (4
[
4| 12- Did the staff thank you as you were YES ;e € 505 i€ Ly o Sy Cila el 05
leaving? NO D N *J &Sy .9“5 o 12 (4
3. APPEARANCE AND BEHAVIOR OF STAFF S sba g Cpdl gall e 3
Scores Critical Areas Al Y Lall Jalasy
_ YES [
3 13. Z\r/@sﬁté\ﬁ)umform of the attendant neat NO D ‘ Y 905 e gl el Giligall G S s 13 (3
NA [ gy
YES [ | .
3| 14. Was the attendant wearing visible No [ q ek Ay (63 5 3 g sl il gl IS Ja 14 3
nametag? I 7 3o 5 danl Lgile
nA L gy o kg in
YEs [ .
3| 15 Was he able to communicate with No [ g &o deal il e 108 ol i IS Ja 15 3
customer? SESY
NA [ sy
ves K]
4| 16. Was staff courteous / friendly? Nno [ Y Sladal/la ga s Cila gall 1S U 16 14
NA [T guy
4, SERVICE I daadll 4
Scores  Critical Areas 7 - Lol cved  LGW
’ “3S ) 3aailly ol odl W o 17
17. Did attendant check whether you need ~ YES L] [ TR u)’-d o }A i
3 top up or complete oil change? ’ S5 e o Sl ALY plias s 3
pup P ge: No [ N ¢S
| 18. Did attendant check with ypu whether Yes [¥] oo 2 n S 1Y Lad dlia ikl Gisi s 18 3
only oil is to be changed or oil with filter? No [ . Yy €Al g ey 3l ol ad g 31 sl
19. Did he check using gauge the quantity ~ vES [X] pr el3el Gl 6 S il il sl BB Ja 19
3 required to be topped up and informed : g Al A eSS I el sl 3
you? no [, Sl Glalif ; Ll
L 00l el e Gindly GG s 20
3 20. Did the attendant check for oil leakages YES m ! o Ot wiu/j_‘mt: FanTR b}ij it 3
under your car from filter and drain bolt? No [ N SR e e
| fcy
3| 21. Did the attendant drain the used oil YES m’ B Jantuall W IS i Cala gl W8 Ja 21 3
completely from your car? No [ Y Pl s (ya
2| 22 Did he ask whether you want the engine  YES Bl! P s el e S gl dile Ja 22 >
to be flushed and did it if you agreed? NO [:lI ¥ Seliddl g Jla & elly
3| 23. Did the attendant fill the correct grade as YES ; o Sl Aa /e 8 ALl cila gall B Ja 23 3
you requested? NO D y flgidh Al Al
2
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Scores Critical Areas ) Taulud) el Liai
24. Did he request you to startengineand  yes [X] a8 Ty yaal (it o of lia il b 24
3 leave it running for one and a half et 22 2edd laidl Allad 3
minutes? no O i g 428 53] Jntd) <
. ol 48 e /A aba (f (e s sall oSG Ja 25
25. Did the attendant ensure that the carter ~ YES K o ){ ,)j. =9 }A e
3 bolt is tightened and there are no leaks? o i Gl il el B e e 3
ightene en s? wo O v ey 3l
26. Did attendant carry out the following Lilaall Gla saill o) ol calasall 8 da 26
complimentary checks: sadtll
ves [
31a. Battery Water top up NO D bl Ay Ul ol AL} 31a. -
na [ sy
YES % ol
31b. Coolant Water top up NO N coolant/s sl el ddlizal 31b.
na [ sy
ves [ o Y148 all Ji Slen Cu ) ALl 1
31c. Auto Transmission Fluid top up NO D b} A )Lef‘ w)u \ ste.
(O sant 1)
na O ks
ves [XI ~
31d. Brake Fluid top up no [J Y Jaill cyyiils) 31d.
nva O sy
YES oo
31e. Gear Oil top up no OO0 ¥ oA Ll s dial 3le,
NnA [ sy
YES p
31, Air filter cleaning no O ] osed ks 31
wa [ seiy
ves X
31g. Wiper Water top up NO D ¥ cla s clalial olo 2l 31g.
na O adbuy
ves [~
31h. Clean engine using air gun NO O Y bl Guaae haaiuls o el cadai 31h.
A [ sy
ves (X T T )
3| 27 Were any of your questions related to O é’; Alaid) ilind (e ol e WY i da 27 3
lube change answered? NO S 3l il Aleny
na [ sy
‘ _ o yes Kl M- 3 e oo g s b sall B 828
3 28. 5112 (t;g? staff place the mileage sticker in NO D N A Lk bj‘:w\ Js e sLSU 3
na [ sbuy e )
ves X1
4] 29. Were you offered a receipt voluntarily? ~ NO O Y S Has 2l Jag e e b 29 14
na [ oabuy
5.  REST ROOMS AND MOSQUE +savual) g (pLead) fcsl $5) Aol i L5
Scores Critical Areas Al YLl Llal
3 ves XI 3
30a. Were they adequately stocked with all 0 e g el il Hasall arany s jeaa <iS Ja 302
necessary supplies such as soap? NO ¥ o gall Jia
va O gy
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Scores Critical Areas ' LI LA PR Liail
YES $
30b. Were they adequately stocked with all %] ' P‘;’ gl il Jlivall aany 5 jeae <ilS Ja 30b
necessary supplies such as toilet tissue? NO um Sl (Bag Jie
na [T gy
30c. Were they adequately stocked with all ves [ pa Aol Gl il auens 3 ene cilS Ja 300
necessary supplies such as paper towels? NO D ¥ p_-“ idlall Jie
(paper towels are not required where fully e 845 nie 4y ,ll:u o A —adliall)
operational hand dryers exist) NA [ Gabiy Y (GalY) i
31a. Were sinks clean? YES IX] pud i vmf;.tb:;rﬁ\sﬁjsm
require comment when marked ‘No’ NO D k| C“"""d A =
NvA [ Gy
faadas U el cuils
31b. Were mirrors clean? ves ] o o g g Z\_,)lj‘yru lsd74|31b
require comment when marked ‘No’ o O v G =
na [ sy
: Tl 01 Sliina culs
31c. Were hand dryers clean? ves I A ks Géfz(,,ihy‘u lsd“:‘ 31c
3 require comment when marked ‘No’ NO IZ] b \“’A)‘ =
N/A D Ly Y ‘1 ‘0%\ l@.d(
‘ ?‘U.Ll:.\ Lall cilikla Cuilg
31d. Were dispensers clean? YES E [ . ﬁ’“ o "\J"ui_'i;\jluj 'LsdTAI'31d
require comment when marked ‘No’ no [0, ¥ Gl > AR
NA [ gasy
ves 1
31e. Were toilets and urinals clean? Nno [0 ¢ fak Jpall 40 il Ja 316
NA [ sy
s Cagla ol W) il
32a. Were doors clean? YES m b a i .;'Y"L-—'L}\i\y;_‘j .\SJTMSZa
require comment when marked ‘No’ NO D ‘ ¥ G PR
NvA [ gy
ves K]+ a
32b. Were walls clean? Nno O vy $4iki GUaall il s 32D
NA [ sy
ves '
32¢. Were ceiling clean? Nno [0 v feadai caaull S Ua 32¢
Nna [ sy y
ves D'
2| 32d. Were vents clean? Nno [0 v faadas MUl CulS s 32d
NA [ gmyy
32e. Were floors clean? YES @ ,’ pad 2 gl 3%"?%z£§ﬁ§&ﬁhl-3ze
require comment when marked ‘No’ no [ N = e A=l
NA [ sy
YES IY],‘ ps
32f. Were baseboards clean? Nno [ N fAadas Saclll & o sl i 50 cilS o 30f
I
NAa [ gy
YES f pad
32g. Were grout clean? NO D’ N feiba L3 oIS Ja 329
| nAa [ geuy
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Scores Critical Areas L) c¥laall BAHI]
ves X] o
33a. Were trash containers clean? No [ b ?aadas Aalaill Cil s cilS Ja 33a
) NA [ @iy )
YES pad
33b. Were trash containers not overflowing? NO O 3 il e daladll cly s <ilS da 33b
NA [ iy
ves A S ]
2 34. Was the restroom smelling clean & no [ . &) %) Lliaias diplai dlaall Aad) ) S da 34 2
fresh (without any offensive odor)? flaleall 3 A S AnH
NA [ gy
: . Jand alaadl & Gl et azan <l Ja 35
35. Were all the facilties inside the YES o e e e e
restroom in good working condition? L. s e i
2 require comment when marked ‘No’ no [0 v sl o2 MY el s ) 2
NA [ aiy
H ?(5) walai asanadl AclE 5 e (IS
36. Was the Mosque premises clean? ves [ ( )_ J:A\ ' ,,;‘,’, ML‘;MUK‘\-:‘ .36
2 require comment when marked ‘No’ Nno O ¥ st 2 kL 2
NA K] @iy
Comments: sclBBadtall / galadll
FOR OFFICE USE ONLY Jagd Cigal pladliuy
Agall Jala3) Lial ey aal ]
o, 3 I . 0
o ACTUAL SCORE | MAXiMum | aMHatior: e

Approach and Cleaniiness Aadail g ool B 1

Greetings and Initial Checks | A5 DSl s a1 12

Appearance and Behavior of

O sl by sedae |3

Staff

Service ESENI )
Cleanliness - Restroom and habaall ~ Adhdl |
Mosque Ascall
TOTAL & gaaall
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L. ,: - SERIAL NO.
38 |7
ADONCOC DISTRIBUTION
FISHER MEN S/S-781
KAL3A - FuJ RDAD
FUJAIRAH,NE
DESCRIPTION Q7Y PRICE TOTAL
YoyagerBronz4L 1,00  50.00 50.00
YoyagerBronziL 2,00 13.00 26.00 .
TOTAL 76.00
CASH PAVMENT 76.00
You were sarved by Operator 1
DATE 12/08/2012 11:10 T1S2 01 6845
THANK YOU







