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i PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center @%'
‘ b,
DC-'UU! Emarat [ [ i)/ 5S4 Eppco / Enoc | R st Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
) Name Number Name Number | Name Number
I [=nca Qeot |[<oaga | Qeopl Badd gld[23] |
Gender Height Built Spectacles] Beard | Mustache] Ethnic Groups
M F JT M ][S|T [MTJF [Yes[No|Yes] No|Yes] No |indian [Pakistani|Filipino [Expat. Arabs] Others:
XOOROOXROOROXRXOKXK O O 0O O
Western . . " N Umm Al . Ras Al -
EMIRATE Region Abu Dhabi Dubai Sharjah Al Ain Quwain Ajman Khaimah Fujairah
O O O O O ] m O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
ol A 6] ©ol6] o[ |97 | 0|0 | o]l 1Y:iq |H:
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Sa(urday[ Sunday | Monday l Tuesday IWednesday [ Thursday [ Friday

TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF

L T - T B M O 0O 0O O L__ID

1. APPROACH AND CLEANLINESS <AdUa 5 P I |
Scores Critical Areas Al cyaal AT
| YES o - .
! 1. Was there proper sign to the Lube no [ g dihie o AVl daalydagl s S a1
changing bay? Syl mas
NA [ abiy
' YES o
3 2. Z\:g:;ihzzclj%be changing area clean and NO D ¥ T ey Ak cy ) e dihie cilS a2 |3
va [ sdny
ves 0 = . ‘
4|3 Was there any oil leaking and falingon ® q e ae dgy cuill ot ol dllia K da 3 4
to the floor of the lube bay ? S M et dikaia & LY
na [ sdny ]
ves I
21 4. Were the waiting area and table clean? NO [] ¥ Caadas Al all g SUsiyi dshie calS o 4 {2
va [0 sdiy
o N YEs [ &
2 5. &Voarii:—‘hge?televasmn in the waiting room NO D N ¢ UG e 4 e il S Ja 5 |2
nA [ by
YEs ¥ m e -
6. Was the board displaying complimentary 0 y ld e ekt A Aa Ml i< Ja 6
services neat and clean? faadal A5 e Auilaall Glaaall
nva [ smny
2. GREETINGS AND INITIAL CHECKS A g Gl g cua A 2
Scores Critical Areas Dpala¥t Lol Jaasy
3|7~ Was there any delay in approaching ves [] px P - I EVENC P P P P 4 3
customers? NO ¥ Sonbll ea cals gl
8. Were you greeted in a friendly manner ~ YES E pad *—-'31“1-') Wik aaliads 8
(pleasant feeling)? Nno [ N ¢ (z o
' SIS Oa rcals gall & glis Caum g a8 2lay (Y 1)
5| If no, please describe behavior: Was it L'j e Li;x Jj; . ‘;ﬁ N J.‘ 15
arrogant, without any expression, normal & o e DIPE ¢ s
etc..... e
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Scores Critical Areas Ll ol Llail
9. Did he guide your vehicle for positioning ygg pJ A aulidl S Y il s Caba el G Ja 9
3 at the stopper and asked you to switch ‘.:ﬂ R P v . e T3
the engine off’) NO D ¥ ¢ .PAS Z:JL" J d"““ ;."\LJ "JL.-"“J‘ “—914-’..?
10. When asked by customer, was the % . Y Ja Jaeall (pe als sall J Ladie 10
attendant knowledgeable of different YES KX p ‘fk,u e Y J g
5 A . ) u\ﬂﬂbuyj\u\.;)d/&\y M.L\M?.‘G 5
grades of oil, filters and their relative no [ v g oL "
benefits? Tlgia JS 25 g
YES i .. .
4| 11. Did he offer the waiting area to you? NO % “: ¢ syl 4d e o Y elle a e b 11 |4
. 3 ;
4|2 Dy eftankyouas youvere - ¥8S T T L e il 6 12 (4
3. APPEARANCE AND BEHAVIOR OF STAFF tagS by il gall Lelia 3
Scores Critical Areas Al Ll Jatail
_ YES o
3 13. \a/\‘/%stit:ye?umform of the attendant neat NO [_-_] Y ey Gl sl Gilagall U S s 13 (3
nA [ sy
YES pes .
3| 14. Was the attendant wearing visible No [ g Dty Alay (65 5 3 g gall Calagall (IS b 14 3
nametag? R Sz 3 0 dand Lele
N/A % 35y <4 0l
YES o <
3| 15. Was he able to communicate with No [ q & deal gl e 1506 b gl K da 15 3
customer? Sosl
na [ sy
YES axl
4| 16. Was staff courteous / friendly? No [ y fladal/laga g alasddl S S 16 |4
NA [ sy
4. SERVICE daadll 4
Scores Critical Areas Ll Ll O Law
: S o wa saailly cabs gl old .
17. Did attendant check whether you need YES (X px w < )’J aa L )A] i & 17
3 top up or complete oil change? S owid ol Ca Sl AlaY Flat s Ll 3
p up p ge NO D y ¢Sl
3| 18. Did attendant check with you whether  YES bd pr 25 S 1 L i Cala gl 33s3 o 18 3
only oil is to be changed or oil with filter? no  [] y € lall g g W Al dadd 3l s
19. Did he check using gauge the quantity ~ YES [] pr il Sl (g siuse by alasall B Ja 19
3 required to be topped up and informed i Al a3l LS o pail] il 3
you? Nno [ y ey, laly y gisl)
[X b0 il oyl e Baail Cals gall L8 .
4| 20. Did the attendant check for oil leakages  YES &I a0 uﬁ “74);” o ey b’:{j u‘i 20 3
under your car from filter and drain bolt? 0 N SERsas e o=
Py i
3| 21. Did the attendant drain the used oil YES X A el i JS g i Calh gall 8 8 21 3
compietely from your car? No [ Yy el (e
o | 22. Did he ask whether you want the engine ~ YES [X pe Al e 3y caS o il da 22 2
to be flushed and did it if you agreed? No [ ¥ SliEdl 5o Jla A iy
3| 23. Did the attendant fill the correct grade as  YES e Gl da pfp 5 Adlaly cab gl M8 Ja 23 3
you requested? no [ y fleidh Al dasmiall
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Scores Critical Areas At c¥Lal) Liai
24. Did he request you to startengineand  ygg M AS T o aal) Gk o o i calls b .24
3 legve it running for one and a halif D S iami 4 3ad) il Al 3
minutes? NO b S g €
325 0u the attendant ensure that the carter ~ YES o~ “ﬂ’: ,‘ﬁ’;\/_ﬁ’;: A:{L“;;L j\iﬁ 25 3
olt is tightened and there are no leaks? no N ecu sl
26. Did attendant carry out the following Lilaadl Clia saill o) ol calapdll B o 26
complimentary checks: A il
YES o
31a. Battery Water top up NO O b i tadl ela ddl) 31a.
nA O iy
YES o
31b. Coolant Water top up no O Y coolant/s yell sle ALzl 31b.
na [ sy
YES o -
31c. Auto Transmission Fluid top up NO D b} G Sl B JLP u) ML“ 3te.
(O sganst 7
na O absy
ves [
31d. Brake Fluid top up no O ¥ dojill s dlal 31d.
va O sy
ves Kl
31e. Gear Oil top up no [ Y oo el ila) 3e,
na [ adsy
YES o
31f.  Air fiiter cleaning no [ Y gl glaks 31F,
nva O asny
ves M
31g. Wiper Water top up no [ y ol Slabiad el il 31g.
na [ aksy
ves bid  m
31h. Clean engine using air gun NO a Y ehsed) et pladiuly o el ek 31h.
W ETY
5| 27. Were any of your questions related to :ES ?: dalaial) elilind (e gl uif— 9\?1%\!\ t—w .27 3
lube change answered? T M it Adeas
na [ adsy
e -. — T "
3 28. ::;ig (t:r; itaﬁ place the mileage sticker in ‘I;ES f\: )x‘;m%;dﬁ&ﬁﬁ;\;ﬁ 28 3
' NA [ sdyy %
YES i
4| 29. Were you offered a receipt voluntariy?  no [ 3 s 2D Jeagelle (mpe do 29 14
va O asuy
5.  REST ROOMS AND MOSQUE rsvall g (plaall foudl §) Aal M i 5
Scores Critical Areas Ty Yttt PR
3 30a. Were they adequately stocked with all VES & Ay 5l e liaall paeas 3 g0 S Ja 302 3
necessary supplies such as soap? NO ¥ SCsbalt Jie
va [0 sy =
3
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@ores Critical Areas D) YLl Dlail
. ves w0 e
30b. Were they adequately stocked with all no [ g A 3wl e tiasall mans 3 jeme <ilS Ja ,30b
necessary supplies such as toilet tissue? Coall sl (399 Jie
NA O gauy
30c. Were they adequately stocked with all ves IR and g all Sl jluall san 3 e <ulS Ja.30C
necessary supplies such as paper towels? NO D v "7*-'5 288 adlial) e
(paper towels are not required where fully Gliae 845 die 4yl e 44 ) adliall)
operational hand dryers exist) NA B sy (3Y1 i
31a. Were sinks clean? YES X (o _— f ‘,,“,f‘lfwi C“ls d“. 31a
require comment when marked ‘No’ no [ ¥ Gl e R Y
NA [ sbyy
31b. Were mirrors clean? YES X g L. * ,.,‘ .,; \:"U‘m Q:ls d‘. -31b
require comment when marked ‘No’ no [ ¥ sl o MY Alayh s 1y
NA [ by
31c. Were hand dryers clean? YES m pd . ?IL > "sdf,y‘,,cfm';‘ uﬁ dA 31c
3 require comment when marked ‘No’ no [ ¥ sl a0 MY Yl s 1)
NA [ gy ‘
31d. Were dispensers clean? YES IX] Aﬁm u”'hf”,,;lb"su ‘uf\s d“. 31d
require comment when marked ‘No’ no [J Y sl o MY Ay il 1
NA [ gbyy
YES pai
31e. Were toilets and urinals clean? NO D ¥ fAidas Joaill Al S Ja 31
NA O sy
32a. Were doors clean? YES X pd ol ?@F:‘f‘f ‘ uLS &.'328
require comment when marked ‘No’ no O ¥ el o MY A s 1)
na [ gy y
YES pai
32b. Were walls clean? no [ ¥ faads; el culS Ja 32b
NA [T sy
YES psi
32c. Were ceiling clean? no [ y feadas cadl IS Ja 32¢
NA [ aduy
ves I
2| 32d. Were vents clean? Nno O y $aadas Mlall culS Ja 324
NA [ guy
32e. Were floors clean? YES m g ol ?%,,Q},’% f ‘ rf lisdé. 32e
require comment when marked ‘No’ no [ ¥ sl o "V Ala ) cals 1)
NAa [ gy
YES pad
32f. Were baseboards clean? Nno [ v ki sl o o [lailadl i3 il s 32f
NnA [ sy
YES pd
32g. Were grout clean? No [ b feialai B olS Ja 329
va [ ghyy
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Scores Critical Areas Lai
ves X -
33a. Were trash containers clean? NO D b A Aalaill il sla S Ja 332
NA [ gy
2 == - 2
YES pad
33b. Were trash containers not overflowing? NO O ¥ fiailh e Aaladll clysla il Ja 33b
NA [ aby
YES pud o .
) 34, Was the restroom smelling clean & no [ N &} ) Liniay didai dleall At ) CuilS 34 2
fresh (without any offensive odor)? $plandl i Ay S At
NA [ aduy
X i Jand alaadl 8 b pgeail anen <l Ja |
35. Were all the facilities inside the YES P~ et = eﬁ:d&u 35
restroom in good working condition? s e 5 e
2 require comment when marked ‘No’ no O v sl or MY Y QIS N 2
NA [ by
3 9(5) ki dawall AclE o e S
36. Was the Mosque premises clean? YES D e ( ), J;“ ’ ,,;: LL‘;’;;A,?\SL\? 36
2 require comment when marked ‘No’ Nno O ¥ ol alE e A gl e 2
N/A AR
Comments: stlaaall / gabadlt
FOR OFFICE USE ONLY Ja8d il aladiu f
Alpasall LG Ll ey sl "
o, v H . Al
o ACTUAL SCORE MAXIMUM | - Valuation: S
Approach and Cleanliness Adlaill o ol 8NV 1
Greetings and Initial Checks | “ds¥) Sl s s 3l 2
/é\g)f?arance and Behavior of eyl sl sl s selae |3
Service ieaall |4
Cleanliness - Restroom and Slalead) — dahailh |
Mosque dasall
TOTAL £ ganall
5
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ADNOC DISTRIBUTIOTS6

AL BAWABA S/S
NR TRAFFIC POLICE OFFICE
* RAS AL KHAIMAH NE

DESCRIPTION QTY  PRICE TOTAL
VoyagrSilveril 5,50 14.00 77.00
TOTAL » 77.00
CASH PAYMENT 77.00

You were served by Operator 1
DATE 09/06/2012 14:37 T1 5301 613

THANKS FOR SHOPPING .
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