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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center w
O < Emarat ] [0 @454 Eppeo / Enoc / E 5 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
%@\ 6 Name Number Name Number | Name Number
Gender Height Built Bpectacle: Beard | Mustache} Ethnic Groups

PSP .a Y
M| F [T IMIs|T [MTF [Yes | No | Yes | No ] Yes | No |indian [Pakistani|Filipino [Expat. Arabs] Others:vﬁ FC/ AT

NOROOOROOROROXK O O O O

Western . . . . Umm Al . Ras Al .
EMIRATE Region Abu Dhabi Dubai Sharjah Al Ain Quwain Ajman Khaimah Fujairah

X O O O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out

K i . .

glg gl ol9 | g | €13 19011 loll INAS Iy,

07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday ] Monday l Tuesday IWednesday ] Thursday I Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAYOF

VISITDDDDV'S'TEEDDD-D

1. APPROACH AND CLEANLINESS I PR O I |
Scores Critical Areas Aluall) el Ja\aih
YES o . . .
1. Was there proper sign to the Lube b ke e AYAll dsal g Aa Jellia (S da 1
, no O ¥ C o s
changing bay? oy W s
A [ sy
. YES o
3 2. \é\:g:r:it;icl‘%be changing area clean and NO D Y T e dkk eyl eidiliecidS Ja 2 (3
nA [ sy
YES pek . o
4|3 Wasthereany oil teaking and falling on 0 ] q e ae dsscull gl dis S da 3 4
to the floor of the lube bay ? S M s dilaie 8 )Y
A [ sy )
ves P =
21 4. Were the waiting area and table clean?  NO O b eaida; dl glall y Uiyl il S Ja 412
na [ sssy
5. Wasth levision in th iti YES IX o
219 Woarskmge?te evision in the waiting room NO D N ¢ Usiyl 4 e o Qe sl S sy 52

na O] sy

s w ves R =
. as the board displaying complimentary

services neat and clean? NO D K

na L sy

Al e el il Al cuS Ja 6
£34alai g A0 pe dilaal) ilesdl)

2. GREETINGS AND INITIAL CHECKS Y Sl s a2
Scores Critical Areas PRI I Liai]
3 7. Was there any delay in approaching ves [ px sl g8l 8 pali gl s gl s 7 3
customers? Nno X y Cob sl gad cala gall
8. Were you greeted in a friendly manner ~ YES [X px sl dd A b s all G ds 8
(pleasant feeling)? No [ Y $ (zote
S Ja rcals gall & Ca 3elay Y 1A
51 If no, please describe behavior: Was it Lj e ij }j; jif N J“‘ ‘15
arrogant, without any expression, normal e e C I o
etc..... el
+ 1 +

Lube change.doc




+
Scores Critical Areas Lol eVl msnl
9. Did he guide your vehicle for positioning YES @ A i S S dals Glisdiids
3 at the stopper and asked you to switch NO D y “Lﬁ_&);‘dl(-r) s o el qu, e ;\LY 213
the engine off? : O =g o )l L2
10. When asked by customer, was the . S8 I8 et e il oalf i Laric 10
5 attendant knowledgeable of different YES m - flj.djl - )fl C_‘L:)‘: / ‘J?J s}u e ' 5
grades of oil, filters and their relative No [] q 3= e o e
benefits? fleta JS il
. N ves D o T
41 11. Did he offer the waiting area to you? no [ y ¢ Uiy 48 e & BEY e s e da 11 (4
12. Did the staff thank you as you were ves [F ax ¢ i et - . .
4 leaving? no [] q FoRT S Ly o S s gl W5 a0 12 (4
3. APPEARANCE AND BEHAVIOR OF STAFF (S sl g il gall elia 3
Scores Critical Areas L) S¥Lgalf Ltai
ves [X|
3 13. Z\rlwzsﬁt(lj'ﬁ?umform of the attendant neat Nno [J Y 9L ey gl onlall Gl Gl 68 e 43 |3
NA [ smsy
YES pu o . .
3 14. Was the attendant wearing visible NO % q ey Ay (535 5y 3 5a gall Cals gall OSda 14 3
nametag? T pn 9 Al Lo
N/A D MY (d/\a?)‘(ﬂf! J»!.‘C LA 1aa C
YES ax . -
3| 15 Was he able to communicate with NO % q e dhal gl e 150 Gals gl IS U 15 3
customer? Srsa
NA [ sy
YES b
41 16. Was staff courteous / friendly? No [ y flakal/la o5 Caba sl IS Ja 16 [ 4
NA [ sy
4. SERVICE dall 4
e N ol ¥ L]
ClS G e aally el Gl JE s 17
3 17. Did attendant check yvhether you need YES g p 20 s ei Ca ) Ly b .;JL}J 3
top up or complete oil change? NO D y - ; : ¢ <l
5| 18. Did attendant check with you whether YES m px 0SS 10 Lad e wibsall 3ia3 s 18 3
only oil is to be changed or oil with filter? No [ ¥ Al g 3 0 Jads gl s
19. Did he check using gauge the quantity ~ YES m oad el oy 5l & Fose oy als sl Ll J-ﬁ 19 |
3 required to be topped up and informed i G S el il 3
you? no [ Sallly il s Lyl
"""""" Ol S e Gl il 5 6 20
20. Did the attendant check for oil leakages YES [X e )j MRS BT ¢ -
3 . . d.s)c/ﬂjs\.haj‘).dﬂ‘uaa)wh_m 3
under your car from filter and drain bolt? NO D N fca
3| 21. Did the attendant drain the used oil YES IX P Jeniall S & i Cala all Ad Ja 21 3
completely from your car? No [ N feliHl (e
2| 22. Did he ask whether you want the engine ~ YES A Al el dase 3y g5 e ) alil dA 22 5
to be flushed and did it if you agreed? NO N Tligd) oo Jla JPLRILEN
3| 23. Did the attendant fill the correct grade as  YES Bd pxd Gl As e 5 dilaly uﬂa}«“ QB Js 23 3
you requested? No [ y el il damiall
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Scores Critical Areas FIIR P BV Jaaill
24. Did he request you to start engine and  YES m o 4% iy A yaall sk o o lia il Ja 24 3
3 leave it running for one and a half o Aad paad Lzl Alla
minutes? no O Y Hdiad 5 A% Jail @
. YESE\ " Gl 48 5o /A gala (F (pe il sall U s 25
3 25. bDl(:tthcat_aEtenda:jnt egstgre that the i:ar:(er’) s Sl el RRETR o e idia 3
olt is tightened and there are no leaks? o 1] N eyl
26. Did attendant carry out the following Lilaall Clia il o) el Cala sl J8 da .26
complimentary checks: sa )
YES % o
31a. Battery Water top up NO Yy g sl el ALl 31a.
na [ sy
YES % o
31b. Coolant Water top up NO b coolant/2_all ele dilal 31b.
na O sy y
VES % ™ Y148 jall Ji Slea )y Al
31c. Auto Transmission Fluid top up NO N SR Jte,é - T N 3te.
(Oshpanit 3l1)
na [ by
YES % o
31d. Brake Fluid top up NO b Jal 2y ) Al 31d.
NA O adiy
YES % ol
31e. Gear Oil top up NO ¥ i [l 2y j ddLal 31e.
A [ sy
YES % a
31f.  Air filter cleaning NO b ol el il adas 311,
na [ abuy '
YES % i
31g. Wiper Water top up NO b glal Slalnd ole 1) 31g.
nva ] ahey
ves ]
31h. Clean engine using air gun no [ Y slsell Geteee aladily el Cagha 31h.
na L1 sy
ves [X C e e Co _
5|27 Wwereany of your questions related to E e’; Aleial) Sl e gl e LY Qi da 27 3
lube change answered? NO S s Adaay
va [ sy
. ) ) . YES pe e (e Grake pap il B 28
3 28. 5112 (t;t;? gtaff place the mileage sticker in NO % N b Lgiali Uj::w\ /@‘)3293.4.5“ 3
va [ by € led
YES % et
4| 29. Were you offered a receipt voluntarily?  NO ¥ L LA S Jea s dlle (e Ja 29 14
na [ smuy
5.  REST ROOMS AND MOSQUE sanwaall g (alaall foudl ) Bl g 5
Scores Critical Areas Aala) C¥lgal) Latail
3 YES i 3
30a. Were they adequately stocked with all % ™ Ay ) g peall e Hliwall ares B jeae S s 302
necessary supplies such as seap? NO ¥ S0 skalt Jie
NA O gy -
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Scores Critical Areas At ) Jatasy I
, YES e . ;
30b. Were they adeq'uately stocked with all NO q sl e il aaeay s jeas cilS Ja 30b
necessary supplies such as toilet tissue? Culf sl (3 199 Jie
NA [ gauy
30c. Were they adequately stocked with all YES m pu Aol Gl il peny 5 e S Ja 300
necessary supplies such as paper towels? NO D N 44, ot Cadliall Jie
(paper towels are not required where fully Cldiae 55 vie Ggllaa e 48 ) I adliall)
operational hand dryers exist) N/A L_.l Gy ¥ (391
- Tl T
31a. Were sinks clean? YES % o ol ) ‘,,Y,fl:"f;rﬁsd?“ma
require comment when marked ‘No’ NO ¥ sl o MY Ayl S 1y
NA [ gayy
: PR EPWIRERTS
31b. Were mirrors clean? YES W = - ':y" N fyrf .LSJT."Mb
require comment when marked ‘No’ vo [ Y & e A S )
NA [ sy
; Phadai eyl Clidas cuilg
31c. Were hand dryers clean? YES D & a gl ) L'Sif'y:ll;\ﬂgf 'Lsdrisi.mc
3 require comment when marked ‘No’ Nno [ ¥ CanS At L 3
NA [ gy
; PO O BT T DNER TS
31d. Were dispensers clean? YES g - s o "\J"UZ\_Lyr:;Lsdei'am
require comment when marked ‘No' NO k] < o TR -
NA [ abyy
ves X
31e. Were toilets and urinals clean? no [ y faaka Joall sl s s 31e
nva [ gy
: fiuks Gl Y culS Ja 323
32a. Were doors clean? YES % e M}\“ 'nyu 4.\51;\1‘ Sl 1Al
require comment when marked ‘No' NO ¥ & e T :
NA O ey
YES % pd
32b. Were walls clean? NO Y YAahai el il s 32b
NAa [ geuy
YES % o
32c. Were ceiling clean? NO y feadai il 1S s 32¢
Na [ suy
YES % pad
2 | 32d. Were vents clean? NO Y Fiada Ml S Ua 324 | 2
NA [ ssuy
. fahi Glaa YW 23S s 326
YES prd Dot
32e. Were floors clean? % mnm gl e NN b el 1)
require comment when marked ‘No’ NO b Tl e MY ALY s 1y
—  NnA [ gy
ves B
32f. Were baseboards clean? Nno [ Y Ak saeldll - ol flaladl 1) 00 zalS a 32f
NA [ gy
ves B
32g. Were grout clean? no [ ¥ ks LI IS Ja . 32g
NA [ gbuy
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Scores Critical Areas At Nl ai
ves X]
33a. Were trash containers clean? no [ b faauda; Aalaall s S o 33a
5 NA [ aany 5
YES % aad
33b. Were trash containers not overflowing? NO b Phaild e daladll s s Jo .33b
NA [ abiy
ves [ o~ .
o |34 Was the restroom smelling clean & no OO ¥ &b Osn) Raiey Agdai Slesd) dail ) cilS o 34 o
fresh (without any offensive odor)? $(plandl 3 Agy S Asil,
NA [ abiy
axd alaall 3 @l jaeadll asaes -\S da 35
35. Were all the facilties inside the ves ] e e e S,
restroom in good working condition? e s e
2 require comment when marked ‘No’ no O v sl o MY Yl S 2
NA [ iy
5] ; (5) ki el Aeld gl e NS
36. Was the Mosque premises clean? YES i ( ). );S\ ’ ";: LL?\#R\S TS:: 36
2 require comment when marked ‘No’ Nno [0 ¥ T oA el A 2
L NA [ asuy
Comments: scBadlall / galasl)
FOR OFFICE USE ONLY ladd uikall 3\.\53»:‘1
Asal) Ll LAl e ¥t sl . <
0, O - N ! ‘
N ACTUAL SCORE |  MAXIMum | Evatatom el
Approach and Cleanliness addailt 5 ol 8NV |1
Greetings and Initial Checks | &5¥! SiSuiill s cua sl |2
éfaa?arance and Behavior of il sl Al ek [3
Service daanll 14
Cleanliness - Restroom and abaall — Al |
Mosque el g
TOTAL £ sanall
5 +
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ABU AL ABIYADH 894
BL AL ABIYADH
ADNOC STRIBUTION
ST ER REGION
DESCRIPTIOﬂf 0TY PRICE TOTAL
. VoyagerBronz4L 1,00 50.00 50.00
B VoyagerBronzil 1,00 13.00 13.00
- TOTAL : 63.00
CASH PAYMENT 63.00

You were served by Supervisor
. DATE 29/09/2012 11:53 T2 S2 050 2933

THANKS FOR SHOPPING. .

e







