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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center Q
D&\}a) Emarat / D < 5/ 5S4 Eppeo / Enoc / E g Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA -SR. #
Name Number | Name Number [ Name Number
2 1[; Seane 22U [Rogee 2 Yol | hs vave vk Q[QI | | [
Gender Height Built _ [Spectacle Beard | Mustache| Ethnic Groups
M ] F [T IM]S [T IM]F |Yes] No|VYes| No[VYes]| No |indian Pakistani[Filipino [Expat. Arabs] Others:
ROROOOROORKOKORK O O O ]
West . . . . U Al . Ras Al -
EMIRATE R‘;’Ziz":‘ Abu Dhabi |  Dubai Sharjah Al Ain Quwain | Aiman Khaimah | Fuiairah
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
o115l o2l 215 17216 | oll | oll [s1:23 08

07:00- | 10:01- | 13:01- | 17:01- | 20:01-

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

Saturday | Sunday | Monday | Tuesday | \;\Iednesday | Thursday | Friday

vt TR0 O O O visit | [ O O O )} O
1. APPROACH AND CLEANLINESS A3 g ol By 1
Scores Critical Areas Aaabody) gl PR
YES o o :
1. Was there proper sign to the Lube no [ q dihie e YA dsalgda g ollia S da 1
changing bay? ey i) s
va O sy
. ves B w
3 2. \é\:s:ntit::é%be changing area clean and NO D A e s Adalai 3l s il casda 2103
nA [ by
ves [ . s
4|3 Wasthereany oil leaking and falling on ) 1= q Sl ae gy sl gl lia (IS da 3 4
to the floor of the lube bay ? Syl yaad Aslaie (A (i)Yl
na O iy '
YES axi
21 4. Were the waiting area and table clean? NO [] N ik 4l gl 5 jUsiY) Adlaie S Ja 4|2
va O sy
e j ves )
2 5. \&V;iitnhge?telewsmn in the waiting room NO D N ¢ Y1 A b Jens sl S s 512
nva O sesy
YES axl s s .
6. Was the board displaying complimentary o [ g i lgle jebs Alaadl oS s 6
services neat and clean? Sdadai 5 4 e Alaadl Cleasdl
nA [ sy
2. GREETINGS AND INITIAL CHECKS AW il cua A2
Scores Critical Areas Al cylaal) Ll
3|7 Was there any delay in approaching ves [ px aafl 8 3 el gl dua s 7 3
customers? Nno KK y bl g Cala gall
8. Were you greeted in a friendly manner | YES A @ el L35l cua Al 5 s 8
(pleasant feeling)? No [ N i (B
NS Ja rikh gall & gl Caia g 28 Bla (Y 1Y)
5| If no, please describe behavior: Was it Li e \:\;\l . f{; . j:‘i © ),‘ 15
arrogant, without any expression, normal ¢ H > I R Ef‘
etc.....
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2 +
Scores Critical Areas Dl L) AT ]]
9. Did he guide your vehicle for positioning  ygg X M lial S il bl i a9 3
at the stopper and asked you to switch ; ot v e ’

3 e PP y NO [Ty feomall ik of e il 5 ol Glay

10. When asked by customer, was the N . S Ja | e aba sall Jgu Ladic 10
, YES aal ole S da cdaalt (e a0 .

5 attendant kpovyledgeable 01_‘ d|ffer9nt Sl g 3 il /g‘;i‘ il ol 5
grades of oil, filters and their relative NO D y Tleie JS 3 4
benefits? flete JS il

YES X] A cogl 22 s 2 f e
4 11. Did he offer the waiting area to you? no [ g SV e A iyl elle ase Ja 11 (4
i YES i i Lt o] S il ]

4 12. ggiv::g?staff thank you as you were \o [:] S ¢ jolas S Ly o Sy Cala gl Aida 12 |4

3. APPEARANCE AND BEHAVIOR OF STAFF ta¢Sslug Cuiligall ke .3

Scores Critical Areas fanlad) ctaalt pHH]

_ vEs i =
3 13. ;/\rlsjsﬁ?ye?umform of the attendant neat NO D Y 00 e Gl el als sall Gl S ds 1313
NA [ ki y
ves [J i .

3| 14. Was the attendant wearing visible No [ q o Ay (55 5y 3 g gl Cala gl IS b 14 3

nametag? Tz s 5 daul Lgle
Mo veve adee NA [ sbsy
= Yes o .. o
3| 15. Was he able to communicate with no [ g &o dhalsill e 1506 Galagall IS Ja 15 3
customer? SO
Na [ sauy
YES A
4| 16. Was staff courteous / friendly? Nno [ ¥ $ladal/lagay Gl gl < Ja 16 |4
Na [ sauy
4. SERVICE Aaadll 4
Scores Critical Areas Lol SNl Lla |
: S ) s 384l ok gall A3
3 17. Did attendant check whether you need YES g P ;:JJ\:_,;IU:;J)J‘ 43\...‘\) C‘j: f L:: A7 3
. " N Haa o 2 2 eou
top up or complete oil change NO D y e sl

3| 18. Did attendant check with you whether ~ YES RJ  aad 4y 5 i€ 13) Lad lie il sall 3ia3 Ja 18 3

only oil is to be changed or oil with fiter? ng [ N € alall 5 3l dadh ey 0 s
19. Did he check using gauge the quantity ~ YES [K] = s pla5mb il (5 sise oty il ol JG s 19

3 required to be topped up and informed i Gl deS N o el ulial) 3

you? Nno [ Y Sl il Ll
Pooe <l 3o il Cals gl L3

3 20. Did the attendant check for oil leakages YES @ s uﬁ;; 73‘“5: )ﬂﬂl. . }\‘i; dA 20 3

under your car from filter and drain bolt? No [ y SR U 0t e
Syl

3| 21. Did the attendant drain the used oil YES B e Sl IS g cala gall 6 o 21 3
completely from your car? NO D N el s (e

o | 22. Did he ask whether you want the engine  YES pr Al e el ey 5 s o) e Ja 22 5
to be flushed and did it if you agreed? no O y fuelidd) go Jla 8 elldy

| 23. Did the attendant fill the correct grade as  YES axd Syl Aa o 5 Adlaly Cabagall B8 Ja 23 3

> you requested? no [ y fleddla Al daaall
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Scores Critical Areas Aaladlt Sl Liaih

[ BT e e w0 Ves B e il e
minutes? no O ! Sibuaiy 408 B3 Jonlill s
3 25. Did t.he‘attendant ensure that the carter YES m pu ui;ﬁﬁj;ﬁijiﬁ 25 3
bolt is tightened and there are no leaks? NO D N j B ’ *‘q)u
26. Did attendant carry out the following Aglaal) Cila gaill ol jalh alagall JE Ja .26
complimentary checks: sagilal)
ves m
31a. Battery Water top up NO D b el ole ALl 31a.
na [ sy
YES pai
31b. Coolant Water top up NO O ¥ coolant/a sl eta i) 31b.
na [ asny
ves o NECERN: Ui LGS EIeY 31c
31c. Auto Transmission Fluid top up NO D b @Mbﬂd '
nva O abiy
ves P4
31d. Brake Fluid top up no O ¥ Jel il § Al 31d.
va [ sbuy
ves I
31e. Gear Oil top up no O ¥ o mlleyydila)l 3ie.
Na [ iy
ves 0w
31f.  Air filter cleaning no [ y sl gk 31f,
NA [ sy
ves )d -
31g. Wiper Water top up no O N ol claliad el s 31g.
na O by
ves P4
31h. Clean engine using air gun NO D (VAP VL PEFIWORNECL M ERT SO 1ot 31h.
wa [ by
3|27, Were any of your questions related to :zs % ?: Aalaial) elilind (g gl L;‘f— 3-.3\-?-}" Cw Ja 27 3
lube change answered? ey My dalasy
nva O ahuy
NE: t%ig (t:r;? staff place the mileage stcker i :(E)s E "; e amﬁiﬁ:ﬁﬁﬁ 28 5
' na [ sy % jland)
ves R
4|29, Were you offered a receipt voluntariy?  No [ Yy S0 Lia) aud Jeay e ase do 29 14
wa [ aduy
5.  REST ROOMS AND MOSQUE saually (laad) [l ) Aai M g 5
Scores Critical Areas Sl c¥lawalh Jalass
3 30a. Were they adequately stocked with all YES % e dg) s all Gile liuall azans 8 e CulS &..308 3
necessary supplies such as soap? NO ¥ o galt Jia
Nva [ iy =

3
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Scores

Critical Areas

bl et Latiil

30b. Were they adequately stocked with all
necessary supplies such as toilet tissue? NO

YES

N/A

A g pall Sl el aaeny 3 jeaa S Ja  30b
Sl il (g9 Jie

30c. Were they adequately stocked with all
necessary supplies such as paper towels?
(paper towels are not required where fully

operational hand dryers exist)

YES
NO

Al e il aaens 3 jeme il Ja 30c
edd ol ddliall i
i i vie 45llae e 48 ) ) Cailiall)
(1 o

31a. Were sinks clean?
require comment when marked ‘No’

YES
NO
N/A

fAaks Julaadl <€ s 313
sl o Y ALY s 1)

31b. Were mirrors clean?
require comment when marked ‘No’

X
O
|
O
)%
na [ sbuy
%]
O
O

YES P
NO

Tk U4 S s 37D
e gill oy Y Llah a1y

O
A O ahuy
&4

fAikai Y Glitae il da 31c

31c. Were hand dryers clean? YES o . N NTaL
require comment when marked ‘No’ NO D ¥ e R I
NA [ gy
31d. Were dispensers clean? YES L e m‘:& Uﬁh:n .ﬁLiL‘ uls dﬁ. 31d
require comment when marked ‘No’ NO ¥ sl o Y MYl S 1y

31e. Were toilets and urinals clean?

ALk Joall 40 cilS o 31e

ke Ol Y cilS Ja 3223

32a. Were doors clean? YES i L. - e
require comment when marked ‘No’ NO ¥ sl o MY Al s 1y
N/A by ¥
YES pai
32b. Were walls clean? NO D ¥ faghs sl <ilS Ja 32b
NA [ sy
YES 4
32c. Were ceiling clean? no [ Y fidai Caidl S s 32¢
na [ ey
YES pad
32d. Were vents clean? no [ ¥ fhadas Ml cilS Ja 32
va [ geyy
32e. Were floors clean? YES 4 P L. e ”,,Q},"h_b)w uu JA. -32e
require comment when marked ‘No’ NO ¥ Crasill xS 1y

32f. Were baseboards clean?

a3 500l o o) flailad) 150 cilS s 320f

32g. Were grout clean?

feadys L3I (S s 32
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Scores Critical Areas Al il Jat&il
YES pod
33a. Were trash containers clean? no [ ¥ faadas dalall il s il Ja 333
NA [ gby
2 = - 2
YES [X]
33b. Were trash containers not overflowing? NO [] ¥ fhailh e Al ciygla <l o 33b
NA [ iy
ves ] e N .
5 34. Was the restroom smelling clean & no [ N &) Os) Adaiay Aipdai pleall Aadl ) clS Ja 34 5
fresh (without any offensive odor)? 9 (pbeall A Aga S Aadl
NA [ gy
; Jaad aleall 8 <l jeaill puea cidS Ja 35
35. Were all the faciliies inside the Yes [ e P o e B s
restroom in good working condition? L. w4 e
2 require comment when marked ‘No’ no [0y a2 MY ALYl S WY 2
NA [ ey
3 £(3) ki daall Acd i e o)
36. Was the Mosque premises clean? ves [J e ( ). I g Z\JL‘\?TAJ\S Tjj 36
2 require comment when marked N NO [ ¥ o ekl o et : 2
N/A Gy ¥
Comments: reBBadtall [ gadedlt
FOR OFFICE USE ONLY hasd aisall ?Ma.u.u" Y
Alpal) LAY Lial ey ad . .
9 : 1 : W]
Yo ACTUAL SCORE MAXIMUM | CValuation o
Approach and Cleanliness aalaill y l BV |1
Greetings and Initial Checks | Ads¥) ClSuddll s s ) 12
g%pf?arance and Behavior of syl sl el |3
Service ieaall 14
Cleanfiness - Restroom and Clabeall — Akl |
Mosque 2l g
TOTAL & gaxall
5
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SHAWAMEKH<(1)> S/S 754
MAFRAQ - DUBATI ROAD
ADNOC DISTRIBUTION

ABU DHABI

DESCRIPTION QTY  PRICE TOTAL
VovagerBrronzdL 1,00 50.00 50.00
VoyagerBronziL 2,00 13.00 26.00
TOTAL .76.00
CASH PAYMENT 76.00

xx COPY ==

You were served by Operator 1
DATE 2570372012 07:38 T1 82 01 1167

THANKS FOR SHOPPING
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