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PROJECT: ELARA - Lube Change

Pan Arab Research
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SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
1054 Momy I T 11 L]
Gender Height Built _ [Spectacles Beard | Mustache] Ethnic Groups
M ] F JTIMJ]S | T M IF |Yes]No]|Yes[No]VYes]| No |indian TPakistani]Filipino [Expat. Arabs[ Others:
N OOROOROOROROR X O O 0O O
EMIRATE ";:Zt'z:‘ AbuDhabi | Dubai Sharjah Al Ain g:‘v’v"acl' Ajman K'::ism“a'h Fujairah
O X O O [ O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
gl 1{3| o|8 i|9 gl ] olo [ 6|2 |16:0bll;25
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday I Sunday] Monday | Tuesday [Wednesdayl Thursday l Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
vsT T 0 K O O vist [ O O O O O X O
1. APPROACH AND CLEANLINESS ;Rét&m, n,:ljé\:l\ R |
Scores Critical Areas Al el pAIN]
ves I ... )
1. Was there proper sign to the Lube no [ q dshia e AYalldsalydasl dia g ds 1
changing bay? e 3l s
wa [ sduy
_ vEs K o
3 2. X\:zga:ntillzclj%be changing area clean and NO D Y e ik oy i dikie ciS s 2 (3
nva [ shiy
YEs [1 i )
4|3 Was there any oil leaking and falingon " 52 q e ae By il ol g ia IS s 3
to the floor of the lube bay ? - ey 3l i Aiaie b Y 4
na [ sdiy ’
ves . &
2| 4. Were the waiting area and table clean? NO [] ¥ fagdsy Al ety Askic cilS Ja 4 (2
na O by
5. Was the tel YES EI N
. ision in t iti .. . .
D) woariinge? elevision in the waiting room no [ ¥ BEYI R e ol S d6 5 |2
na X sy
YES X o o i
6. Was the board displaying complimentary | ] Ly Al e ek Al ds i il g 6
services neat and clean? N faadag g 43 ye dgiladl Cilansll
NnA [ sy
2. GREETINGS AND INITIAL CHECKS :3.)5‘9“11 cludall g qua il (2
Scores Critical Areas Al iyl Jatasl
3| 7. Was there any delay in approaching ves [] px a8l & ol gl da S da 7 3
customers? NOo [X Yy ol sad cal sall
8. Were you greeted in a friendly manner ~ YES X px Gl A5 da b cun A S s 8
(pleasant feeling)? NO |:| y S (zo
S ks galt & glis Lo g a8 2l 13!
5| If no, please describe behavior: Was it © :Ll: ) lj;s Jj; ﬁ.fjc.'{‘y > 5
arrogant, without any expression, normal gle pladll a a5 il sy
. ¢ A&
etc..... e
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Scores Critical Areas LI IR PO PR Latash
9. Did he guide your vehicle for positioning s L - . o1 P
3 at the stopper and asked you to switch ves [X] = :u - UL.gA,l o e._bl“)p, e (.L.e »db -9 3
the engine off? No [ ¥ Sl ikt o e catha g 5 5Ll Ciliyy
10. When asked by customer, was the ves sl e S da el (e il galt S50 laric 10
5 attendant knowledgeable of different Sl g e
grades of oil, filters and their relative NO D N = s Sl e s fe)s . ‘J: 5
benefits? fleda JS it 58
. ) YES i - .
4| 11. Did he offer the waiting area to you? NO % ?: ¢ iyl dd e G o e e da 11 |4
12. Did the staff thank you as yo YES ’ e L o €h a1 s
4 (eaving? you as you were No [ ?’; ¢ ol i Ly o S Cilagall 5 0 12 (4
3.  APPEARANCE AND BEHAVIOR OF STAFF ragS sl cuiligall Lelia 3
Scores Critical Areas Lyt NLaall Jalash
13. Was th if f th dant YES m ™
. t . ] .1
3 an?jstid;?um orm of the attendant nea NO D Y s Gl jumlall Cilisall L S Ja 13 (3
nva O iy
YES pxi B .
3| 14. Was the attendant wearing visible NO Elél q e A8lay (535 5 3 ga gall Cala sl IS Ja 14 3
nametag? Sz a5 aan Ledle
NA O sy .
YES axd .
3 15. Was he able to communicate with NO % q o Sl il e Tool alagall S da 15 3
customer? SOl
na [ sbuy
vEs =
4| 16. Was staff courteous / friendly? No [ ] Slual/la g2y cala gl S Ja 16 |4
Nna O sy
4. SERVICE dadll 4
Scores Critical Areas FIUI O POR Jaldshy
: CailS o) el Baanlly Calhgall A Ja 17
17. Did attendant check whether you need ~ YES D X Y J’J iy yd ¢
3 top up or complete oil change? S ot o) 3l AlaY gliad & ) 3
P up P ge- NO D b ¢ JakSIL
3| 18. Did attendant check with you whether  YES X ox U 1Y Lo elie i pall Bisi Ja 18 3
only ail is to be changed or oil with filter? No [ N € oilall g g 0 o) dudd Sl s
19. Did he check using gauge the quantity ~ YES ant el Qa3 (g g Gubiy il sall BB 19
3 required to be topped up and informed g AN Al el bl 3
you? No [] b el elali Ll
s O Sl oyl e B3l il sad) A Ja 20
3 20. Did the attendant check for oil leakages YES o uﬁ}/&ﬁi; il oﬂﬁﬁj@ﬁ 3
under your car from filter and drain bolt? NO D y ; eyl
3| 21. Did the attendant drain the used oil ves X A Jastuall Gyl JS G calagall W8 o 21 3
completely from your car? Nno [ Yy Tl Hlous (30
5| 22. Did he ask whether you want the engine  YES X e Gl sl Jaee i o) Sl da 22 5
to be flushed and did it if you agreed? Nno O N ki) go Jla 8 Iy
3| 23. Did the attendant fill the correct grade as  YES X A Gl As e g Al Cala sl B da 23 3
you requested? Nno [ ¥ flelh Al dspaall
2
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Scores Critical Areas ’ Aubad) Laall i
24, IDid hgtrequgst yfou to startde:gr;‘igﬁ and YES E A iyl Jaady o 58 o dlie calla Ja 24 3
3 r:}:}:\r:/'jat(;sr?unmng or one an no [ q Siuai s Ko 52 Jal) alla 3
— w3l 48 e fa - 1. -
3 25. Did @he_attendant ensure that the carter YES ?" %fﬁﬁdj‘:‘jjjﬁ\:b Sﬁﬁ 25 3
bolt is tightened and there are no leaks? NO O N fs 3l
26. Did attendant carry out the following Aladl Glasaill ol jabl cabisall B da 26
complimentary checks: Al
YES ol
31a. Battery Water top up no O ¥ iyl dilal 31a.
na O sy
YES p
31b. Coolant Water top up NO D b coolant/s sl ela il 31b.
va [ sy
YES = SV Al JI ey Aiba) 31c
31c. Auto Transmission Fluid top up NO D b} i (dﬁ;ud\ﬂ‘j ’
na [ sy
YES pad
31d. Brake Fluid top up no [ ¥ el ey iilal 314,
na [ ssuy
YES XI
31e. Gear Oil top up no O b G /el oy Al 31e.
na [ sy
ves I
31f. Airfilter cleaning NO O N ol selt yilé aulai 31f.
' " wa [ asiy
YES axi
31g. Wiper Water top up NO D b el labicd ele ALl 31g.
nva [ ssuy
YES 18
31h. Clean engine using air gun Nno O Y elsell Getn ahaaiuly ol el Cagla 31h.
nva [ ahyy
3| 27. Were any of your questions related to :ZS E : Aalaid) elilau e gl LAS "*?'L?\,J‘ “"f da 27 3
lube change answered? T s Alany
na B sdiy
3 28. chi: (t;r;? gtaff place the mileage sticker in ‘I:I(E)S % P: Jm@mﬁ&ﬁﬁ;ﬁ 28 3
‘ wa [ sy €5l
YES o
41 29. Were you offered a receipt voluntarily?  NO I___] fy 00 kil oMl Jam g dile e da 29 |4
nA O sy
5.  REST ROOMS AND MOSQUE sl g (laall feull ) Aal i G 5
Scores Critical Areas Al ¥l Jalah
3 30a. Were they adequately stocked with all YES lz N S PRRR JET DT &y 8 e S o 30a 3
necessary supplies such as soap? NO D v Sl sball Jia
na [ sbuy B
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Scores Critical Areas Al Y Laalt PAH]
ves A =
30b. Were they adequately stocked with all S ] ™ 4y el Gl Sl aaens 5 e calS Ja . 30b
necessary supplies such as toilet tissue? NO v Cedlgill 3099 Jia
Nna [ asyy
30c. Were they adequately stocked with ali YES m pnd A sl il ) aans 3 jeae cailS Ja,30¢
necessary supplies such as paper towels? no [J N 48 ) ol) ciliall Jia
(paper towels are not required where fully Glibae Jig vie dysllaa ye 48 )50 Caslial)
operational hand dryers exist) na [ sy CN
- ?’ - .. - - o
31a. Were sinks clean? YES % pr L al A%ff\:“ ;'J:\isd’?."ma
require comment when marked ‘No’ NO ¥ gl Al o2 Y ALY g 1)
NA [ gasy
31b. Were mirrors clean? YES = o al ﬁ \,'"U:l r”‘SLSdT \'31b
require comment when marked ‘No’ NO D b Tl (o MY AdaY) S 1Y)
A [T ey
. ‘a’ . .. 1 PRES -
31c. Were hand dryers clean? ves I ) T“L” "gAf?‘,,",’th lu"lsLSdT "31C
require comment when marked ‘No’ no [ ¥ e A Y
va [0 gy
DE 3 Sagday P Olisle cuilS
31d. Were dispensers clean? YES = . ;‘ ‘Jﬁh‘:ly"u, L}y‘u .‘SJT.“?’M
require comment when marked ‘No’ no [ Y N R
NA [ by
ves B
31e. Were toilets and urinals clean? NO D N $aidas Jealt Akl cilS Ja 31e
NnAa O gy
3 faada Qb oY calg
32a. Were doors clean? YES E e o gl »"Y";.:L}lfw . '1_3?5!-328]
require comment when marked ‘No’ NO D Y G A PR R
NvA [T gy
YES i
32b. Were walls clean? Nno [ N i sl <l s 32b
na O sy
ves R
32c. Were ceiling clean? Nno O ¥ fipb il S Ja 32¢
na [ sy
YES pai
32d. Were vents clean? Nno [ y faida; 2Ll culS Ja 32d
NA [ smsy
; faakal Gl Y il Ja 32
32e. Were floors clean? ves D gl " g a_,iw ouls ‘3‘3 e
require comment when marked ‘No’ NO D ki Sl T :
na [ gy
ves D
32f. Were baseboards clean? Nno [ ¥ faglai saclill &~ 5 /Sl i )5 cilS Ja 32f
nAa [ iy
YES pd
32g. Were grout clean? vo O v Sl B S Js 329
nva [ assy
4
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Scores Critical Areas VRN L PO A
ves K"
33a. Were trash containers clean? NO D ¥ faada; Aaladll i dla il Ja 332
nva [0 ey
2 vEs ] 2
33b. Were trash containers not overflowing? NO b faaild e daladll Gl i€ Ja 33D
NA [ @y

YES pud e .
2 34. Was the restroom smelling clean & no [ N b Osn) Ldate s Alai aleall Al culS Jo .34 9
fresh (without any offensive odor)? aland) G Agy S Asdl,

NA [ Gy
; s alanl b <l agaill aaan il Ja
35. Were all the facilities inside the YES m £ ¢ v emﬁ‘:dsdi %
restroom in good working condition? L T e -
2 require comment when marked ‘No’ no [ ¥ gl o YT A Y S ) 2
NA [ abby
; £(3) ik aawdl AelB e O
36. Was the Mosque premises clean? YES D i ( ), J;“ i ,,:; ht‘éf‘,",’\sﬁ 36
2 require comment when marked ‘No'  NO [ s ! gl sl 2
NA D iy
Comments: scUBadtall / gaadl)
FOR OFFICE USE ONLY Ladd Ciiall ?\.\'A&.N
Agal) LG hiall JeYh asll
o ? P A
to ACTUAL SCORE MAXiMuM | -Valuation: Sl
Approach and Cleanliness At y ool yBYY |1

Greetings and Initial Checks | 1Y) el s cam i1 12

Appearance and Behavior of il sl sl s sekae 3

Staff
Service il |4
Cleanliness - Restroom and lelaadl — dallal |
Mosque 2l
TOTAL & sanall
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SERIAL NO.

ADNOC DISTRIBUTION
AL KHALIDIYA S$/S - 913
AL KHALIDIYA AREA
ABU DHABI, TEL: 02-6813420

DESCRIPTION QTY  PRICE TOTAL
VoyagrSilverdL 1,00 63.00 63.00
VoyagrSitveriL 1,00 18.00 18.00
AU COOL 33:1L 11.00 11.00
TOTAL 92.00
CASH PAYMENT 92.00

You were served by Operator 1
DATE 15/03/2012 16:25 T1 S3 01 1038

Thanks for Shopping .........
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