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A0
PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center g
O k) Emarat / O 451/ 5S4 Eppco / Enoc / & il Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
/O I Z;L Name Number | Name Number | Name - Number
AV [1{ol61215
Gender | Height | Built _ Fpectacley Beard | Mustache] Ethnic Groups
M]F JTMISIT M [ F [ Yes[No|Yes] No | Yes [ No Indian [Pakistani|Filipino [Expat. Arabs|[ Others:
EIDEIDDEIDDDD O O
EMIRATE V,:z::z’r:‘ AbuDhabi |  Dubai Sharjah Al Ain gf:;;“aﬁ: Ajman Kﬁ:ism”ah Fujairah
O O O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
q13]%] o]z al3 | 5l6 |olt | O W25ha3
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 0 5 W 0 O visim | [ O O O O O
1. APPROACH AND CLEANLINESS AL g i S8 4
Scores Critical Areas Al el pAHY]
YES D o~ o ]
1. Was there proper sign to the Lube dahic Jle AVl daalydaddia g8 da 1
changi ? NO D k! . .a
ging bay’ Syl s
na O sduy
2. Was the lube changi vEs B \ ,
3|2 orgasnizidl’l? e changing areacleanand O ey i e il S Ja 2 (3
nva [ sk
_ ves [ . .
4 3. Was there any oil leaking and falling on = o By cul oy gl lia S ds 3
{0 the floor of the lube bay ? NO 3 S it ddia i o |
na [ sy §
ves o«
214, Were the waiting area and table clean? NO [ b Chidny A gall g Uiyt Adhie culS o 42
na O abiy
ves A =
5. Was the television in the waiting room sl Gh e s .
2 working? 9 Nno [J ¥y S avid e Gl onilll g8 de 512
na [ sy
. ves [1 o -
6. Was the board displaying complimentary O i lgle jedai AtAasllcis da 6
services neat and clean? NO K [T Z_ﬁf Ailaall Cileaall
A B sy ; il
2.  GREETINGS AND INITIAL CHECKS ) NSl g a2
Scores Critical Areas Aot ¥ Lyall Jalgily
3| 7- Waf there?any delay in approaching ves [ > PR/ DR TENC P B T O " ¢ 3
customers? NO N SOl e Cals gall
8. Were you greeted in a friendly manner ~ YES O px sl A da kb ca M S a8
. ? B -
(pleasant feeling)? No X ¥ ¢ (zo%
51 If no, please describe behavior: Was it OS da Fw’{*‘” ébh. oy o la L 13) 5
arrogant, without any expression, normal gle el o Jia ¢ 5 sl ol
etc..... e
| | norMAL EXPRESSION, DD NOT GREET
+
! t
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Scores Critical Areas At ¥ PRI ]
9. Did he guide your vehicle for positioning YES [X ; Wl , AL 5
3 at the stopper and asked you to switch P clid Uls.'d_‘ o é_.bh‘u’u k_,dn}d’ ?\? Lh 9 3
the engine off? No [] YTl ks o e g 5l ity
10. When asked by customer, was the YES g " Slo U cJaaall ik pall Jus Larie 10
5 attendant knowledgeable of different < il g g ) cla bl ks
grades of oll, filters and their relative No [ Sy Qg Sl o fl 58 ““L“"“: r"l"' 5
benefits? 3 fleia JS il 4
. . YE i
4| 11. Did he offer the waiting area to you? S D i ? anyl 48 e oY el e da 11 (4
Db WNoT offel Nno By
12. Did the staff thank you as you were Yes [ et — <
4 leaving? Dip NG SHY Ay [ N oalad S ety o Sy Calagall Ad b 12 14
]
3. APPEARANCE AND BEHAVIOR OF STAFF pdS gl g (adlh gl sda 3
Scores Critical Areas Aauladl) c¥La Liail
YES axl
3 13. Z\ézsﬁgwf? uniform of the attendant neat Nno [ Y 05 ey il punlall Cila yal Sl s ds 133
NA [ sy
YES [d : N
14. Was the attendant wearing visible = e A8y (55 3 25 sall Cala gl S Ja 14
3 nametag? Nno [J k! o . 3
g . Ty Ao \.g_)lc
NA [ smiy
YES o )
15. Was he able to communicate with = &o daal gl e T 0 Cals sl (S Ja 15
3 customer? No [ ? SOl 3
NA O iy
YES 4 o
4| 16. Was staff courteous / friendly? No [ ¥ Slakal/la gy alasdl S Ja 16 (4
NA O sy
4. SERVICE el 4
Scores Critical Areas Laulud) ¥l PHIH]]
2 P lS O G Biadl b sdl 26 s 47
17. Did attendant check whether you need YES X e u < )’d i }d ¢
3 t lete oil chanae? S o el ol ALY #las s Ll 3
op up or complete oil change? no [J v sl
4| 18. Did attendant check with you whether  YES X px 38 S 1) Led lia calasall Bisi o 18 3
only oil is to be changed or oil with filter? Ng O Y €l g g I of Jagh oy M a8
19. Did he check using gauge the quantity ~ YES [)] =~ ax eladiul ol G fe b ok sall Ll8 dﬁ 19
3 required to be topped up and informed Gy G i AeS I Ga el il 3
you? no [0 v el claly 5 gl
. e Cul ol (e (B33l Cabs gadl W Ja 20
20. Did the attendant check for oil leakages ~ YES B i 0ol Dm0 s e e 3
3 d r from filter and drain bolt? e e
under your ca ? no O N oy
3| 21. Did the attendant drain the used oil YES X ar Jawisall a3 S i il gall o5 Ja 21 3
completely from your car? No [ Y el b (e
o | 22. Did he ask whether you want the engine  YES Gl el dae 3y i ) @il d 22 5
to be flushed and did it if you agreed? Nno [ ¥ kil ga Jla 8 Sy
23. Did the attendant fill the correct grade as  YES [ pxd Gl Ay 8 Adlal cabsall B8 s 23 3
3 you requested? no O y flgidls Al dapaall
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Scores Critical Areas Al ¥l Liail|
24. Did he request you to start engine and  ygs p A iy o yaal) iy o gl o tlia alls Ja 24 3
3 lr?\?r:/uet éts;unnlng for one and a half NO D q fimiy 420 53ad (il Alla 8
25. Did the attendant ensure that the carter YES pd u.\)l\ el sl ol o ML”H ﬂf df 25
3| o> S Ty i Gl 4l 5 LgilSe (3 T Aie 3
bolt is tightened and there are no leaks? NO O y fcy 3l
26. Did attendant carry out the following Lol Gla sadll el b calasall A8 da 26
complimentary checks: -adull
ves O
31a. Battery Water top up NO D v A HUadl ele Al 31a.
na DI sy
ves M
31b. Coolant Water top up no [ ¥ coolant/amll sle iilsl  31b,
A [ gy
YES IX o A Al JB s <y Al 31¢c
31c. Auto Transmission Fluid top up NO D N ? (t;}‘i‘:‘;“:")ﬂ‘j .
na [ sy
ves 4
31d. Brake Fluid top up no [ ¥ el cyjaila) 31d,
NnA [ sy
ves 4
31e. Gear Oil top up no OO v o sl Blal 3.
NnA [ sy
ves X~
31f.  Air fiter cleaning no [ y ool il 31f,
va [ sy
ves M w
31g. Wiper Water top up no O N ol cialiod ela dila) 31g.
na [ auy
YES pad
31h. Clean engine using air gun no O Y elsell et plainly o mall Cadaii 31h.
nva [ ahyy
3| 27. Were any of your questions related to :KE)S E ?’; Aalaiall il a6 639 ‘"*T'L.A}!‘ uAS da 27 3
lube change answered? Sy 5l st Alaxy
na B akny
3 28. 5112 (t:r: ;taff place the mileage sticker in :ES % ?: Jm@mﬁ:&ﬁf)‘iﬁ 28 3
na O sdiy )l
ves O M
4| 29. Were you offered a receipt voluntarily? NO E ¥ G hasl a3 Jagdlle e Ja 29 |4
HAD To ASK FoR RECEIPT NA [ swuy
5.  REST ROOMS AND MOSQUE apaall g (ptaall full 61) Aal ) g 5
Scores Critical Areas Aaludl) @Yol Jatas
3 30a. Were they adequately stocked with all ves o s pall e el aaan 3 3¢ <ilS da 30a 3
necessary supplies such as soap? NO D ¥ o sall Jia
va [ sy e
3
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Scores Critical Areas Al ctaall BAYH)]
. YES PR .
30b. Were they adequately stocked with all 0 sl a3l asany 3 jeae cuilS o 30b
necessary supplies such as toilet tissue? NO v Cedf g8l (5 199 Jia
Na [ ssuy
30c. Were they adequately stocked with all ves [] av sl Gl liudl aasy 8 e i€ da 30¢
necessary supplies such as paper towels? Nno [J ¥ 38, o0 Cidliall Jie
(paper towels are not required where fully - Clidae B3 2ie dy5lhe e 44l adlidl)
operational hand dryers exist) N/A Gshiy ¥ Gy
- CTRTPINERRER
31a. Were sinks clean? ves Id ol ‘,,y,fl:“hljyr"f\isd?. "313
require comment when marked ‘No’ no [J ¥ grasll o2 Ayl B )
Nna [ gmsy
v : 2k Ul s
31b. Were mirrors clean? YES e L al o 2 J:ww ,‘SJT. |'31b
require comment when marked ‘No’ no [ ¥ gl o YT Y cals 1y
NvAa [ gy
3 Sddlay } Olisaa ilS
31c. Were hand dryers clean? ves D ol ‘*sgfz(,:lgyrf ,‘Sd:) |'31C
3 require comment when marked ‘No’ no [ ¥ el o At s
NnA [ gy
. A4k ) sliall calisla cuilS
31d. Were dispensers clean? ves [ P . )3“” o "\J";’L“L;yr\: ,EJTMBM
require comment when marked ‘No’ no [ ¥ e Al
Na [ sy
YES XI
31e. Were toilets and urinals clean? NO D ¥ g Sl 4] il Ja 31e
NA [ sy y
; fagdai Ll o) cails
32a. Were doors clean? ves X p 0 —"y" ':j;y‘ @gﬂﬁza
require comment when marked ‘No’ no [ ¥ Sl T -
NA [ sy
ves D
32b. Were walls clean? Nno [ N faadss el S Ja 32b
nva O sy
vEs
32c. Were ceiling clean? Nno O ¥ Sadai Casdl S Ja 32¢
na [ gy
YES o2
21 32d. Were vents clean? no O Y $aass MGall calS Ja . 32d
nva [ gy
; fAgdas Cla )Y S o 32e
32e. Were floors clean? ves [ e o g LJI_\Y\L:.L;LS )
require comment when marked ‘No’ NO E ¥ & R T :
ves 4
32f. Were baseboards clean? Nno O Y fagdai sacldl - o fladlal ) )5 cilS da  32f
va [ sy
YES A
32g. Were grout clean? Nno [ ¥ Sl W 08 Ja 32g
Nna [ gy
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Scores Critical Areas Tt c¥fLaall
YES o
33a. Were trash containers clean? Nno OO ¥ i dalaill s cils Ja 332
) NA [ gy
ves A
33b. Were trash containers not overflowing? NO O ¥ fialh e dalall Ciysls i da 33D
NA [ oy
CL- R
2 34. Was the restroom smelling clean & no [ N s} 0s) Alimiay Al plaall wj) @‘:S Ja .34 2
fresh (without any offensive odor)? $(olanll B Aga S P
NA [ @iy
5 Jand alaall 8 o el e cailS Jda 35
35. Were all the facilities inside the YES D o ¢ - @Aq S IS5
restroom in good working condition? L w3 e A
2 require comment when marked ‘No’ NO K gl g2 MY ALY S ) 2
HAN, YER S NOT .
N/A cebi Y
WORKRIN G O ——oE ] CRNET:
; (5) Sl caedll 426 gl e S A
36. Was the Mosque premises clean? ves [ o (). }Zﬂ\ j N ;‘_‘Lﬁtﬁs 3
2 require comment when marked ‘No' Nno O ¥ gt e : 2
{ na B gy
Comments: sUaadiall [ gadadl)
FOR OFFICE USE ONLY JaBd iiall ‘a\h.v.u' Y
Alcalt Jalaal) Ll eyl
[ ? I s
% ACTUAL SCORE | MAXIMum | EVaMatom el
Approach and Cleanliness Aalaill ol BN |1
Greetings and Initial Checks A Sl y cam Y 12
/g:)apf?arance and Behavior of il el sy selae |3
Service de2all [4
Cleanliness - Restroom and Cilaleall — dddaill 5
Mosque Saall g
TOTAL £ yaaall
+
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ADNOC DISTRIBUTION

AL MUWALJT $/S-.938
AL MUWATJI AREA’
AL AIN

DESCRIPTION aTy  PRICE
VoyagrSilveriL 4,00 14.00

TOTAL

CASH PAYHENT
You were served by Operator

TOTAL
56.00

56.00
56.00

1
DATE 23/03/2012 12:33  T1S2 01 4403

THANKS FOR SHOPPING. .

SERIAL NO.







