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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center &
O < u Emarat [ RV Eppco / Enoc | ] a4 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
|06 SUNEER | | |5]8[a9[3
Gender Height Built _ [pectacled Beard | Mustache] Ethnic Groups
M | F JTIM]S|T [MJF f[Yes]No|Yes[ No|Yes][ No |indian [Pakistani]Filipino [Expat. Arabs] Others:
NOOROOROORONROXR O O O O
EMIRATE ";:::‘“ AbuDhabi | Dubai | Sharjah | AlAin g:‘v';‘aﬁ: Aman | RaSA L Fujairan
m O | O X O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
il o[2]2f12 | 4lg | ol3 | ola 4501
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday I Sunday[ Monday | Tuesday IWednesday] Thursday ] Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
VISIT VISIT X
O O O B O O O O 0O o 04
1. APPROACH AND CLEANLINESS R E I gbﬁ\‘li 1
Scores Critical Areas Ll il Jalail) |
YES X | R . . .
1. Was there proper sign to the Lube no [ q dahic Jdo AdYalldaialydagddlia lS da 1 \
; changing bay? CTI VT
wa [ shoy
_ ves I
3 2. \é\::asntit;ee(li%be changing area clean and NO I:l Y e Akl cy ) et dilie i€ Ja 2 13
na O sny
ves [0 ) . o
4|3 Was there any oil leaking and falingon g e ae g cuill o ol dlia 8 Jda 3 4
to the floor of the lube bay ? - Syl i Adaia 8 (Y
nva O gsy
YES pd
2| 4. Were the waiting area and table clean? NO [ Y faaday AUl eyl dshie il Ja 4| 2
na [ iy
5. Wasth | th t YES E o
. t ision i iti T T e
> woariinge? elevision in the waiting room o [ S IV 8 e ol JS da 5 |2
nva [ osssy
ves [1 s s
6. Was the board displaying complimentary ] g Al lgle ek Ahaa i cas da 6
services neat and clean? Saadat g A ye dolaall colenall
va B sy '
2. GREETINGS AND INITIAL CHECKS S g Sl g a1 2
Scores Critical Areas Aoulud) o¥laal) Slaily
3 7. Was there any delay in approaching ves [ pxd A 8 8 el gl i S a7 3
customers? no A N Sl ga cals gall
8. Were you greeted in a friendly manner ~ YES O P B PR 1) FRE RIS | ST
(pleasant feeling)? NO Y ¢ (z e

5 If no, please describe behavior: Was it
arrogant, without any expression, normal

NORMPL EXPRESSION, BUT DD NOT GREET

OIS Jda rak sall é.bluu_qmy?éc\.;_) N

cgte plaill ge JA ¢y alls chaly

I
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Scores Critical Areas Tl YLl BATH]
9. Did he guide your vehicle for positioning ygsg E ; Gl S ehls L Cals ol LG
3 at the stopper and asked you to switch t~ :; ‘L‘J o ﬁ‘elm ‘_‘i ) L.)jl ‘a.éj; -9 3
the engine off? O ¥ fea ik = 0 )Rl g
10. When asked by customer, was the R . IS b cdranll (pe il gall S0 Latic 10
attendant knowledgeable of different YES i ‘.;b,u . < y{! o )
5 e . . ubﬂs]‘_guﬁ‘)ﬂu\;)d/&\yd.\w?.\r_ 5
grades of oil, filters and their relative No [J N o AR
benefits? Tleie JS 23584
YES : . .
4| 11. Did he offer the waiting area to you? NO g ‘: S A8 e b HBEY dlle (e Ja 11 |4
4| 12. Did the staff thank you as you were ves 0 © 3 i€ Laigy ol K ilhpl 6 Ja 12 |4
leaving? No R y = ES ¢ .
3. APPEARANCE AND BEHAVIOR OF STAFF 1agS sl g Cpilh gal) jelia 3
Scores Critical Areas Aaalat) cYLaall Jatai
_ YEs [
3 13. Z\I/_'zsti?;a?umform of the attendant neat NO m Y ey Gl uslall Gl sall Gl S Ja 1313
UNIEORM _wWhAS DIRTY na L sy
eSO W N
14. Was the attendant wearing visible Jeday A8y (53159 0 9 sall il el S Ja 14
3 nametag? Nno [ 3 o . 3
g B daul Ledde
NA [ gy
YEs X~ .
15. Was he able to communicate with & dralgill e 1506 Calagall S Ja 15
3 customer? Nno [J ¥ P 3
7 sl
NA [ shuy
YES ax
4| 16. Was staff courteous / friendly? No [ v hal/la gy calagall S Ja 16 (4
NA [ sbuy
4. SERVICE Al 4
Scores Critical Areas EE I P blai
NG : e O gaaill Cal gall A3
17. Did attendant check whether you need YES [X P u-‘ uu)’d U }d ? & 17
3 t mplete oil change? e A ] f‘j ‘—9)“ ML‘AY CL‘A-‘ °Jl7.‘“‘n 3
op up or complete oil change? no [ N ¢ sl
3| 18 Did attendant check with you whether  YES A 351 Lad dlie Gl gall Gia3 Ja 18 3
only oil is to be changed or oil with filter? no |l ¥ ¢ ilal 5 oy 3l af dadd 0 s
19. Did he check using gauge the quantity ~ YES ani el Co 3l (5 e ulily Cala sl BlE Ja 19
3 required to be topped up and informed o S S I Gl bl 3
you? Nno [ Y Sl wlal) 5 gl
PO Cu il Gl e (Baadlly cals gl A8 2
3 20. Did the attendant check for oil leakages YES E el u’ﬁ 7?6: k¢ b"ij ud: 0 3
under your car from filter and drain bolt? no [ N T oA e
pSTR\]
3| 21. Did the attendant drain the used oil YES P ecaaicu i s & absall B o 21 3
! completely from your car? No [ ) el Hlw (e
| . " R P i
! 5 22. Did he ask whether you want the engine  YES X pr Ay jaall Jad g€ o @il a0 22 5
i to be flushed and did it if you agreed? Nno [ ¥ fualid) 9o Jla 3 cllyy
3| 23. Did the attendant fill the correct grade as  YES B o g 5 Al cabgall A8 Ja 23 3
you requested? no O N flgialla Al dapaiall
+ 2
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Scores Critical Areas Al ¥l PAH]

3] e o oneand apar | YES o A8y gl il 8 of e clla O 24
minutes? no [ ] fbaly Aafa bad Jndall s (A
3 25. Eid t.he.attendant ensure that the carter YES > uiﬁ);ﬁ}:;éjli;jn j&:ﬁ 25 3
olt is tightened and there are no leaks? NO D y e sl
26. Did attendant carry out the following dglaall Cliasaidll of jaly il sall B o .26
complimentary checks: -l
YES pad
31a. Battery Water top up no [ ¥ Ay bl ole ddlial 31a.
na [ sy
ves X
31b. Coolant Water top up no [ b coolant/s yll els Al 31b.
nva O sdbyy
YES . ?u YA alh il lea <y ) ALl 31c
31c. Auto Transmission Fluidtopup  NO [ N RSP .
va [ sy
ves i =
31d. Brake Fluid top up no O Y Sl il 2y il 31d.
na [ sy
ves X
31e. Gear Oil top up NO D ¥ oo Al [omllcy  ddlal 31e.
na [ aduy
ves A
31f. Air filter cleaning no O v el gl akn 31F,
vA O ssuy
YES p
31g. Wiper Water top up no [ N ool alid ola ila) 31g.
nva [ iy
YES pa
31h. Clean engine using air gun Nno 1 Y ehsell udiae pladiny o jaalt il 31h.
na [ amiy
3| 27. Were any of your questions related to :Es S ‘“; daleiall Gl (4 gl L,—‘f—. :*?'\—.NY‘ s-wﬁ 27 3
lube change answered? Sy 3l st Adeny
nva B sy
3 28. tEr:i;j (t;gf §taff place the mileage sticker in :lzs % e: Am&mﬁaﬁﬁ;\ﬁ 28 3
' nAa O sy €5 el
ves [1
4| 29. Were you offered a receipt voluntariy? No X Yy Ll Dl Jha g e (aje b 29 (4
HAD To ASK FOR Rece)\PT NA [ skiy
5.  REST ROOMS AND MOSQUE sl (alasll feull ) Aa) 0 g 5
Scores Critical Areas PRI REAN PR Jataily
3 30a. Were they adequately stocked with all ves o 4y gyl Gla Hlousall asen 3 g2 ilS Ja 308 3
necessary supplies such as soap? NO D ¥ o gball Jia
na O absy =
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Scores Critical Areas IR U PO pRH|
ves
30b. Were they adequately stocked with all 0 ?‘;‘ A s vl il Jlial) arens 3 jeae il Ja 30b
necessary supplies such as toilet tissue? NO u.nﬂ Al (5,99 Jie
Na [0 gy
30c. Were they adequately stocked with all ves ] pxd Al o Jldl aany ")P-‘ ‘—H\S J».30c
necessary supplies such as paper towels? NO D ¥ “u po) cadiliall Jia
(paper towels are not required where fully Gladae 865 die 4yglha ye A ) Cadlial)
operational hand dryers exist) nva B gy Y i
31a. Were sinks clean? YES E i 2l ! ',."\;'ﬁtd;ﬁl—f-&d?‘.31a
require comment when marked ‘No’ no [ Y grasill o2 Al cus )
NA [ iy
; $Zada) Ul dl s
31b. Were mirrors clean? YES E o 2 all ':y" éfyﬁ ,L;L:. "31b
require comment when marked ‘No’ no [ Yy grasll 2 Al s )
NA [ gy
3 Sadai gaV) Cilisa e s
31¢. Were hand dryers clean? YES . pr 2 . gf,é,ffu;:;‘u&tsd‘é |'31C
3 require comment when marked ‘No’ no O ¥ g sl o2 YT Ada Y s 1y 3
Nna [ gy
s Ak () sl Glsle is
31d. Were dispensers clean? ves B4 ‘ o "y':-ihiyru LsdTl31d
require comment when marked ‘No’ no O ¥ crasill o Y e cals 13
A [ sy
ves X
31e. Were toilets and urinals clean? NO D ¥ faik Jyill Sl S Sa 31e
nva [ gy
32a. Were doors clean? YES E o ‘ f ,,;,ﬁ‘f&r’&&d‘: ‘323
require comment when marked ‘No’ no [ ¥ gl o2 MY Ala Yl S 1S
na [ gy
ves D
32b. Were walls clean? Nno O Y $aaudas sl culS Ja 32b
Nna O g
ves X eu'
32c. Were ceiling clean? No [ y b il S Ja 32¢
NAa [T gy
ves X
2| 32d. Were vents clean? Nno O bl faides MUl s Ja 32d |2
Na [ by
s faaudss Ciluea WY1 culg
32e. Were floors clean? ves X px Sl o g Llfw . '\SJT‘ \'326
require comment when marked ‘No’ no [ ¥ el (o2 bl
NA [ gy y
ves X
32f. Were baseboards clean? Nno [ N Ak sl - ) lailall )51 culS Ja 32f
nva [ gy
s X a-'-"
32g. Were grout clean? o y feadas T3l oS Ja 329
A O s
4
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Scores Critical Areas » g éM\ Bl
YES o
33a. Were trash containers clean? NO I:l b faauda; Aobaall iy s S da 333
) NA [ asuy )
YES o
33b. Were trash containers not overflowing? NO D ¥ fiald ye dddll Glysa col€ da 33b
NA [ ey

YES o ]
2 34. Was the restroom smelling clean & no [ v ) Os) Ldmia g Apgla Slaall Anl ) CilS Ja 34 2
fresh (without any offensive odor)? fplaall B A S An3l

NA [ gy
; s plaal b il gl gaan oS Ja |
35. Were all the facilities inside the Yes B e e S g 35
restroom in good working condition? L. o BN
2 require comment when marked ‘No’ no [0 v el o2 YT Aa Y S 1Y 2
NA [ asiy
5 £(5) it aaaeell Acl o e oS
36. Was the Mosque premises clean? YES D o ( ), ,;d\ ’ ,,;’, LL"‘“;M,L,)‘_ST.: 36
2 require comment when marked ‘No’ Nno [ b gt s ) il ) 2
nA B gy
Comments: scBiadlall [ adadl)
FOR OFFICE USE ONLY Jagd Cagall aladiuy
Upsal) Llaill BlEill ey sl . .
o - : . il
Yo ACTUAL SCORE | _ MAXIMum | - v2luation P
Approach and Cleanliness Adldaill 5 ot EY |1

Greetings and Initial Checks | As¥ CilSuddlly cam i1 12

Appearance and Behavior of pidi pall sl s selaa |3

Staff

Service daaall 14
Cleanliness - Restroom and laleall — dalladl |
Mosque sl g
TOTAL £ el
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ADNOC DISTRIBUTION
T, MEIVAD S/ - 157
WEZVAD IND. AREA
AL ATH

DESCRIPTION Y PRICE TOTAL
Yoyagrsilvaril 3,50 14.00 49,00
TOTHL 43,00
43.00

ettty
[N ETE BN

sarvad Gy ocerator

Yoni pere
‘3‘%7521/03/2012 20:11 T1 63 01 6011

Tanks for Shopping

SERIAL NO.







