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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center &
[ i w Emarat 1O s Eppco / Enoc | B @y Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR.#
Name Number Name Number | Name Number
108 heoory | SONT T 1 [ 1
Gender Height Built pectacley  Beard | Mustache] Ethnic Groups
MI]F |[T[M][sS|TIMIJF Yes | No | Yes [ No | Yes | No_|indian [Pakistani]Filipino [Expat. Arabs] Others:
ROXOONOOORORROK O O 0O O
EMIRATE V;:;:i:‘ AbuDhabi |  Dubai Sharjah | Al Ain o | Aiman ks M | Fuiairan
O O O Ol O O ¥ O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
algalal 0l 0|9 | 1ol@ ol ) | Ol8 llg45[|5:R5
07:00- 1(-):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
vt T 0 K O O wsr | R O O O O O O
1. APPROACH AND CLEANLINESS A8 Y 1
Scores Critical Areas Aulad) ¥l e
ves X o o s .
1. Was there proper sign to the Lube no [ q dhie Jle VM As i jiaddin g8 da 1
changing bay? el s
na [ sy
_ ves B o
3 2. \g::r:.ir;z(ljt;be changing area clean and NO D Y A ey ki M s Aikie S J 213
na [ sduy
ves 0 = . . .
4|3 Was there any oil leaking and falingon 5= q e ae syl e gl dia g8 Ay 3 4
to the floor of the lube bay ? = Su M s Aahaie A LY
va [ shuy j
ves )
21 4. Were the waiting area and table clean?  NO D ¥ fagday A ally syl dzhie cilS Ja 4|2
nA O sy
5. Was the tel ves B *
2 Woe:ii;ge?te evision in the waiting room NO D N ¢ syl & 2 i Jars sl S a5 (2
na [ aiy
ves [ = . .
6. Was the board displaying complimentary s [ q Ladilgle sl Alasdlcuis da 6
services neat and clean? Saadad ¢ A pe Agitaall Claaadt
na B3 sy
2.  GREETINGS AND INITIAL CHECKS At ) clsudall g qua il (2
Scores Critical Areas Agulad) NLall Jatailt
3|7 Was there any delay in approaching ves [ px sl 8 bl o lia S e 7 3
customers? no X ¥ Sl gaa ada gall
8. Were you greeted in a friendly manner ves [ axd A,_UL»L,) i dn e il i da 8
(pleasant feeling)? NO & Ny S (z o
TS U ks pall O gl e oo a8 2l Y 1Y)
5| If no, please describe behavior: Was it @ Lj . \_:.\A\l 53:} jiji ‘;{‘ “Is
arrogant, without any expression, normal A R 08 O LM e‘“‘;‘
etc..... .
nonmal Hud Mﬁfﬁfed‘f
J
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Scores Critical Areas Al eNLaall hﬁﬂﬂ
9. Did he guide your vehicle for positioning  ygg A il S ) el Lcabd i s g
3 at the stopper and asked you to switch o s ol i R o 13
the engine off? 1 ¥ Sl il o e alla s 3 i Calisy
10. When asked by customer, was the , IS Ja sandt (e Cils gall Jpon Lanic
5 attendant knowledgeable of different YES E - :tﬂ‘:n < ‘jn d:: / ﬁf?j ]y e 10 5
grades of oil, filters and their relative No [ T i &e}' ; i
benefits? ¥ fleda JS il 6o g
YES i s .
4| 11. Did he offer the waiting area to you? NO g\ “: § Uiyl 44 e GBI e e da 11 (4
‘j 12. Did the staff thank you as you were @755 O pd i S ey &K Calipall 6 0 42 |4
eane” udnod Seyamarifin B v - |
J 9
3. APPEARANCE AND BEHAVIOR OF STAFF (Sl Cpiligall ek 3
Scores Critical Areas Al cyLaall Jalaih
_ Yes [
3 13. Z\rllzsu?ye?umform of the attendant neat NO D ¥ U, Gl el Gl gall Gl S b 1 3(3
vA [ sasy
YES [1 .
3| 14. Was the attendant wearing visible @ No B y Dk Ay (55 3 3 g sall il sl S Ja 14 3
nametag? - §z 5 9 dandl Ledde
nefl weqfutC\J rawgha Na E Gkl Y
YES (X a .
3| 15. Was he able to communicate with U No [ Ny Eo dal sl e 108 Cala gl (S Ja 15 3
customer? sl
NA [ gy
YES X
4| 16. Was staff courteous / friendly? No [ b Slahal/lagas Gala sl IS U 16 |4
| NA [ sy
4. SERVICE daadldl 4
Scores Critical Areas Lyl YLl il
% D S e Gl il G
17. Did attendant check whether you need YES - u uu)uj _— }‘J f‘ A7
3 t mplete oil change? S0 ot el Sl Ala i 3
op up or complete oil change* No [J y el
3| 18. Did attendant check with you whether ~ YES [X] pd 2 S 1 Led dlia alh ol 3aa3 Ja 18 3
only oil is to be changed or oil with filter? No [ Yy €Al 5 w3l ol dad iy 5l s
19. Did he check using gauge the quantity@yes O pad el w3 (6 flasa ity il gall JE Ja 19
3 required to be topped up and informed — g Al A I G el gl 3
ou? S resl cheekt amythmg NO ? felly il Ll
i iooe <l 3 e GRailly Cals gall Al s
3 20. Did the attendant check for oil Ieakages YES e ;Ea).éj)‘:&ii\..u:j )le aji; :J:‘ 20 3
under your car from filter and drain bolt? NO D ¥ i fcu 3l
3| 21. Did the attendant drain the used oil YES P i Jaad Sl IS & i Cala gall 6 Ja 21 3
completely from your car? No [J Y Sl Jluw (e
9| 22. Did he ask whether you want the engine  YES [ A8y ol i 5 i€ o il Ja 22 2
to be flushed and did it if you agreed? NO [:] y $uliddl ga Jla & el
3| 23. Didthe attendant fill the correct grade as YES [ = s Sl Aa ol 53 ALl Caba ol W8 Ja 23 3
you requested? Nno O ¥ fleidh il dapaall
2
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Scores Critical Areas Azl Ll Lt
4| 24 Darereauestyoutosiantonginoand  ves [ e w5, a8 of e o 1 24 5
minutes? - no O 3 Siualy 4a sadd Joudill Als (3
3 25. Did t.he_attendant ensure that the carter YES & o ufﬁﬁd}:ﬁlﬁl:hjfﬁ 25 3
bolt is tightened and there are no leaks? NO O N e 3l
26. Did attendant carry out the following N Ll Clia saill o) jaly Calasall elf da .26
complimentary checks: -adul)
ves I
31a. Battery Water top up NO D N A ,tadl ele dilia) 31a.
na [ sy
ves Kl
31b. Coolant Water top up NQ O N coolant/a sl sle i) 31b.
TNECY
vesBK o~ )
31¢c. Auto Transmission Fluid top up NO |:| N (YISl i JLG_, uu AALml 31c.
(0 pohpanait 1)
nva [ abuy
YES X pes;
31d. Brake Fluid top up no [ ¥ doill cyy el 31d.
na O iy
ves R
31e. Gear Oil top up no O Y o nllcyy el e
nA [ sy
ves
31f. Air filter cleaning no O y gl glcwhs 31f.
NAT [ ki y
ves D
31g. Wiper Water top up no O y o 3 calinad ol flis) 31g.
nA O abiy
YES o
31h. Clean engine using air gun no O Y elsell et pladiuls sl cadai 31h.
nva [ asy
3| 27 Were any of your questions related to :is % ?: el il (e 5 e 37'\-?-‘“ u»u J 27 3
lube change answered? ey 3l s Aglany
nva [ sbiy
3 28. ?hig ér;? 2taff place the mileage sticker in :Zs % ?: Jx&mﬁﬁﬁﬁ;\jﬁ 28 3
' na O sy €5
@GP vesO  w
4| 29. Were you offered a receipt voluntarily?  NO X Yy SL LA A ey e a0 Ja 2914
| hoodTo il 0 Tho Sarepiva O sy
J J ’
5. REST ROOMS AND MOSQUE sanall g (alaadl feull 69) Aal M g 5
Scores Critical Areas N Al gl Jatastt
3 30a. Were they adequately stocked with all YES X Ay g el e ivall aren 3 3¢ il o 30a 3
necessary supplies such as soap? NO D ¥ S sall Jia
nva O gy SE—
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Scores Critical Areas L) c¥laall Jalais
YE i .
30b. Were they adequately stocked with all NOS % (”: sl Gl il aaans 3 jeae il o 30b
necessary supplies such as toilet tissue? Sadl gil) (3549 Jia
NA [ gy B
30c. Were they adequately stocked with all ves [] ond L rall e liall aans 3 jene <ilS Ja. 300
necessary supplies such as paper towels? 94,5l Chdliall Jie
Baper towels 0 D N
(paper towels are not required where fully Clidaa 85 die dygllaa e 44,0 Cadliall)
operational hand dryers exist) nva X bl Y
31a. Were sinks clean? YES 'Z g o all ﬁ‘i’\fﬂf‘ful r'\jLS "h. 31a
require comment when marked ‘No’ Nno O bl crasll oa MY LYl cals 1y
NA [ gy
31b. Were mirrors clean? ves (4 pud 2l ’ ;( .,; \f‘”” w‘s &.'3")
require comment when marked ‘No’ no [ ¥ sl o MY Alay) s 1y
NA [ sy
P ), N R - 1ce -
31c. Were hand dryers clean? ves X P . N ‘éaf,\ﬂ,,‘—:m’“ uls & .31c
3 require comment when marked ‘No’ no [ ¥ gl e MY LY il 1y 3
NA [ gy
31d. Were dispensers clean? ves X ™ Mf:m u}"LTM :_iu,,sl.., ujls & "31d
require comment when marked ‘No’ no [J ¥ Tl (o2 YT Ay calS 1y
NvA [ gy
ves M m
31e. Were toilets and urinals clean? Nno [ ¥ fagla Joutll €l @il n 31
VA [ gy
32a. Were doors clean? YES E p - ?%,ﬁ‘}lfl r'uls dA. -32a
require comment when marked ‘No’ no [ ¥ cmsill (o2 YT Al als 1)
Na [ gy
ves A
32b. Were walls clean? no O Y fib GUandl S o 32b
NA [ Gy
YEs 4
32c. Were ceiling clean? no [ N ocak Gl IS s 320
NA [ aauy
YES o
2| 32d. Were vents clean? Nno [ ¥ fAgks MUl S o 32 | 2
NA [ sy
32e. Were floors clean? YES pd L ?%f}f‘éil FM\SLSJT "326
require comment when marked ‘No’ no [ b} Gl o MY ALY S 1
NA [ sy
YES pss
32f. Were baseboards clean? Nno [ N Ak sae il & o) diladl 51 cwlS Ja 30f
NA [ gy y
ves @
32g. Were grout clean? NO D ¥ fandas B o\ Ja .32g
nva [ gy
4 +
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Scores Critical Areas Al Nl BAVHY]
ves K]
33a. Were trash containers clean? no O ¥ €k Aaladll il sla oS 0o 33a
NA [ aduy
2 = - 2
YES pad
33b. Were trash containers not overflowing? NO D b Phaild e Aalall s <3S Ja 33b
NA [ @iy
YES p2i L o
2 34, Was the restroom smelling clean & no [ N @l s Adaia s Aadas plaall dail SiS Ja 34 2
fresh (without any offensive odor)? alanll A Ay S Aad)
NA [ gy
3 Jand alaadl 8 G jaea®) aoes S o 35
35. Were all the facilities inside the ves [ el St gen 54 o
restroom in good working condition? . w4 e
2 require comment when marked ‘No’ no [ 4 g sill (o2 MY ALY S 1) 2
NA [ asuy
3 €(3) ks dadll Acld s oS
36. Was the Mosque premises clean? ves O i ( ). ;35\ ’ g &j\_:\jr‘::atsﬁ .36
2 require comment when marked ‘No' NO D ¥ ot A A : 2
NA P oadiy
. Comments: retBBadtall [ galasll
@ coA wad Nl Weawing Womo '
U
FOR OFFICE USE ONLY Lasd Ligall FAREAA N
Alacall Ll LA AcY) aal) -
9 : luation: : )
o ACTUAL SCORE MAXIMUM | CValuation el
Approach and Cleanliness Aalaill g Y |1
Greetings and Initial Checks | ¥} DSl y cus 31 12
gg)f?arance and Behavior of il sall gl y sekae |3
Service il |4
Cleanliness - Restroom and ilaleall — AdUadl 5
Mosque daecall
TOTAL £ seaall
+ 5 +
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SERIAL NO

4|4

1

t

ADNoOC

DISTRY

- AL DHIYAFA S/

BUTTION
S -884.

ALDHIYAFA AREA
AJIMAN

DESCRIPTION QTY  PRICE

VovagrsSi lveriL 4,00 14.00 56.00
Daihatsu 0i1 F 50.00 50.00
TOTAL 106.00
VERIFONE 106.00
CARD 4797456653704299

MILEAGE 0

VERIFONE NO 10008841 279
CTC 0 TTC 4875

You were served by Operator
DATE 09/06/2012 18:25

Thanks for Shopping

3

T1 83 03 2586







