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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center gl
D &l Emarat / D & 531/ S Eppco / Enoc / 45t Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number

Yost T Y ade  15¥e \Cuaus 54T Merarned TTFIO[0T3

Gender Height Built Bpectaclesl Beard | Mustache Ethnic Groups
TIM ]S | T [M[F [Yes|No | Yes [ No | Yes | No Jindian [Pakistani|Filipino [Expat. Arabs|{ Others:

IDDIDDE’JD!Z]EIDIEII[Y]DD n O

EMIRATE ‘ﬁ:;‘l‘;': Abu Dhabi |  Dubai Sharjah Al Ain g’:;‘a‘i‘: Ajman Kﬁzism“ah Fujairah
e O O O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
g2 219 23 | 613 [ ol | o \22\ b=
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday I Sunday | Monday l Tuesday lWednesday | Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF

vnsuTDgDDDV'S”DDDDDD

1. APPROACH AND CLEANLINESS -A3UAL ¢ o S8y 1
Scores Critical Areas Lol el Lalailt
Yes 1 o~ o 4 ,
1. Was there proper sign to the Lube no [ q dilaie Jle AVl Al da e S s
changing bay? OGN et &
na O sy
_ ves |l
3 2. \é\:gasr:ir:(ljlf?be changing area clean and NO D g S ey ARl s e cuS s 213
A O sy
YE3 D pr
4|3 Was there any oil leaking and falingon &l q Gle 4o iy il oed gl s 8.3 4
to the floor of the lube bay ? Su ol s Aslaia 4 oy
A O sy
ves B -
91 4. Were the waiting area and table clean? NO  [] g Sk Al Uy ddhie clS Ja 4 (2
na O sy
o N YES s
5|5 \v/VV;ii;hge?telewsmn in the waiting room o v Uy Al e B Jea o alll G852
) wa O ssny
ves B -~ o s
6. Was the board displaying complimentary o ] q POV i S A S )
services neat and clean? Ciaidad g 45 ye dgladadl Sledl
na [ sy |
2. GREETINGS AND INITIAL CHECKS A Yl s qus S 2
Scores " Critical Areas ' i RIS RN Al
317 Was there any delay in approaching ves [ pad asiifnl ) 3 ali gl s S s 7 3
customers? Nno K N Soib ol gad s sall
8. Were you greeted in a friendly manner ~ YES 7 S call) A8, A dh com i 5 8
(pleasant feeling)? no O N ¢ (& e
S U cabs gl s Cia g o8 Bl Y 1Y)
5 | If no, please describe behavior: Was it Lj e \::‘J . }:1; ;ﬁ o 15
arrogant, without any expression, normal GRle CoHAEl O S €y e e
etc..... ?,_,CJ\
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Scores Critical Areas At YLl Ltail
9.  Did he guide your vehicle for positioning  ygg B3 ; Lall Sl ol L Gl o) G
3 at the stopper and asked you to switch . =~ :; ‘u o ‘.5‘.!5'4 i . o & f’h -9 3
the engine off? NO D ¥y .)‘;“l @‘L‘" O elia G °JL)“J’ ‘—‘hﬁ.y
10. When asked by customer, was the ; S da cJaall (e il gall Ja Laic 1
5 attendant knowledgeable of different ves X e f;bﬂfﬂ - J._‘“‘ C_\L:)A.\ / ‘}.?j Sy e 10 5
grades of oil, filters and their relative No [] q 2T Eaktd o ? e
benefits? flete IS il 4
YES K i . .
4| 11. Did he offer the waiting area to you? NO E ?: 9§ eyl dd e & MY elde jase da 11 |4
4| 12 Did the staff thank you as you were vEs B 5 S L oS iyl 8 a 12 |4
leaving? No [J N ") * g ¢ .
3. APPEARANCE AND BEHAVIOR OF STAFF S sl Cuilisall gl 3
Scores Critical Areas Ll c¥Laal Latait
, vEs A
3 13. Z\rllzstitcl;;umform of the attendant neat NO D ¥ T e Gl ualal iyl Gl S 13 3
NA [ sy
ves K| B .
14. Was the attendant wearing visible Dea Ay (55 3 3 sa gall i gl S b 14
3 No [ ¥ } 3
nametag? $7 s 50 danl Lele
NA L sy MeWat more 4
ves i . o
15. Was he able to communicate with &e Jral il e 108 Cals sl oS Ja 15
3 customer? No [ Y PO 3
7 STV
NvA [ sy
YEs R
4| 16. Was staff courteous / friendly? No [] y $ladal/faga s abs sl 9IS Ja 16 [ 4
‘_J A [T sy
4. SERVICE aadl 4
liébreé B  Critical Areas ) ESERN N s
; 2S () e 330 Calh o LB s
17. Did attendant check whether you need YES E i \—L ud)’—d S u‘:}d e 7
3 top up or complete oil change? S0 At o) Za Sl Ay 2lan s Ll 3
pup p ge NO D y ¢ JalsL
3| 18 Didattendant check with you whetner ~ YES Kl o 5 S 13 Luk e s 5 5ans s 18,
only ol is to be changed or oil with filter? Mo [ Y RSO RCIT I IV WL
19. Did he check using gauge the quantity  yEg X pad oAl o 3l s slee il ala i L a9
3 required to be topped up and informed e Al S I e el el 3
you? NO D k! eally, M;j Lgblca)
P Om Sl o e 3l B B s D
3 20. Did the attendant check for oil leakages YES & s djjff: sl b)ij s 0 3
under your car from filter and drain bolt? no [J g SN sebas e ecnyl
3| 21 Did the attendant drain the used oil ves K] o Jeniedll a5l S & i il sall 2B Ja 21 3
completely from your car? No [ y PRI NWATEIN
2| 22. Did he ask whether you want the engine  YES M iy e dae e ) el s 22 5
to be flushed and did it if you agreed? Nno [ ¥ i@l 5o Jla i Sl
3| 23. Didthe attendant fill the correct grade as  YES [ axd Sl A )Y 8 ALl calasdll W6 Ja 23 3
you requested? Nno [ N Tidbs Al Aagaall
2
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Scores Critical Areas Ayl ¥l AN
24. Did he request you to startengine and  ygsg m A a8 gy el Qe o s of e il Ja .24
3 leave it running for one and a half Ot Ras Baa) Ll s 3 3
minutes? no [ k! fnaiy A58 3ol Jiddd @
v -l A8 e /Al gaba o (e il pall S Ja 25
25. Did the attendant ensure that the carter YES P - T . o
3 bolt is tightened and there are no leaks? gﬂdw"w}ujm&@m;w 3
olt is tightened and there are ? wo O N ey 3l
26. Did attendant carry out the following Liladl i il o) b il gl B o 26
complimentary checks: -agiall
YES % pad
31a. Battery Water top up NO b el ola Al 31a.
na O adbuy
YES o
31b. Coolant Water top up no O Y coolant/a el sle Al 31b.
na O sy
ves [ - 1A et Jils Ll 31
TERYTE
31c. Auto Transmission Fluid top up NO D b} A )L*.'A 0 11 c
(O sianit yill)
na [ abuy
ves D o
31d. Brake Fluid top up no [ Y Jadl ) dlal 31d.
na O aduy
ves K]
31e. Gear Oil top up no [ Y oo el ilal 3e.
na [ sbuy
ves ] o
31f.  Airfilter cleaning no [ ¥ ol sell il adas 31f.
A [ iy
ves B
31g. Wiper Water top up NO D b gla i el cla Al 31g.
nva [ shiy
ves B o
31h. Clean engine using air gun NO [ IR BEEWOIREES MERE JESURRES-H 31h.
na O] sy
YES S e i « 0o
5| 27. Were any of your questions related to % P: dlaiall il (e st e WY s s 27 3
jube change answered? NO on s Al
na O sy
A _ . YES o 356 e Geale paa g il sall S8 Ja 28
3 28. chlg (t;f;? itaff place the mileage sticker in NO % N Y - Uj‘:w‘ /\L:\)‘ii}:&l\ 3
na [ sy b
ves { o
4| 29. Were you offered a receipt voluntarily? ~ NO O y L LA M) Jeag e aje b 29 14
na O sy
5.  REST ROOMS AND MOSQUE saaaaall g (alaadl [l $5) Aal M g 5
Scores Critical Areas FEP TR LA PN PR
3 YES S 3
30a. Were they adequately stocked with all ?’: Ay g pall e Jlisall arens 5 eae <ilS o . 30a
necessary supplies such as soap? NO eosall Jia
va [ gy =
3
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necessary supplies such as paper towels?
(paper towels are not required where fully
operational hand dryers exist)

Nno OO v
NvAa B sy

+
Scores Critical Areas Loalaa¥) SYLnalt PR
YES | ! .
30b. Were they adequately stocked with all NO E ?:' 43l Sl sl maas 5 3eae cilS da 30b
necessary supplies such as toilet tissue? il (g 199 Jie
NA [ by
30c. Were they adequately stocked with all ves [] s s pall Gl tiall arans 3 jene <ilS Ja.30c

P48 ) ol Cadliall Jie
Gliiae B¢ die 4glha e il aaliall)
(3% o

X H $aada; aall CulS
31a. Were sinks clean? YES p . Gl ',,';,,dft:]yrf ,é?.“ma
require comment when marked ‘No’ Nno [ b gl o Gl sy
| NA [ Gy
: R NPWRERTS
31b. Were mirrors clean? ves X o gl %y" N fy‘uj ,ISJT."?’w
require comment when marked ‘No’ no [ b gl o Y Y S 1y
NA [T sy
: TR o] i Cals
31c. Were hand dryers clean? ves B ol "ssf,.y,,u, Qy‘uf 'LSJT' "316
3 require comment when marked ‘No’ no [ ¥ gl o " A s 1y
NA [ gy
. Pdddas o pleall ikl culS
31d. Were dispensers clean? YES Iz - . ..‘" o g h\j‘w ,é:jmd
require comment when marked ‘No' no [ b gl o2 MY AW S 1y
NA [ sy
YES % pd
31e. Were toilets and urinals clean? NO ¥ faadat Joah Ll el Ja 31e
NA [ gy
; fAadt ) 1 cuilg
32a. Were doors clean? ves 1 . g .L}L;\jl i 'LSJTM'328
require comment when marked ‘No’ no [ Yy sl o S A
NAa [ gbyy
ves ]
32b. Were walls clean? ‘No [ Y faidai Jlandl ilS Ja 32
NA [ sy
ves X
32c. Were ceiling clean? Nno [ ¥ faal Ll IS s 32¢
Na [ gy
ves X =
2| 32d. Were vents clean? Nno [ ¥ i M s s 32d
N7 N e B
: Sl Slem Y CuS U 306 |
32e. Were floors clean? ves B4 el o "y”ﬁiuliw N .L;T;ﬂ.328
require comment when marked ‘No’ No [ ¥ g Al o> AR e
— = nA [ gy
ves I
32f. Were baseboards clean? no [ Y ikl sac @l & of flailall )50 il s 30f
C
nAa [ sy
YES g pi
32g. Were grout clean? NO Yy feakis L3I oIS Ja 329
|| NA O gy |
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Scores Critical Areas FEI RERN POV PATH]
YES pad
33a. Were trash containers clean? NO D b faala dalasll o s S Ja 333
5 NA [ iy
YES pd
33b. Were trash containers not overflowing? NO D b Piaili e Aeladll clyga il da 33b
NA [ Gy
ves ] o ,
2 34. Was the restroom smelling clean & no [ " s (19) Aty Aiskas pleall Al ) S Ja 34 5
fresh (without any offensive odor)? obaall 3 A S Aadl
NA [ ey
3 3 Cand alaall & <) jagath) aaea S Ja 35
35. Were all the faciliies inside the YES o e S
restroom in good working condition? L. wn % RS
2 require comment when marked ‘No’ no [ ¥ g sl o MY ALY Cals 1Y 2
NA [ akiy
; ¢(5) ki aawall dcld i i JS
36. Was the Mosque premises clean? ves [1 (a). );S\ ' ":; Kj{;;'r‘f\sﬁ 36
2 require comment when marked ‘No’ NO D b THa sy >0 A Gl 2
N/A Gy
Comments: lBBadlall [ gabadlh
FOR OFFICE USE ONLY Jagd CiSall Alaada N
Laual) Jalail) Ll ey aal . .
0, 0 . » \
Yo ACTUAL SCORE maxium | Evaluation: o
Approach and Cleanliness FERE PR v
Greetings and Initial Checks LN il g cua 12
/S\Sapf?arance and Behavior of il all gy sekae |3
Service Laasdi 14
Cleanliness - Restroom and Slabasdt — Al |
Mosque el g
TOTAL § gadall
+ 5
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RHC 57 RS P
RUWALS HOUST
ADNOC  DLSTRILE

WESTERN REGIC

[ESCRIPYLON ary
VoyagerBronzdl. 1
VoyagerBronzit. 1.0
TOTAL

CASH PAYMENT

You were uervad by Operator 90
DATE 23/09/2012 12123 1 51 099

THAMNKS FOR RO IG .







