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A
PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center w
Dabu! Emarat / O & 5/ S Eppco / Enoc / E 453 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
£ @70 Name u Number | Name Number | Name Number
2 Vouls,  T2v09 | (hanly 1346 | e E=NE
Gender Height Built _ [Spectacted Beard | Mustache] Ethnic Groups
M F [T M]S| T IMJF |Yes[NoJYes{NoJYes]| No |indian [Pakistani|Filipino [Expat. Arabs[ Others:
NOONOOBOORORO®K O O O O
EMIRATE V‘é::‘;:‘" AbuDhabi |  Dubai Sharjah Al Ain g:“:l"ai‘:" Ajman K’;:ism‘:'h Fujairah
O O O O O O O R .|
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
olglyls] o9 ] o [ 214 [ olf | ol A2.4 332
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 O 0O O 0O X vIsIT O O O O le O O

1. APPROACH AND CLEANLINESS :ﬁmﬂb g\)ﬁ\‘}\ A
Scores Critical Areas Al claall Jalaily
ves ]~ - .
1. Was there proper sign to the Lube no [ g Ghie e AYalldsalgaa Jellia g€ ds 1
changing bay? oy i s
nva [ gy
. YES pu!
3 2. \é\ig:;;c:(lj%be changing area clean and NO D Y e digai cu s dikiacilS da 2|3
wa [ ahuy
vyes [ o . f
4|3 Wasthere anyoil leaking and fallingon 1 13 q e aedoyculamigldia gsds 3 4
to the floor of the lube bay ? e M s ddhaie (& Y
na O by i
YES ax
2| 4. Were the waiting area and table clean?  NO O Y Caialat A Uall g Uit dslaie clS a4 12
nva [ skuy
o e telovison i the wait ves 1
2 5. Woariitnge?telewsmn in the waiting room Nno [ g Y A 3 e Osll S Ja 512
nva O say
YES PN ax oo R
6. Was the board displaying complimentary ] q Al Lo jelad Al da il S s 6
services neat and clean? sl g A e Aglaadl laaaldl
na [ sy
2. GREETINGS AND INITIAL CHECKS ) el s a2
Scores Critical Areas Alea) SYLaall alashy
3| 7. Wasthere any delay in approaching ves [] px pdfl 8 b pali ol s S da 7 3
customers? Nno [X Y Sorbl gat als gall
8. Were you greeted in a friendly manner ~ YES P cslul) ddsda e il ids 8
(pleasant feeling)? Nno [ Y ¢ (z s
S Cabh gall O gl a3 a8 glay <Y 1Y)
5| If no, please describe behavior: Was it U‘ ;Lj: . ﬁ . }31 j;f T s
arrogant, without any expression, normal G R 08 O () A e
etc..... ?---CJ‘
+ 1 +
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Scores Critical Areas Al eyl BATH]
9. Did he guide your vehicle for positioning  ygg g M il < Sl Gl B Js
3 at the stopper and asked you to switch N < . . i . O 13
the engine off? NO D v Sl el of i b g 3 bl alayy
10. When asked by customer, was the "7 ; 1S Liandl e ik oall Do Land
5 attendant knowledgeable of different YES p ﬁ| df ‘ 3 \:“J ‘).?X d]}u .10
grades of oll, filters and their relative No [J y = o Sl s i e s . 'Jc S
benefits? fleie JS il 45
. YES (X ;
4 | 11. Did he offer the waiting area to you? N(E)S ‘: FEIYI A8 e b s elle (e Ja 11 4
12. Did the staff thank you as you were Yes B} et N .
4 leaving? NO D q ?Jéh.:&.\ﬁ@dl‘)&gt_da)d|ebda§ 12 14
3. APPEARANCE AND BEHAVIOR OF STAFF tagSslug Cuiligall elia 3
Scores Critical Areas Al cLaalf Jaash
13. Wasth if f the attendant YES E =
. as the uniform of the atte! t . .y
3 and tidy? I neamneat N O ¥ e Gl pealall cabagall il S s 13 (3
Na O sesy
ves [ : .
3| 14. Was the attendant wearing visible no [] ‘N; Dby A8lay (625N g gall il gall S o 14 3
nametag? ' @ S 5o 5 dand Lgde
na O sy hud Sod aeX woad
o YES p . i
3| 15. Was he able to communicate with no [] q &o dialsll e 1,08 Cala sl S Ja 15 3
customer? o5l
NA [ sbsy
YES ax
4| 16. Was staff courteous / friendly? No [ Y fladal/fa gy calapadl S Ja 16 |4
NA [0 ssyy
4. SERVICE sdaadl) A4
Scores Critical Areas i R;AL:‘B:‘I\AA! T
- 4. IS ) i) il b gl A
3 17. Did attendant check whether you need YES o w U iﬂﬂ L3 LAY i: _ﬁ Lj A7
top up or complete oil change? 0 y e Sl ALY pliats 3
NO ¢ JalslL
3| 18. Did attendant check with you whether ~ YES B ox 8 S 13 Lagd i (il gall (3325 o 18 3
only oil is to be changed or oil with filter? ng  [] N IS PRTRA IR At RCIES L
19. Did he check using gauge the quantity ~ YES [X] aad @il Co 3l 6 e Gl ala gl G a0 10
3 required to be topped up and informed o Al Syl S N el ugall 3
you? no O Cellhy il 5 Ll
P On el Gl e Gasalls iyl L
3 20. Did the attendant check for oil leakages YES EI e wﬁjft: s " . }\ij Jbi 20 3
under your car from filter and drain boit? Nno [ N Sl sabas U (e s ladl i
Sy
21. Did the attendant drain the used oil ves X P sl 3l JS & i i sall A6 Ja 21
3 & 3
completely from your car? No [ Ny el Sl e
o | 22. Did he ask whether you want the engine  YES p s el Jae oy i o il Ja 22 5
to be flushed and did it if you agreed? NO E] y Celidd) o Jls el
3| 23 Did the attendant fill the correct grade as  YES B Cu sl da o/ 5 ALl Calagall Q6 Ja 23 3
you requested? No [ y fleidls Al dapaiall
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Scores Critical Areas ) At YLl Liaist
24. Did he request you to startengine and  ygg o aS o aall (i o5 of e s Ja 24
3 leave it running for one and a half 0 i s A8 2ad) Jall Alla 3 3
minutes? NO k! 5 g «*
3 25. Eid t.he.attendant ensure that the carter YES o wﬂﬁﬁﬁﬁuﬂi&% ﬁ:ﬁ 25 3
olt is tightened and there are no leaks? NO D N ecu sl
26. Did attendant carry out the following Lilaal) Cilia gadll el jaly il gall QB Js 26
complimentary checks: -l
YES pod
31a. Battery Water top up no O y ikl lils 31a,
va [ sy
ves XI m
31b. Coolant Water top up NO D ¥ coolant/a ull ¢ls 4l 31b.
na [ sy
ves Bl o YRS jall U len 3 ALl 31¢
31c. Auto Transmission Fluidtopup  No [ y ¢ (c;ﬁe;»i\)ﬂ\j )
wa [ sy
ves X
31d. Brake Fluid top up no O ¥ Jelllcys sl 31d.
va [ assy
ves X
31e. Gear Oil top up no O ¥ ool [mllcyy sl 3e.
na [ ahiy
ves K1
31f.  Air filter cleaning no O v el sgll Jilé Calas 31f,
na [ iy
YES o2
31g. Wiper Water top up Nno 1 N ol cilalinal ol 2il) 31g.
NA [ ki
YES ox
31h. Clean engine using air gun no O Y elaell Getsa aladiuly el Cidat 31h.
na [ abny
4| 27. Were any of your questions related to ::)S ?‘; dalaiall Silind (e Qﬁ :‘-.éléw Lw Ja 27 3
lube change answered? S i Aden
va [ sy
3 28. ai: (t:r;? gtaff place the mileage sticker in ;I(E)S % é"; Ji Au;_i%:_dﬁi:\d;ﬁ)‘jﬁ 28 3
' va O adsy €5
ves Kl
41 29. Were you offered a receipt voluntarily?  NO | y Sl w2 Jagdlle a e db 29 14
A [ sy
5.  REST ROOMS AND MOSQUE sl g (alaad fll ) Al ig 5
Scores Critical Areas o) el s
3 30a. Were they adequately stocked with all ves & & g pdall e il asens 3 jeme <SS Ja 303 3
necessary supplies such as soap? NO D ¥ SO glall Jia
va [ iy =
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Scores Critical Areas D @Y Jalaist
] YES pe o ot .. .
30b. Were they adequately stocked with all EI " A5 pdall il Bl & 5 e S Ja 30D
necessary supplies such as toilet tissue? :; D e Cull i) (5 99 Jie
30c. Were they adequately stocked with all ves [ ard s mall Cle Jliudl) aams 5 jeme i€ U 300
necessary supplies such as paper towels? NO D v A8 5 o) Ciiliall Jia
(paper towels are not required where fully _ Gldiase 855 die dylhas ye 44 ) ailiall)
operational hand dryers exist) N/A Gebiy Y (A1 A
31a. Were sinks clean? ves [X] pud o ’ ,,Y:}“L‘:;'C“‘SLST "313
require comment when marked ‘No’ no [ ¥ il o2 MY Ada Yl il 1y
NA [ iy
- R —
31b. Were mirrors clean? ves aall o g \:,v‘f;‘uj\-f-gl?‘.31b
require comment when marked ‘No’ No [J b oAl o Y syl oS 1y
NA [ sy
- ?"' ].. R ‘ PR - o
31c. Were hand dryers clean? YES = ol - g-\:\éful:\:;\ulsﬁdr 1'310
3 require comment when marked ‘No’ No [ ¥ g sl o2 MY A S 1y
NA [ gy
3 faadny ) pbalt CLSle cuil
31d. Were dispensers clean? ves I . }3“_“ bl "Y':J' L;Y!u ,lSdT.“md
require comment when marked ‘No’ NO D b T > Gl s )
NA [ gy
YES prd
31e. Were toilets and urinals clean? No [ N ke Sl L& culS s 31e
NA [ gy
s faadas (ol oY Calsg
32a. Were doors clean? ves 4 pu . j,y,ﬁ iyy‘uj 'LSJT' "328
require comment when marked ‘No' no [J Y sl o2 YT ARy s 1y
va [ sy
ves I o
32b. Were walls clean? no O oy Pk Jandl culS Ja 32b
NA [ sy
YES pd
32¢. Were ceiling clean? Nno [ ¥ fulas Cadadl OIS Ja 32¢
Na [ sauy
YES axd
2| 32d. Were vents clean? no O v faa,ks MU ulS Js 32d
Na [ ghuy
; fdada Gl Y Calg
32e. Were floors clean? ves A il sy Liyr‘j ‘LSJ:-JPZG
require comment when marked ‘No’ no [ b S PR s
nva [ sy
YES pad
32f. Were baseboards clean? No [ y ki sae Wl o /hiladl 1) 51l Ja 32f
«
Na [ gsuy
ves A
32g. Were grout clean? no [ ¥ feulas L3I 0IS Ja 329
NA [ by
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Scores Critical Areas Al Y aalt PRI
YES @]
33a. Were trash containers clean? no [ ¥ fasla daladll iy gls cilS Ja 332
) NA [ iy )
YES [ o
33b. Were trash containers not overflowing? NO E] b il e Aaladll cigla <l o 33b
NA [ ahby
YES o L .
) 34. Was the restroom smelling clean & no [ N (sh ) Aimia s Aiphai plesdl Aadl ) cilS da 34 2
fresh (without any offensive odor)? $(oland) & Ay S Aad
NA [ by
i Jand alaall 8 O gadl) asen culS o 35
35. Were all the facilities inside the YES E p ¢ o cm;o e U
restroom in good working condition? L. = e
2 require comment when marked ‘No’ no [0 v gl (o MY ALY S 2
NA [ adisy
; 2(5) ik amanall Acld o Sue (S
36. Was the Mosque premises clean? YES D o ( ), ;ﬂ\ i o L‘Lf;i_‘:ls Ti: 36
2 require comment when marked ‘No’ Nno [ 0y CanE LR 2 : 2
N/A Gy Y
Comments: sl f galasl)
FOR OFFICE USE ONLY g Ligal) esmv
Alacal) Lladl) LAl Aoy aal) - e
y N Evaluation: : )
o ACTUAL SCORE MAXIMUM valuation pid
Approach and Cleanliness Aalaill y ol BYY |1
Greetings and Initial Checks | ¥t Sl y cua 1 12
Appearance and Behavior of ol gall by sekae |3
Staff ’
Service ianall 4
Cleanliness - Restroom and Clabaall — AL |
Mosque 2xall
TOTAL £ ganall
5
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ADNOC DISTRIBUTION
IBN MAJID S/S - 843

7 :
RAK. Tel: 235 4 234

DESCRIPTION QTY  PRICE TOTAL
VoyagrSilveriL 6,00 14.00 84.00
TOTAL 84.00
CASH PAYMENT 84.00

You were served by Operator 1
DATE 05/08/2012 22:20 T1 81 01 5996

THANKS FOR SHOPPING

SERIAL NO.







