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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center w
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SHOPPER CODE DATA ENTRY EDITING CSA SR.#
Name Number | Name Number | Name Number
{003 Armon | SOS| HEEN
Gender Height Built _ Ppectacles Beard | Mustache] Ethnic Groups
M| F [T[M][S]|TIMIF [Yes [ No [Yes | No | Yes | No [indian [Pakistani|Filipino [Expat. Arabs]| Others:
N OOROOKOORROROX O O O O
EMIRATE V;zztlz’n“ AbuDhabi |  Dubai Sharjah Al Ain g’:;l“a:" Ajman Kﬁ:fm‘:h Fujairah
O O O O O O O | X O
SITE iD Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
glgs| ¢l¢ | ols |8B1|oo]| o]l ol [16:48 1314
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
st TR O 0O 0| veT O O 0O a O O
1. APPROACH AND CLEANLINESS ;aéua:.xu gbﬁ}" A
Scores Critical Areas gl oYl gy
ves B . O ot 3 .
1. Was there proper sign to the Lube no [ g dghie Je AVl daalgda dellia G a1
changing bay? PSR Ve
nva [ adbiy
| _ , YES 2 [
3 2. \é\:s:ntir:zd%be changing area clean an no [ Y SRy Akl Cy M i dikeciS o 2(3
na [ sy
ves 1 = . ;
4 3.  Was there any oil leaking and falling on NO N Sloae Fgg o gl dia S da 3 4
to the floor of the lube bay ? ‘ Sy M yaaad Aadaie 3 (m )Y
na [ sy ?
YES o
2| 4. Were the waiting area and table clean? NO [ ¥ eagulay & Ualt s Usny) ddhie S a4 |2
nA [ by
Was the tel h ves B
2 5 Woiiinge?te evision in the waiting room NO D N ¢ syl 4 2 @J—u—}dﬁ)ﬂu‘ S 52
NA [ sy
ves X] o N ,
6. Was the board displaying complimentary o Al lgle et Al dallculSda 6
services neat and clean? faalal ¢ Aui ya dilaall Cileaall
na [ sssy
2. GREETINGS AND INITIAL CHECKS S g Sl g cua 8l 2
Scores Critical Areas Al cilaall Laail
3| 7. Was there any delay in approaching ves [ prd ANl 8 el gl e S s 7 3
customers? Nno [X ¥ ol sl gad als gall
8. Were you greeted in a friendly manner ~ YES pd sl G dg s dhca il s 8
(pleasant feeling)? Nno [ y N (B

5| If no, please describe behavior: Was it
arrogant, without any expression, normal

oS Jda ukjd‘d}luumyézbj N1

(e plaill go A )5 adh aaly

¢
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Scores Critical Areas Apaalt L) L&UT,
9. Did he guide your vehicle for positioning  ygg [¥] j Ll oSl I s o Cada ol A3
3 at the stopper and asked you to switch . ™ ::” v . ‘f‘ & 2 . 5 e dA 9 3
the engine off? Nno [] ¥ e paall ik of elia calha g 5 5Ll Galiyy
10. When asked by customer, was the % . SIS da cdrandl e als gall s Lavic 10
5 attendant knowledgeable of different YES = :ti:!‘ < ‘J'Jﬁl c_'l:: / ‘)j;j .!19."“ e ’ 5
grades of oil, filters and their relative Nno [J Y e i toy . A
benefits? flede JS il
YES ] : . .
4| 11. Did he offer the waiting area to you? NO E 'i: oMYl 48 e B e (ae da 11 (4
4|12 D ine staffthank you as you were . L'_IE Ty T L S Gl s e 12 |4
3. APPEARANCE AND BEHAVIOR OF STAFF (S oby Cpiligall gl 3
Scores Critical Areas Al ) Jladl
. YES P
3 13. Z\rljzcajsti?;)umform of the attendant neat NO D Yy Gl ealal il gl Gl S s 13 3
nva O geyy
Yes [J i .
3| 14. Was the attendant wearing visibl NO q ek Ay (65 5 3 g sl il gl IS Jn 14 3
nametag? 12 - a5 danl Lale
No nNeme Tat NA [ sy
YES pal .
3| 15. Was he able to communicate with no [ y &o Jual gl e 1508 Gala gl S Ja 15 3
customer? o5l
NA [ smsy
YEs R
4| 16. Was staff courteous / friendly? No [ Y ekl bl IS s 16 {4
L NA [ sy
4. SERVICE ZURESIY'|
Scores Critical Areas ) Laas]
: at LA sl Cals gall L8 .
17. Did attendant check whether you need YES px ,‘f’ u uﬂ sa L }‘d ﬁ S A7
3 t lete oil ch e? D O ﬁ‘ <yl ALy CL‘“ 3kl 3
op up or complete oil change? No [J v e sl
3 18. Did attendant check with you whether ~ YES [X] prd L8 S 1Y Led lie Cali sl 38a3 Ja 18 3
only oil is to be changed or oil with filter? € ka3l A dads ey 1 g
NO b I a B
19. Did he check using gauge the quantity ~ YES X pad Al Syl (5 slee Gy il sl JE b 19
3 required to be topped up and informed Gy Al 3l s ) ol il 3
you? No [] Y Sl il i)
PO Sl ol e BEaall el fald o
3 20. Did the attendant check for oil leakages YES Iz p wj: ‘_/'f,‘i il D}ij e 20 3
under your car from filter and drain bolt? Nno [ y S e L3
Sy 3l
3| 21. Did the attendant drain the used oil ves [X] M el Cy 0 S gy il gl aldda 21 3
completely from your car? No [ ¥ il (e
2| 22. Did he ask whether you want the engine  YES M i padl Qe a5 o) il Ja 22 2
to be flushed and did it if you agreed? Nno [ Yy feligdl go Jls 6 clly
3| 23. Did the attendant fill the correct grade as  YES [X] pxd ol A, 5 Al Cali gall Q6 Ja 23 3
you requested? Nno [ y Tl Al daaall
2 +
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Scores Critical Areas L) ¥l Liail
24. Did he request you tostartengineand  ygs [X] A aS iy ol jadl Jsdy o g o e il Ja 24
3 leave it running for one and a half s 2ads saa Ll Alls g 3
minutes? no [ N fihualy 432 52l Jril «*
- a3l A8 e Al gebia o) (e il gall 2SE o 25
5| 25. Did the attendant ensure that the carter ves K f }.:):xmﬁu j}‘[‘:& ‘ﬁm w3
bolt is tightened and there are no leaks? NO D N eyl
26. Did attendant carry out the following Llaall Gl sadll ol als calagall B o 26
complimentary checks: LAl
YES IXI
31a, Battery Water top up no [ ¥ iyl iiial 31a
nva [ sy
YES p
31b. Coolant Water top up no O N coolant/a sl sl kil 31b.
va [ sy
YES - ) A8 jall Jis ALl
s e i
31c. Auto Transmission Fluidtopup  No [ y VAN s 3fc.
(L sanait i)
na [ ks y
YES ool
31d. Brake Fluid top up no ¥ el cuyiilal 31d.
na O sy
ves Kl
31e. Gear Oil top up no O b o Al /ol Adl) 31e.
nva O sy
YES ol
31f. Air filter cleaning no [ ¥ el sl wbs  31f
na [ shuy
YES o
31g. Wiper Water top up no O Y el labinad ol L) 31g.
na [ sbuy
YES o
31h. Clean engine using air gun NO EI IR PEYCWIR EEC IR JERI B 31h.
nva O sbuy
ves [ e .
3| 27. Wereany of your questions related to ] G dibid e ol e WYl aada 27 3
lube change answered? NO . Sy 3l s Aleay
N/A Gy ¥
. , T ves K s e Gebopancilisdiids 28
3 28. a: ér;? ;taff place the mileage sticker in NO D e L 3l Adlall /) i S 3
na O skiy 5o
ves [1
4| 29. Were you offered a receipt voluntarily? ~NO I Yy Shial 2Mid Jag e e da 29 |4
9 Hap To Atk For THe REcigpr NA [ 3y
5.  REST ROOMS AND MOSQUE aeaall g (laadl sl g5) Aol il i 5
Scores Critical Areas Al Ytaall e
YES i 3
30a. Were they adequately stocked with all ?’;’ 3 g el o Hliall aeny b 3¢ <l Ja 30a
necessary supplies such as soap? NO o gball Jia
A [ @iy =
+ 3
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Scores Critical Areas Al c¥a PAH]]
ves B . e
30b. Were they adequately stocked with all no [ P: Qs rall il iuall asan 5 g2 <ilS Ja 30D
necessary supplies such as toilet tissue? Sl gl g 199 Jia
NA O syy
30c. Were they adequately stocked with all YES IX] i sl cileludl & 8 e ilS s 300
necessary supplies such as paper towels? no [ v 48, ol Cadliall Jia
(paper towels are not required where fully Glsiaa 895 vie 4yglhe e 4l —adliall)
operational hand dryers exist) Nva [ abyy (A9 )
: 2,55 Jubal calS
31a. Were sinks clean? YES o Ll —"\J':JZL;‘JIL? _g‘ama
require comment when marked ‘No’ no [ ¥ gl oo AR R
nA O gy
; 203 ULl s
31b. Were mirrors clean? ves [XI px Ll g :t:lyrf ,SJT."Mb
require comment when marked ‘No’ Nno [ b P Al S
NA [ sy
5 . ?J o . R ‘ -t - "S
31c. Were hand dryers clean? YES pr . _?"Lﬁ qfé:’"’”‘:;‘u .‘sd'r_ |'31C
3 require comment when marked ‘No’ Nno [ Y gl o Ayl il iy
nva [ gy
e s faadas o) aliall Sl culs
31d. Were dispensers clean? YES = o o ,,y;'i L;y;u _lsdT."31d
require comment when marked ‘No’ Nno [ Yy gl o2 MY Al W) il 1y
NA [ sauy
YES pai
31e. Were toilets and urinals clean? NO D ¥ fhgday Sl S S Ja 31e
NA [ syy
v . ?" . .. ‘ A ‘ -
32a. Were doors clean? YES g g “'f?"‘" ’Lfyﬁlisd‘: {323
require comment when marked ‘No’ Nno [ Y aasl o Y Al S 1y
nva [ sy
YES pad
32b. Were walls clean? no [ y g sl cilS s 32p
Na [ sy
YES pad
32c. Were ceiling clean? Nno [ y Sy Gl oS Js 32¢
NA [ gy
ves Kl .
2| 32d. Were vents clean? no [ ¥ faiday Ml @il Ja 32
NAa [ ghuy
32e. Were floors clean? YES m i 2 all " ,.?km\f;r“ﬁs&: |.32e
require comment when marked ‘No’ Nno [ ¥ sl o Gyl s
NvA [ sy
YES axd
32f. Were baseboards clean? NO D N Pagdai sac la)) g failadh i) el Ja 32f
nva [ ghuy
YES axd
32g. Were grout clean? Nno [ N Tl LU (IS s 329
|| nva [ sayy
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Scores Critical Areas Tl Y aall AT
ves K|
33a. Were trash containers clean? NO D N syl daladl) iyl <ailS o 332
9 NA [ @iy )
ves [ ~=
33pb, Were trash containers not overflowing? NO O 3 fhiaild e Adadll clds cilS da 33b
NA [ gy

YES pad
) 34. Was the restroom smelling clean & no [ N c,s‘ Oah) Adinia g Aapkas lasdl datl ) il Ja 34 2
fresh (without any offensive odor)? $(alaall B Ay S Aadl

NA [ iy
: 3 alaall il el uan S
35. Were all the facilities inside the YES [ o Jand pleall (B ol e e&?: dsdi .35
restroom in good working condition? . w4 e
2 require comment when marked ‘No’ no [ ¥ g sl a2 YT ) s ) 2
NA [ sy
4 3 (5 aulss daeall dcld | Jae oAS
36. Was the Mosque premises clean? YES o (a). N ";'Lﬁﬁlsﬁ.%
2 require comment when marked ‘No’ Nno [0 ¥ gasill o2 YT AR 2B ) 2
NA [ ey
Comments: sciUaasial) [ gabasl)

CSA  (ahs NOT  LIEANG A Name Thln 12

FOR OFFICE USE ONLY Jagd (aicalf eu;‘u‘!
Hlaccalt Jaladh LAl ey ) .
9 : ion: ¢ )
% ACTUAL SCORE | _ maximum | ramater P
Approach and Cleanliness Adtdaill g ol y8YY |1
Greetings and Initial Checks LY il 5 o A |2
Appearance and Behavior of s el .
Staff Onida sall Al s el 13
Service deasll |4
Cleanliness - Restroom and lalaall — dalkall
Mosque el
TOTAL £ saaall
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SERIAL NO.

4|6

ADNOC DISTRIBUTION
CORNICH $/5 - 895
CORNICH AREA Tel:07 2332646 PAK

x‘u,...u...-a,.-. Y pp i A W iy My A Wk e e ey W R I P

DESCRIPTION QTY  PRICE TOTAL

VovagrSilveril 4,00 14.00 56.00
Corolla/Camry 1,00 25.00 25.00
TOTAL £1.00
CASH PAYMENT 81 .00

oU were served | by Operator 2
UDATE 0R/06/72012 17:172 T a5 07 4734

THANMES PO SHOFP I MNG

-

6/6/2012







