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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center &

DQUL»,\ Emarat [ O s Eppco / Enoc / Eeum Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
6, Name Number Name Number | Name Number

ol 3| EAQide =UoA] oil vead [nlo[ 6 (41

Gender Height Built Bpectacled Beard | Mustache Ethnic Groups
TIM[S]T [MF [Yes]No|Yes[ No Yes | No |Indian Pakistani[Filipino [Expat. Arabs] Others:

DDIDIDDDIDIDIDD O O

Western " " . . Umm Al . Ras Al -
EMIRATE Region Abu Dhabi Dubai Sharjah Al Ain Quwain Ajman Khaimah Fujairah
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
ol 3qls]l o q1ol5 ] gly | o) | OFd Ro o2
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday l Sunday i Monday | Tuesday lWednesday | Thursday l Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF

VISITDDDDEV'S'TDDDDMDD

1. APPROACH AND CLEANLINESS :lél.E.'\SLg u,i\)ﬁ\‘]\ K|
Scores Critical Areas Al el Jalail
ves X a0 A .
1. Was there proper sign to the Lube no [ q dihie Je AVl daalgdadalia S da A
changing bay? ey 3l s
na O gbiy
_ YES pai
3 2. \é\:g:;&zélébe changing area clean and NO D g A e A Cul pidikiecdS da 2 (3
va O asuy
ves [ . ‘
4|3 Wasthere any oil leaking andfallngon " & ) e ey ol die JS a3,
to the floor of the lube bay ? = Sy i pas dakaia 3 ()Y
A [ sy ]
YES oy
21 4. Were the waiting area and table clean?  NO D Yy ehadas A el Y ddhie S Ja 412
na [ sy
) YES o
5. Was the television in t iti
2 Woarl's(inge? elevision In the waiting room NO D ¥ _)U:LNY\ -*d):. J-A"-‘ L)_j-‘)ﬂu\ u\s w 5 2
nva [ sy
ves A e N
6. Was the board displaying complimentary q Aol e ek Al da i oS s 6
services neat and clean? faadad 5 A8 ye Agilaadl Cileasldl
va [ asuy
2. GREETINGS AND INITIAL CHECKS A ) AS i 5 a2
Scores Critical Areas Al el Laast
4| 7. Was there any delay in approaching ves [0 o/l 81 b sl sl lin S 7 | 4
customers? NO E Yy ol g ada gall
8. Were you greeted in a friendly manner ~ YES 2 P cslb) Ansda e gl a8
(pleasant feeling)? NO D N S (z ok
AS U sl gall & gla Ciim ga 28 Bla Y 1)
5 If no, please describe behavior: Was it Lf e ﬁ . Jj; j:li N o 5
arrogant, without any expression, normal GAe Rl oa B o AT e
¢ &l
etc..... e
+ 1 +
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Scores Critical Areas Lnalia) Lol Lia
9.  Did he guide your vehicle for positioning  ygg [X] ; Ll Sl ) ol b s o) 06
3 at the stopper and asked you to switch o ;T ‘L‘). R ‘5“&:‘_& . \jj‘ a.\;’h -9 3
the engine off? NO [0 9 febiadlgid of e g5 jud) iliy
10. When asked by customer, was the ; HS Ja edaaall (e il gl s Lanie
5 attendant knowledgeable of different ves [ p m‘ o ‘ )'S‘l QL:: / ﬁ.?l Iy e 10 5
grades of oil, filters and their relative no [] q 3= PR e
benefits? - Tleie JS 21l 4 g
YES K] i .
4| 11. Did he offer the waiting area to you? NO ?: ¢ UanYl dd e OB elle e da 11 |4
12. Did the staff thank you as you were YES M N .
4 leaving? No [ g T S Ly S Gl o 5 12 (4
3. APPEARANCE AND BEHAVIOR OF STAFF S sl cpilisal) jelia 3
Scores Critical Areas L) Lol PALH]]
' ves [
3 13. Z\rlzsﬁ?;?umform of the attendant neat No [ Y LSy Gl el il gl ld S s 13 |3
va [ sy
ves R N
3( 14. Was the attendant wearing visible O ity (55 3 3 g gall Cila gl (IS Ja 14
nametag? NO $7 s 4l Lede 3
. } e o
nva [ g ?QGM\}\, &o\ga’v\/\, NV
YES s )
15. Was he able to communicate with x & deal gl e 1506 Cala gl (S S8 15
3 customer? no [ ¥ ¢ 3
! sl
NA [ sbuy
YEs [R
4| 16. Was staff courteous / friendly? No [ Yy flaal/aga g Cabasall S Ja 16 | 4
NA [ aesy
4. SERVICE daddll 4
scores  ChtcalAweas T R W I ¥TY )
; SlS O e BaL als gl LB s
17. Did attendant check whether you need YES E o .. udﬂ U ?‘J ? 17
3 t lete oil change? o) et el y Bl Ay CL‘;J Bl 3
op up or complete oil change? No [ N Ny
4| 18. Did attendant check with you whether ~ YES [ pxd 8 i 1 La lia Cala gl (3ia5 o 18 3
only oil is to be changed or oil with filter? @ O ¥ € lall gy U Al dash gl s
19. Did he check using gauge the quantity ~ YES prd planinls W (5 s Gy Gala o) W5 s 19
3 required to be topped up and informed i Al ol S I G il oebgall 3
you? no [ ¥ Sllly il 5 il
§ o Dl ot e Ganilly G o B b
3| 20. Did the attendant check for oil leakages ~ YES M o ujt_/}fhu: L bﬁ‘: e 20 3
under your car from filter and drain bolt? No [ N A AR
ey 3l
g | 21 Did the attendant drain the used oil YES M dantusall iy S i Call ol a8 Ja 21 3
completely from your car? No [ y Cli s (pe
2| 22. Did he ask whether you want the engine  YES [X] A el e gy S o @il Ja 22 2
to be flushed and did it if you agreed? Nno [ y _ fliddl s Jls 3 iy
3| 23. Did the attendant fill the correct grade as YES A Sl A /e g ALl il gl W8 Ja 23 3
you requested? no O Y fleidh ) dapaall
2
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Scores Critical Areas Tl eLaall PR
24. Did he request you to start engine and YES X DS e b ity a5 o tlia il
3 leave it running for one and a half e ﬁMx PN "i:u sl A_‘L;db 24 3
minutes? no [ ¥ fhuaiy 4882 53al il «
57 .l 48 e /Al geba O (ya i gall G Ja 25
3 25. Did the attendant ensure that the carter YES P i)“);u};ﬂ 43’;{14:\.5.‘ ‘::L; 1ide 3
bolt is tightened and there are no leaks NO O N ey 3l
26. Did attendant carry out the following Lilaall Clia gadll o) jaly calagall B Ja 26
complimentary checks: sl
YES ol
31a. Battery Water top up no O b A el ela AL 31a.
A [ iy
ves K
31b. Coolant Water top up NO O b coolant/s ! ¢l ddl) 31b.
na [ sy
ves 4 S w31
3 ) Cu ) Aal
3c. AutoTransmission Fluidtopup  No [y ¢ R o AD ¢
na O akuy (055t
YES pai
31d. Brake Fluid top up NO D N al il 2y ) ALz} 31d.
na [ akuy
ves
31e. Gear Oil top up NO D b s Al [ el Al 31e.
nAa [ gbiy
ves A
31f.  Air filter cleaning no [ ¥ clsed gilcakn  31f,
va O] abuy
ves
31g. Wiper Water top up NO D ¥ zla i Glalied olo dilial 31g.
va O aduy
ves X
31h. Clean engine using air gun no [ Y el Gatna phaiiuly of ol et 31h.
va [ iy
ves X N .
3|27 Wereany of your questions related to O ?: Adlaiall dlilind e g} Je AaYl i da 27 3
lube change answered? NO ey M s Aaleny
A [ sy
. ‘ o ves [ s s e Gualipmp sl dids 28
3 28. 5:2 (t;r;? ;taff place the mileage sticker in NO ] N o s L i ddlual Jo) e sl 3
NnAa [ sbsy €5 )
ves A m
4|29, Were you offered a receipt voluntarity?  No [ Yy S ksl aSiud Jray e e db 29 14
na [ asuy
5.  REST ROOMS AND MOSQUE avaall g (el [l ) Aal M i 5
Scores Critical Areas FIRIRY JLAV PO | Jalashy
3 ves R 3
30a. Were they adequately stocked with all 0 ?’: Ay 5l e Jliueall aaens 3 je2e <l Ja . 30a
necessary supplies such as soap? NO O gball Jie
nA [ sy e
3
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Scores Critical Areas Al @Yol PATH]
YES i
30b. Were they adequately stocked with all no [ ?’; 43 all il Sl wiens 3 jeae cilS U 30D
necessary supplies such as toilet tissue? Sell gl (3599 Jie
NA [ iy
30c. Were they adequately stocked with all YES and Ayeal cile i) & 856 S da 30
necessary supplies such as paper towels? no [J ¥ fad ol Cadliall i
(paper towels are not required where fully Clidaa 845 vie 4y glas ye 3l —hdliall)
operational hand dryers exist) NA [ gy G gl
X : 9385 Jubeal cals
31a. Were sinks clean? YES e il _"y:l:_.gyrf ,KJTS"SM
require comment when marked ‘No’ no [ v e AR
NAa [ gsuy
: : Sl Ul s
31b. Were mirrors clean? YES px a3 ':\J" J:Yru .éﬁ"sm
require comment when marked ‘No’ NO D ¥ T > Sl X0 Al )
NA [ sbyy
: 92507 oy ik s
31c. Were hand dryers clean? ves [ e ol - “sAf,:((,:_L;yrf ,Lsdl"mc
3 require comment when marked ‘No’ no [ ¥ Tt (o ) QS ) 3
NA D gy
s fasul ) sliall cilikle culs
31d. Were dispensers clean? YES m o . }ﬂt o ..y.:_){_ﬂrf .\SJTA,BM
require comment when marked ‘No’ no [ ¥ Tt > ke
na [ sy
ves
31e. Were toilets and urinals clean? no O Y $adai Jhalt kel S o 31e
Nna [ sy
; Caadas Gl Y1 il
32a. Were doors clean? ves X o ol “’f;,‘, }Lf\j\uj .\SJT;\"SZ&
require comment when marked ‘No’ NO D ¥ gl o Sl )
NA [ gy
YES o
32b. Were walls clean? no [ Y il Glandl il ds 32p
NA [ sany
vEs [XI g
32¢. Were ceiling clean? no [ by fadai el S Ja 32¢
NA [ sy
YES o
2| 32d. Were vents clean? no [ ¥ faadk Muall culs Ja 32d | 2
NnAa [ sy
X ; faigha Cluia Y1 Culs
32e. Were floors clean? YES o o ) ,.:;.,’ inuj .;Tjsze
require comment when marked ‘No’ NO D ¥ Gt e A=
Na O sy
ves X o
32f. Were baseboards clean? No [ N ks sl & ) lailall i) il Ja 30f
NnA [ iy
ves [ o
32g. Were grout clean? no [ Y el L3 (IS o 32g
‘ NA [ gy
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Scores Critical Areas Tl el Jatgin
veés Kl
33a. Were trash containers clean? Nno [ ¥ faala; Aaladll Sl sla il Ja 333
) NA [ by )
ves X] o
33b. Were trash containers not overflowing? NO O ¥ Sl pe daladll clyda cilS Ja 33b
NA [ @iy
YES = _ .
) 34. Was the restroom smelling clean & no [ N s Osn) inia s Ak Jleall dai) ) ilS o 34 2
fresh (without any offensive odor)? : plasdl A Ag S Aadl
NA [0 ey
R ; Jand aall b &l et aues cailS
35. Were all the facilities inside the YES £ A Sk e ﬁ'%
restroom in good working condition? L. = e
2 require comment when marked ‘No’ no [ 3 gl (o2 YT ALY S 1) 2
NA [ ahiy
; $(5) Lk caall A3 51 iwe S
36. Was the Mosque premises clean? ves [ i (D). );“ ) ..::. LL?*L"\SL\J'T 36
2 require comment when marked ‘No' ~ NO O v gt gl s 2
: N/A Gl Y
Comments: slBadlall [ galedll
FOR OFFICE USE ONLY Jasd LiCall FARE S
Alauall Jalail Ll Jedl ash . .
9 : : e
o ACTUAL SCORE | MAximum | =valuation P

Approach and Cleanliness Qa5 cal yBYY |1

Greetings and Initial Checks | 53! <\Spdill s cua i) 12

Appearance and Behavior of

i sall gl i |3

Staff

Service ieadll {4
Cleanliness - Restroom and Glabaall — A3kl |
Mosque Al
TOTAL £ sanall
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ADNOC DISTRIBUTION
CORNICH S/S_-
CORNICH AREA,Tel:07 2?32546 RAK

DESCRIPTION QTY  PRICE TOTAL
Voyagrsitveril 6,00 14.00 84.00
TOTAL 84.00
CASH PAYMENY 84.00

u were served by Operator 2
DATE 05/09/2012 20:18 T1 §3 02 3078

THANKS FOR SHOPPING







