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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center &
[ e tEmarat | 0 @580 Eppeo /Enoc [ Bl as Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Z@ g Name Number | Name Number | Name Number
9 P 245 Pour =12 Wonaweddbd | | |
Gender Height Built _ Epectacies]Beard | Mustache| Ethnic Groups \
TIM [SIT [MF |Yes[No [¥es [ No | Yes [ No |indian [PakistaniFilipino [Expat. Arabs] Others: NG O 1\ 1/
ED.DDMDDE@DEDIDDD O D
EMIRATE V;ZZ‘I‘:;‘ AbuDhabi |  Dubai Sharjah Al Ain L(;T\:I“a:: Aman | RasA L Fujairan
O Ol O O O O | O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
al 6l 2] ol | 2(S 6|1 31 o1 o | 2 lio4 | \Y il
07:00- | 10:01- | 13:01- t 17:01- | 20:01- Saturday] Sunday | Monday | Tuesday ]Wednesdayl Thursday [ Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | PAY OF
VISIT VISIT =
O 0O O O O O Bd O O 0
1. APPROACH AND CLEANLINESS <Adail 4 u.a\)ﬁ“li K|
Scores Critical Areas FOI (N W] JATHI|
ves I o s
1. Was there proper sign to the Lube no [ g dihia e AYalldaal jda g ia S da 1
changing bay? Sy M yas
na O ssiy
. ves I
3 2. \é\ig:r:ihzeezé%be changing area clean and NO D Y S ey A cy e e cdS Ja 213
NA O absy
ves []
4 3. Was there any oil leaking and fallingon o = q e 4o fy sl ol ol dia gSda 3 4
to the floor of the lube bay ? Sl s Adlaie B sy
na O sssy
ves X =
2| 4. Were the waiting area and table clean?  NO 0O Y ¢aaudas Al Uall 5 Uiyl dibaie cilS Ja 4|2
va [ sk
o y ves X o
2 5. vaoa:ii;hge?telewsmn in the waiting room no [ g €Y R e b Jew gl S U8 5 2
va O sy
ves B . R .
6. Was the board displaying complimentary 5[] Y el e jeda AN As idS Ja 6
services neat and clean? Chaydai g A5 ye dlaall Cileasld
A [ sy
2. GREETINGS AND INITIAL CHECKS S ) Sl g a2
Scores Critical Areas Tl @Y Laalt Iataidt
3 7.  Was there any delay in approaching ves [] p PRGN g Aonbgldia gsds 7 3
customers? NO Yy ol s albs gall
8. Were you greeted in a friendly manner ~ YES X i sl Gk dia il Sds 8
(pleasant feeling)? Nno N ¢ (z o4
4 < S rad sl dola Can §elay oY 1)
51 If no, please describe behavior: Was it u‘ Je ﬁ jj\; . j;i g J 15
arrogant, without any expression, normal . ¢ o o 22
etc..... CJ\
+ 1 +
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Scores Critical Areas dsaad) cilaely PATH]]
9. Did he guide your vehicle for positioning YeEs [X] i Ll S I sl o s ol L6
3 at the stopper and asked you to switch - ;—: ‘L‘) " . ‘ﬁ!&u LL . jj “11:‘; 9 3
the engine off? Nno [ L T e
10. When asked by customer, was the . S A ediadl (e il galt e Lovic 10
attendant knowledgeable of different YES m i G‘;,u .. o yid . fu
5 4o . ) ul)hlljuy‘)llug)algyuh&)?.\n 5
grades of oll, filters and their relative Nno [J y g o iy
benefits? Pleia JS 0 584
YES i . .
4| 11. Did he offer the waiting area to you? NO % 'a: LY 48 e i jUauy) elle vae da 1114
4| 12- Did the staff thank you as you were YES ] € olis 8 Laiy K iyl 6 s 12 | 4
leaving? Nno [ y =T ¢ :
3. APPEARANCE AND BEHAVIOR OF STAFF agS sha g (adls gall e 3
Scores Critical Areas Ll Lol Jaldih
_ - ves I
3 13. Z\rljzsﬁt;ye?umform of the attendant neat NO D Y S5 ey gl jelal) Cili gl Gl S b 13 3
NA [T sy
ves [1 s .
14. Was the attendant wearing visible = ey Ay (o ) 3 sa gl il sl S Ja 14
3 nametag? NO ¥ S gu 3
wa [ sesy Nowame \na dae
YES pad T
15. Was he able to communicate with IZ &e daalsill e 10 Gals i (IS s 15
3 No [ ¥ - 3
customer? MR
NA [ sy
ves K
4| 16. Was staff courteous / friendly? NOo [ y Slakal/laga s ala sl S Ja 16 |4
NA [ seny L]
4, SERVICE daaily 4
Scores 7 Citicalavess T s ol eyed L]
17. Did attendant check whether you need YES m e g‘ Uq)d L L—myde B17
3 top up or complete oil change? S el Syl ARy 2 e s ) 3
NO D b ¢ Sl
3| 18 Did attendant check with you whether ~ YES pxd 28 S 1) Lad i il gall Bias Jy 18 3
only oil is to be changed or oil with filter? No [ ¥ ¢y a3l Bl i oy s
19. Did he check using gauge the quantity  YES Y| pad el Sl (s e iy ala gl 8 Js 49 T
3 required to be topped up and informed e Al s A il bl 3
you? Nno [ Y £l Glil ;L)
e ”_: . “u sl - wSL‘ LJ.!: \ lﬂ
3 20. Did the attendant check for oil leakages YES w pe e uﬁj:_‘whu: );'d.?dl. . f,:i; Jt 20 3
under your car from filter and drain bolt? Nno [ S O Ol A
3
3| 21. Did the attendant drain the used oil ves [X] P el 51 S g i il gal) A8 da 21 3
completely from your car? No [ y Seli b re
2| 22. Did he ask whether you want the engine  YES Kl - s oaall dae b 5 € o il Ja 22 2
to be flushed and did it if you agreed? no [ y i@l o Jla 4 iy
3| 23. Did the attendant fill the correct grade as  YES [XJ axd Sl Ax )y 5 Alal Cali el W6 Ja 23 3
you requested? Nno O Yy eidla 3l dapmall
2 +
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Scores Critical Areas Taulud) it PAVH]
|2 Didhe equestyoutosartongneand  yes Bt a5, dmd diho ) e b 24 1
minutes? no [ 3 final g ks sad Joudll Al
3| 25, Didhe atendant ensuro thal he carter ves D o “'E:f ::’:d’;:‘ M‘{L‘L"‘:\:L' jfiﬁ 25 3
olt is tightened and there are no leaks? NO O N ey 3l
26. Did attendant carry out the following Liladl g sadll ol jab calbsall JlE Ja 26
complimentary checks: -agiuall
YES % ol
31a. Battery Water top up NO b Ay el ol dilal 31a.
na [ sbuy
YES pad
31b. Coolant Water top up no [ Y coolant/s_all sle A8l 31b.
na [ sy
YES % o SRS Al JIU e ) Al 31¢c
31¢. Auto Transmission Fluid top up NO b ’ LT '
(O samsil )
na [ shuy
ves D
31d. Brake Fluid top up no O ¥ Jeil cy3dilal 31d.
na [ ahiy
YES o
31e. Gear Oil top up no [ ¥ ool iy 3l 3le.
na [ abuy
ves ]
31f. Air filter cleaning no [ 3 ol s 31f.
nA O ki
ves I
31g. Wiper Water top up NO D N gl N clallual elo ALzl 31g.
va O aduy
ves M =
31h. Clean engine using air gun NO [:l N ehsel et haainly il et cadais 31h.
na [ gy
4| 27. Wereany of your questions related to ::JS % e: Aalaiall i (e 51 GL:. ‘"‘.e\é?‘ Lw Ja 27 3
lube change answered? ol uard Alaay
na [ iy
3 28. chig (t:r;: jtaff place the mileage sticker in ;(E)S ?: ~iam¢\‘:i;\d7§;\ﬁ 28 3
' A [ auy € )
ves
4| 29. Were you offered a receipt voluntarily? ~ NO O b sl 23l Jea s e e Js 2014
wa O sy
5.  REST ROOMS AND MOSQUE el g (alaadl [l 55) sl Gig 5
Scores Critical Areas A Ll PRl
\/1 N
30a. Were they adequately stocked with all YES Ly Ay g pall e isall paans b jeae S Ja 302 3
necessary supplies such as soap? NO E] 3 o sball Jia
L] nA [ aauy S
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Scores Critical Areas VW LAY PR P H]
_ ves I w0 e
30b. Were they adequately stocked with all nvo [ ¥ sl e liual aians 3 jeaa cuilS Ja 30b
necessary supplies such as toilet tissue? NO Call gl g Jie
NA O ssyy
30c. Were they adequately stocked with all ves [] prd sl il jlinall & 8 e S r.30c
necessary supplies such as paper towels? vo [ ¥ 4 ) o) Chdllalf Jia
(paper towels are not required where fully Gldine 855 vie 4 lhas e 34 alliall)
operational hand dryers exist) N/A E Gl ¥ (A1 A
7 R Al . P
31a. Were sinks clean? YES et o ’"y:l:dl’:l ruls&dT |.31a
require comment when marked ‘No’ no [ Yy sl o MY Ayl culs 1y
NA [ gy
- TR —
31b. Were mirrors clean? ves B ol i g lf"f‘ ‘u lesd? "31b
require comment when marked ‘No’ no O ¥ il o MY ey il 1y
NA [ sy
v . ?— . ta . R ‘ wire - o
31c. Were hand dryers clean? YES e . T“LJ "s'lfé,,"m: rfL,S\Sd‘r. |'31C
3 require comment when marked ‘No’ no [ Y sl o0 MY Ay culS 1y
NA [ sy
- TR TR
31d. Were dispensers clean? YES Iz e . j‘ Uﬁbfly,ﬁhi“ ru‘SLsdT “31d
require comment when marked ‘No’ Nno [ Y sl o Y A calS 1y
NA [ guy
ves X
31e. Were toilets and urinals clean? no [ ¥ fddas Sl Al cilS Ja 31e
Na [ iy
32a. Were doors clean? YES m pad Ll ?ﬁf,&,f‘ff‘ TU‘SISJT l.323
require comment when marked ‘No’ no [ ¥ gl o MY Ay s 1y
NA [ gy
YES oxi
32b. Were walls clean? Nno [ y $agks Ui il a 32p
NA [ gmyy
YES X
32¢. Were ceiling clean? NO D b fiai Ll S s 32¢
NA [ smyy
ves X .
2| 32d. Were vents clean? no [ b faakas MUl cilS s 32
vA [ gy
32e. Were floors clean? YES o el e ..?},-Mf;rugg‘:{sze
require comment when marked ‘No' Nno [ Y Gt o2 MY Ay s 1y
NA [ Gy
YES i
32f. Were baseboards clean? Nno [ N A saclall o o) /laitall )5 it Ja 30f
NA [ sauy
ves X
32g. Were grout clean? no [1 b feibai L3 IS Ja 32g
i NnA [ gy
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Scores Critical Areas FERI LA (PR PR
YES pad
33a. Were trash containers clean? Nno [ ¥ ek daladll iy sla S Ja 333
) NA [ ahey )
vEs 4 o
33b. Were trash containers not overflowing? NO | Pl e Adlaill Clygls S Ja 33b
NA [ abuy
ves [ o s ,
2 34. Was the restroom smelling clean & no [0 ¥ | 5) Ainie s Al alaall Al il o 34 2
fresh (without any offensive odor)? falaall 3 4y S Aadl
NA [ gy
3 Sasd alasdl 8 &l il asea <SS Ja 35
35. Were all the facilities inside the ves @ gl e
restroom in good working condition? L. o 4 e
2 require comment when marked ‘No’ no [ 3 gl o2 YT ALY @il 1) 2
NA [ asiy
3 2(5) i anall AclE o e oS
36. Was the Mosque premises clean? ves [1 i ( ). ):,3\ ey ajﬁ;ﬁ\sﬁ 36
2 require comment when marked ‘No’ NO I:I ¥ ¢ [Egle T : 2
B NA [ amby
Comments: cilaastall [ aladl)
FOR OFFICE USE ONLY 148 Sal) aladiad
Alaecall LRI L AeY) sl . .
9 : tion: Fercay
o ACTUAL SCORE MAXIMUM | Evaluation "
Approach and Cleanliness Aalaill 5 b @YY |1
Greetings and Initial Checks | s¥! Sl s wus A 2
g{)apf?arance and Behavior of il pall sl g sedia |3
Service deaadl 14
Cleanliness - Restroom and Sldaall — dsdail |
Mosque daasall g
TOTAL § saxall
5
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BEDA ZAYED S/S 962
NAT ZAYED:
ADNOC DISTRIBUTION
WESTERN REGION
DESCRIPTION QTY PRICE TOTAL .
- "VoyagerBronzdL 1,00 50.00 50.00=
. YoyagerBronziL 1,00 13.00 13.00

1 TOTAL 63.00
 CASH PAYMENT 63.00

You were served by Operator 50
DATE 25/09/2012 14:12 T1 S3 050 5623

" THANKS FOR SHOPPING. .

SERIAL NO.

5123







