T 9

SERIAL NO. -
+ 1 + \— ‘ 5 7 X +
PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center &
O < Emarat [ O @505 Eppoo / Enoc [ X @5 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name N Number
76 [ Nooke | =zied | ol =asST cavk [viald] Ji]
Gender Height ulI Gpectacle] Beard | Mustache] Ethnic Groups
MIF JT[M]SIT [M Yes | No | Yes | No | Yes [ No |indian [Pakistani[Filipino [Expat. Arabs| Others:
EDDDED@DDDEDEDD O O
EMIRATE ";ZZ:?;;" AbuDhabi |  Dubai Sharjah | AlAin lcjzr:\:v"aﬁ:‘ Aman | R3SA 1 Fujairan
O O O O | O 4 O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
SH9 H el9]lels ]l g9 12 2l | oo [2yv2y
' 07:00- | 10:01- \ 13:01- | 17:01- | 20:01- Saturday | Sunday | Monday | Tuesday IWednesday] Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 j DAY OF .
VISIT l O ] O 0 VISIT O O O O O O
1. APPROACH AND CLEANLINESS -43al g.ab:é\‘l\ 1
Scores Critical Areas Ll ¥l Jataity
YES a*-
1. Was there proper sign to the Lube no [ dihaia o AVl dasljia ddllia S da 1
changing bay? ey Wl ki
na [ gehw
. ves [
3 2. \é\:g:ntihzeezcl;;be changing area clean and NO D g T e Abk cy ) e Akl cilS Ja 2 (3
Na [ sy
ves [ ) o
4|3 Was there any oil leaking and fallingon o q e e dgy il oy gl dia IS da 3 4
to the floor of the lube bay ? = S s ddlaia 8 Y
NA [ sdiy ]
YES o
21 4, Were the waiting area and table clean?  NO D ¥ faadas A glall g ey ddlaie QS Ja 412
NAa O iy
o y YES o
2 5. \\I/vvoariitnhge?te|eV|S|on in the waiting room NO D y e b e il AS Js 5 (2
vz -
N/A G Y 7/q ( h (\) \Q(\ D&’;\
ves d  ~ ~—
6. Was the board displaying complimentary | q Al lgle glas Sl AA}ll\ s dm .6
services neat and clean? 0 Chadhs g 44 ya Aglaall Cila2al)
NA [ iy
2. GREETINGS AND INITIAL CHECKS A ) Sl g cus U 2
Scores Critical Areas Taadud) YLl Jalasl
3| 7. Was there any delay in approaching YES o PR [ RPN R N P L S 3
customers? NO Kl M) bl sad Cals gall
8. Were you greeted in a friendly manner ~ YES E px b)) as, i dh s Al 5 da .8
(pleasant feeling)? Nno [ N ¢ (z e
Bt R AR A VR VAT DAY 131
5 If no, please describe behavior: Was it © :3: \i;l . )l:. yi ;.' J..‘Y K 5
arrogant, without any expression, normal oo el on (a5 AL =
efc..... e
+ 1 +
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2 + A
?cores Critical Areas EWE N PR Ladily
9. Did he guide your vehicle for positioning YES A il sl b Calh gl 1 Ja 9

3 at the stopper and asked you to switch "é! bl o olie L . g o 713
the engine off? NO D ¥ o© .);‘j Ls"L" o L.-LLLJ °JL}“J| uu:'}!

10. When asked by customer, was the ) S b edaandl (o il gl Jpa aie 10
attendant knowledgeable of different ves X - ‘fh,"’ R }d o '

5 P - . u\_).\hlljuﬁjlu\;_):;/t'}:lm(dc 5
grades of oil, filters and their relative No [ N o AR
benefits? fleta JS il 4

YES [X] ; . .
4| 11. Did he offer the waiting area to you? NO E “: fOUaEYI A e 4 jUany) el vaoeda 1114
12. Did the staff thank you as you were YEs B ¢ i enct s . sl .
m loaving? No [ R s ISR N 3 P!
3. APPEARANCE AND BEHAVIOR OF STAFF 1pgSslar g Cudls gl s 3
[S¥cores Critical Areas Al YLl Jalasst
_ YES ]
3 13. Z\r/jzsﬁt(;‘n;)umform of the attendant neat NO D Y90G e, Gl el Gl gl i JSd 13 (3
Na [ sy
YES : ]

3| 14. Was the attendant wearing visible No [] ~ s (55 53 3 g sall i gl (S Ja .14 3

nametag? fz a5 danl Lgle
NA [ s Comd _yeod (&
YES N ) .
3| 15. Was he able to communicate with no [] y & deal il o 18 Cals gl (S Ja 15 3
customer? TR
NA O sy
YEs§
4| 16. Was staff courteous / friendly? No [ Y flahal/la gy Calagall S Ja 16 |4
NA [ ey
4, SERVICE A2l 4
[Scores " Critical Areas T e avea LAl
v, ; 2lS o) oyl (351 Gl a6 b 17
17. Did attendant check whether you need YES e u_ uu)u‘ sa }d e
3 top up or complete oil change? 20 ot ) I AR gliag s L) 3
p up p ge: No [ ¢ Julsl

3| 18- Did attendant check with you whether ~ YES B a4 5 cag 130 Lo <absall Bia3 da 18 3

only oil is to be changed or oil with filter? No [ Yy Al 5 e 3l Al a5 s
19. Did he check using gauge the quantity  ves [X] i el Sl (s sie s s sall W8 Ja {9

3 required to be topped up and informed G A 3l A N G gaill bl 3

you? no [ Sl il gl
B (ES /] aw 00 Cul oy m sl B, G o 30

3( 20. Did the attendant check for oil leakages ~ YES g L'”j; ):_‘/’3; f:, 8 ot jij e 3
under your car from filter and drain bolt? NO D y B fcu i

3| 21. Did the attendant drain the used oil YES P danieal cu 3l S & Cils gall ddda 21 3
completely from your car? No [ ¥ feili )l (e

| 22 Did he ask whether you want the engine  YES sl dae g S o @il Ja 22 2
to be flushed and did it if you agreed? NO ¥ fulidf 5o Jla P REY

3| 23. Did the attendant fill the correct grade as  YES pad Sl da sl 5 Adlals Cala sall Bl 23 3
you requested? Nno O y fleidls Al damiall
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Scores Critical Areas FIIRN T PR pATHI]
3| e o aneand s YES o A8 gl iy 8 of el a 24 1
minutes? no O y fibeais A0 had Jadll Als
3 25. bDid t_he‘attendant ensure that the carter YES p qiﬁ);ﬁ}:jli;hjﬁﬁ 25 3
olt is tightened and there are no leaks? NO O y tcusl
26. Did attendant carry out the following Lilaall Cla saill ¢l jabs calasall B s 26

complimentary checks: sadull
YES X pek
31a. Battery Water top up NO D Y ayUaill ple ddl) 31a.
wa [ shkuy
YES ool
31b. Coolant Water top up NO D ¥ coolant/a_ell ¢le Az} 31b.
na [ sy
VES ¥ N SISl Ji ey Al 31c
31c. Auto Transmission Fluid top up NO D b : (d;@‘ﬂ‘j ’
NA [ by '
ves
31d. Brake Fluid top up no [J Y Jaileyyiilsl 31d.
na O adiy
ves B
31e. Gear Oil top up no O y oA pmllcnyiiial 3e.
wa O sy
ves I~
31f.  Air filter cleaning no [J ¥ ded gcwks 31F,
na [0 adny
ves Kl
31g. Wiper Water top up no O N Tl caliud els i) 31g.
NA O sduy
YEs &l &
31h. Clean engine using air gun NO [l Y ehsel Guree plaaiuly o sl ik 31h.
NA [ ki
5| 27. Were any of your questions related to :lf)s g P‘; Aalaiall AW (e g u—h 3}%}“ L—w d 27 3
lube change answered? PGS\ REWEL P T PeN
nA [ sdbuy
3 28. ais (t:r;c? gtaff place the mileage sticker in :(E)S ?’:1 Jmﬁmﬁmﬁﬁ;\;ﬁ 28 3
‘ nAa [ by 5 el
YES oo
4| 29. Were you offered a receipt voluntarily? ~ NO O Yy L s ANl Juag elde e db 29 |4
NA [ ki y
5. REST ROOMS AND MOSQUE saall g (alaall fesll 53) Al M g 5
Scores Critical Areas Tl it ey
3 30a. Were they adequately stocked with all ves Kl ™ g pdall e el aeny 6 jeae S Ja 302 3
necessary supplies such as soap? NO D ¥ ’ eaglall Jio
na O gy 2=

3
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necessary supplies such as paper towels?
(paper towels are not required where fully

no O v

4 +
Scores Critical Areas FO I AN PO AT
30b. Were they adequately stocked with all :ES %] ?:; Al e jlivall pans 5 jena culS dh~.30b
necessary supplies such as toilet tissue? NIA D iy el o3 G99 Jie
30c. Were they adequately stocked with all ves O Py sl il 3l aans 3 e <ilS Ja_ 300

$48 o8l cadlial) (Jia
e 35 e &yl S 28, il
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operational hand dryers exist) nva X Gbiy Y (331
- ok g e
31a. Were sinks clean? YES = o all “ﬁ,?f\;dyr‘f\ld?"ma
require comment when marked ‘No’ no [J N gl (o MY Aa Y1 S 1
nva [ gmyy
g : Tk Ul o
31b. Were mirrors clean? YES = ol 4.‘,"2; _'J:Yr'f‘isd‘:. "31b
require comment when marked ‘No’ no [ ¥ el o "V AsYl calg 1y
NA [ sy
. ?" . . A ‘ i -
31¢c. Were hand dryers clean? YES D o : ,u’h "saf,é,fh:;‘uﬁ;"r |'31C
3 require comment when marked ‘No’ NO ¥ R S
na [0 gy
- TR PEERTINER
31d. Were dispensers clean? ves I px . 4{% u"ehflyﬁhiyr\j&,\sdr. |'31 d
require comment when marked ‘No’ no [ ¥ il (o2 MY Ayl s 1y
NA [ sy
ves K]
31e. Were toilets and urinals clean? Nno [ N Al Joall 4 cils s 31e
NA [ sy
. Caa,lns T
32a. Were doors clean? YES K] e L al e%’,f‘ff;ﬁﬁ;‘: 1.328
require comment when marked ‘No’ Nno [J Y a5l oa el il )
NA [ gy
YEs K]
32b. Were walls clean? Nno [ Y fadulss ol culS Ja 32p
Na [ sy
ves Kl
32c. Were ceiling clean? Nno [ b Tl Gl IS s 32¢
na [ sasy
YES g ai
2| 32d. Were vents clean? NO ¥ Faaplas dlall cuilS Ja 324
NA [ sy
3 Caadat Cloca ) el
32e. Were floors clean? YES % ¢ L gl %'-:;%thyv stJT'\'aze
require comment when marked ‘No' NO ¥ gl (o s
(V7N M R EANY
YEs K]
32f. Were baseboards clean? Nno [ N fAadai saelill & o flailall 51 culS Ja 30f
nva [ gesy
YES axd
32g. Were grout clean? Nno [ b feadas L3 S s 329
B nA O gy
4




5 +
Scores Critical Areas ol ctaall Jalail
ves N
33a. Were trash containers clean? Nno [ b iyl daladll iy s S Ja 332
5 NA [ Gy )
Yes X
33b. Were trash containers not overflowing? NO [ b fhaid e daldll Ggla cils s 33b
N/A [ asuy
YES pai L ]
2 34. Was the restroom smelling clean & no [ N ) ) Rdaie s Ak plesdl Aal ) cilS Ja 34 2
fresh (without any offensive odor)? folaall A Agy S Aadl
NA [ gy
: Jand slaall 4 O jagadl aes S Jda 35
35. Were all the facilities inside the ves @ o e e L 0
restroom in good working condition? L Wt LN e (]
2 require comment when marked ‘No’ no [ ¥ gl o YT Y s ) 2
NA [ ey
X ; £(5) ki daedl Aeld S e ()S
36. Was the Mosque premises clean? YES #* ( ), ,ﬁxs i ":.; &L‘;%A,U_\ST? 36
2 require comment when marked ‘No’ Nno [ ¥ ot el A B 2
NA [ gy
Comments: slBasiall / galeil)
FOR OFFICE USE ONLY Ja8d igalf pladdiu
Vol BGD | B oY1 sl . .
9 : : il
h ACTUAL SCORE MAXIMUM | CValuation p

Approach and Cleanliness

aUas) 5 LB |1

Greetings and Initial Checks

A1 Sl 5 s il |2

Appearance and Behavior of

Ol gl s e (3

Staff

Service iaaall |4
Cleanliness - Restroom and abeadt — ddaill |
Mosque Aaanall 5
TOTAL £ sanall
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ADNOC DISTRIBUTION
AL THALLA S/S - 197
AJMAN CLUB AREA ~AJMAN

oo Lo s T
DESCRIPTION QTY PRICE TOTAL
New Nissan Alt 1,00 26.00 6.00
VoyagrSilverik 4'50 14.00 63.00
TOTAL 89.00
CASH PAYMENT 89.00

served by Operator
09/2012 21:21 T

Thanks for Shopping

You were
DATE 05/

2
2 53 02 4870







