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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center &
Dabh! Emarat / D 451/ &4 Eppco / Enoc / @ 4l Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
120 |[<a<a Qol | Safa Qeol NG nawe rdddie | | |
Gender Height Buiit Bpectacle  Beard | Mustache] Ethnic Groups
M ] F [T ]M][S|T MIF JYes[No [Yes | No | Yes | No_|indian [Pakistani[Filipino [Expat. Arabs| Others:
ROOMOOROOROROR O O O X O
EMIRATE ";2;‘:):‘" Abu Dhabi |  Dubai Sharjah | Al Ain ‘a’::v"aﬁ Aman | R2SA | Fujairah
O O | O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
<3 y | o6 I |lg |76 |eo olz o Il l.rs [1R:63
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 VISIT X
0 ®m O O O O O o 0O O X 0O
1. APPROACH AND CLEANLINESS :3.5\231\3 s..a\_).‘.'é\‘ﬂ |
Scores Critical Areas gl etaall Jaash
vEs Kl s ottt
1. Was there proper sign to the Lube no [l y dihie e YW Azl daddi s dy 1
changing bay? S ) ymad
na O aduy
‘ vEs [ m
3 2. \c/)\r/;:ntihzi(lj%be changing area clean and NO D Y i e Akl a3l s Aidaie calS B 213
na [ sy
ves [1 & . ;
4|3 Was there any oil leaking and fallingon = g e ae gs il i gl lia S a3 4
to the floor of the lube bay ? - Sy s didaia & LY
na O ssoy j
YES axl
2| 4. Were the waiting area and table clean?  NO | Y aaydas Al Ul y iy dadie S a0 412
na [ sdiy
- } YES px
2 5. vaoarii:]hge?telev13|on in the waiting room NO D y Y A b e il S Ja 5|2
na [ ssuy
YES Pex s s
6. Was the board displaying complimentary o [T] q Al e edai Gl dalll el ds 6
services neat and clean? eaadal g A je dpilaalt Colaasdl)
na [ sy
2. GREETINGS AND INITIAL CHECKS JA ) clCudll g cua 2
Scores Critical Areas FIVR IR QLN PN | PN
3|7 Was there any delay in approaching ves [J pxi iyl 3 yali gl ia S da 7 3
customers? NO N Sl sl gad il gall
8. Were you greeted in a friendly manner ~ YES X p sy ddsda e cua il ds 8
(pleasant feeling)? Nno [ Y ¢ (oA
S Ja rcals gall & gl Caa g a8 Elay oY 1D
51 If no, please describe behavior: Was it Lf Se ﬁ }j‘; . j:;[? 7 J. 15
arrogant, without any expression, normal ¢ i DI e‘“‘“‘“. N
etc..... !
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Scores Critical Areas Lulud) eyl Jalaisy
9. Did he guide your vehicle for positioning YES [X] ; Lall Sl 1 ehald b ol a6

3 at the stopper and asked you to switch . #* ;_: ﬁ o “"i&‘ JL‘ . ijll “.L;l; 9 3

the engine off? No [ ¥ S el ik i g 8 )bad! el
10. When asked by customer, was the . IS da edsanlt (o il gall s Ladic 10
; YES ] i o IS e il e = :

5 attendant kljoyvledgeable of dlffergnt <l glilly < 30 s /E‘J"“ alis o ol 5
grades of oil, filters and their relative Nno [J y o AR
benefits? fleta JS il d

YES [X] : . .

4| 11. Did he offer the waiting area to you? NO E ‘a: FOBEY A8 e 4 huyl elle vase dd 1114

4| 12 Did the staff thank you as you were YES [ w € a5 i€ Lk o Sy aligall W o 12 |4
leaving? No [J y ) w o Sy o .

3. APPEARANCE AND BEHAVIOR OF STAFF TS sl g Cpiligall seha 3

Scores Critical Areas Lonaba¥t c¥aal) BRI

. YES [X] w
3 13. gisti?;’)umform of the attendant neat No [ Y 00y gl ealall Gy sl il S s 1313
NnA [ sasy
Yes [ ’ e :
14. Was the attendant wearing visible = b Ay (53150 35 sall Cala gl S 14
3 nametag? NO ¥ fz samrdanl Lol 3
VA [ 5853 Ay wanee adoe. (15
YEs ) et
15. Was he able to communicate with &o dealgill e 150 Cala gl K b 15
3 customer? No [ ¥ o 3
NA [ gy
YES axd
4| 16. Was staff courteous / friendly? No O ¥ S/l gy ala ol IS Ja 16 |4
NA [ sy
4, SERVICE daaill 4
Scores Critical Areas k Aol cylaall Ll
: 20 o) GG Gl Cabs gl S8
17. Did attendant check whether you need ~ YES S uu),’-d PO }d i S 17
3 top up or complete oil change? ) owd ol 3l AlaY plias s i 3
: no [ £ JalSIl

3| 18. Did attendant check with you whether ~ YES prd BF S Y Lagd olie Cals ol S8a3 18 3

only oil is to be changed or oil with filter? No [ ) €l 5 W dads 3l yuas
19. Did he check using gauge the quantity ~ YES and phAIL Gl (6 e Gy Caba sl JE Js 1O

3 required to be topped up and informed e | IV | - WO | W WA | 3

you? No [] Y Selly il L) '
P 0n a3l Gl e il il gall A6 b

3 20. Did the attendant check for oil leakages YES E e uijfhu: )m" . ):i; i 20 3

under your car from filter and drain bolt? no [0 'y IR e e ge
Sy 3l

3 21. Did the attendant drain the used oil YES p Jasiall a3 S &dh b galt AlE Ja 21 3
completely from your car? No [ N fuli slw (e

2| 22. Did he ask whether you want the engine ~ YES [ A Ay el adll dave g€ o ellla Ja 22 2
to be flushed and did it if you agreed? Nno [ v i) go Jla 3 llly

3 23. Did the attendant fill the correct grade as  YES [X axd Gl As /e o5 ddlaly Cals gall A8 da 23 3
you requested? No [ y fleiilla ll damall

2
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Scores Critical Areas PRI R PO PAM|]

24. Did he request you to start engine and YES DaS g d iy a gi5 oy thia clla
3 jeave it running for one and a half B A4Sy dall dllh 0.5 ol s 24

3

o s? vo O ¥ ¢ il s Aaa 52al Jpniill ks 8
3| 25 Did the attendant ensure that the carter ves uﬁ ;’;@’j M‘fli;ja jﬁiﬁ 25 3
bolt is tightened and there are no leaks? NO D N ey 31
26. Did attendant carry out the following Llad) s sadll ol by Calasall B Ja 26
complimentary checks: -aatu
YES pad
31a. Battery Water top up NO D N g el ole ddL) 31a.
na O sy
YES a
31b. Coolant Water top up NO I:] N coolant/a_zall ele ALl 31b.
na O sy
YES o -
31¢c. Auto Transmission Fluid top up NO D b GRSl JLP u) QLA 31c.
(O samil i)
na [ sy
YES o
31d. Brake Fluid top up no [J ¥ deill cysdls) 31d.
na [ sy
YES axl
31e. Gear Oil top up no O ¥ ool ellcysdal 3e.
na O sy
YES X e
31f.  Air filter cleaning no [ ¥ coedl ks 31F
nAa [ sy
YES pad
31g. Wiper Water top up no [ y i Sl el dila) 31g.
nA [ shiy
ves XI
31h. Clean engine using air gun NO O Y elsell e pladiuly o el caplais 31h.
wa [ sy
3127 Were any of your questions related to :Zs % ?: dalaid) elilind e s e 3?\—}\‘1‘ \—w Ja 27 3
lube change answered? S 1 Had dabeny
nva O by
3 28. Ewig ér;erz gtaff place the mileage sticker in ;is ?: e amﬁmﬁf;ﬁ 28 3
' nA [ sdny €5 bl
YES Pt
41 29. Were you offered a receipt voluntarily? ~ NO [:] ¥ 0 Laa) o2l Jaselle (e da 29 |4
nva [ shiy
5.  REST ROOMS AND MOSQUE raaall g (alaadl [l $5) Al e 5
Scores Critical Areas Al ciilaal) AT}
3 30a. Were they adequately stocked with all YES m e Ay g mall e liall maany 3 jge S Ja30a 3
necessary supplies such as soap? NO D ¥ Sigall Jia
nva O gduy _—
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Scores Critical Areas ) el PAYHI]
YES i
30b. Were they adequately stocked with all no [ ?: g mall e sl aeas 3 jeae <8 Ja 30b
necessary supplies such as toilet tissue? Sullsil) (3 198 e
NA [ gy
30c. Were they adequately stocked with all ves M axd sl e il aaany 5 jeae i€ Ja. 300
necessary supplies such as paper towels? no [ N 048, 6 Cidliall Jia
(paper towels are not required where fully Glidae 358 die 45l e 43,4l ailial)
operational hand dryers exist) na X Ghiy (31 o
- ERRPENERER
31a. Were sinks clean? YES m Lo o all e ,flflw‘ MLS dA. 31a
require comment when marked ‘No’ no [ ¥ sl o MY Ayl a1y
Nna [ gy
31b. Were mirrors clean? YES m P ol ’ ,.,’ .,; 1?\)&1 ruls dA. 31b
require comment when marked ‘No’ no [J ¥ sl o MY Ay s 1)
NA [ gy
31c. Were hand dryers clean? YES pu . ?‘ ~ ‘*sdf?‘,,cf&'u ufls d“ 31c
require comment when marked ‘No’ no [ ¥ ca Al o2 YT Y s 1y
NnA [ gy
31d. Were dispensers clean? ves X] px M'Jla u’ehf“ ,,Libesu ‘ufts dT 31d
require comment when marked ‘No’ Nno [ ¥ il (oa o YT Al cas iy
nva [ sy
ves B
31e. Were toilets and urinals clean? NO D N faglas Joall A8l culS Ja 31e
NA [ gy
32a. Were doors clean? YES p o M%ﬁ,,“f‘*w g..u\S\SdA ‘.32a
require comment when marked ‘No’ no [ ¥ Gl 2 Y Y s 1y
NA [ gy
YES pai
32b. Were walls clean? Nno [ ¥ fiadss glamll <l da 32b
na [ sy
YES pai
32c. Were ceiling clean? no Oy fadas Gl 1S s 326
Na [ sy
YvEs A o
32d. Were vents clean? no [ Y fagdas MUl il Ja 324
na [ sy
32e. Were floors clean? YES pu L i ?Mﬂ‘;‘,‘f"_‘.’f| ‘L'ULS ‘JT 32e
require comment when marked ‘No’ no [ ¥ gea sl o2 Y ) s 1y
N [ sayy
ves K
32f. Were baseboards clean? No [ ¥ $dai el o o1 Jlailal) 1,50 catS Ja 32f
NA [ sy
YES pai
32g. Were grout clean? no [ Yy ik LA S da .32g
vA [ gy
4




Scores Critical Areas Al L) Jaldil
ves [
33a. Were trash containers clean? NO E] b faidas Aladll el sls <ilS Ja 33a
5 NA [ @iy
YES pxd
33b. Were trash containers not overflowing? NO D ¥ fhaild e Akl sl <€ Ja 33b
NA [ @iy
YES o ]
5 34. Was the restroom smelling clean & nvo [0y b Crs) Adtaia g ddplas leal) At CilS Ja 34
fresh (without any offensive odor)? alenll 3 gy S Aall
NA [ sy
] ; Jaxd aleall 8 i jagadl aoes il Ja
35. Were all the facilities inside the YES - ¢ o= eﬁ.md&& 35
restroom in good working condition? L. 4 e
2 require comment when marked ‘No’ no O ¥ sl o2 MY Ada Y S 1Y)
NA [ aseny
i (5) Caglai amsall dcld J Jue oS
36. Was the Mosque premises clean? YES i ( ), };_“ ' ,,::, ‘t;#ﬁ\s%: .36
2 require comment when marked ‘No'  NO T el el A
| NA [ asiy
Comments: redaadlall f galadll
FOR OFFICE USE ONLY Jad uigal) PAKES
Alpall Jai) L JeY) aal . .
0, v . . “
& ACTUAL SCORE |  MAXiMum | =VaMation il

Approach and Cleanliness

adldail) g b a1

Greetings and Initial Checks

A5 il cus 0 |2

Appearance and Behavior of
Staff

o pall s e |3

Service iaaall 14
Cleanliness - Restroom and Glebaad) — Adladlt |
Mosque davall g

TOTAL & saall
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ABU AL ABIVYAD} H &9g
ABU AL ABIVA ADH
ADNOC DISTRIBUTION

WESTER REGTION
DESCRIPTION OTY  PRICE TOTAL
VovagerBronzdL 1,00 5000 50.00
VoyagerBronzilL 2,00 13.00 26.00
TOTAL 76.060
CASH PAYMENT 76.00

You vuite oerved hy Jupu Vi: l|
DATE 14.06,2012 13:07 [2 82 0%) 3455

THAMNKS FOR SHOPPING . .

SERIAL NO.

4\8\6







