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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center &
[ i Emarat /O &5l S Eppeo / Enoc / g Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
} 4 6 Name Number Name Number | Name Number |
Gender Height Built Bpectacle Beard | Mustache] Ethnic Groups
MJ]1F [TIMISIT [MI[F [Yes [ No [ Yes [ No | Yes [ No |Indian [Pakistani|Filipino [Expat. Arabs| Others:
FOODROOROORROROK O O O O
EMIRATE ";:Z‘Ii’n" Abu Dhabi |  Dubai Sharjah Al Ain g’:v':‘a:: Ajman Kﬁ:ismA'ah Fujairah
O | O O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
21614 o]F [ 3lo | 42 [0olR | o] | IR /95K
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday | Monday I Tuesday IWednesday[ Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF

VvISIT O 0O O 0 VISIT O O B O O O O

1. APPROACH AND CLEANLINESS -48Uail 4 Q\Jﬁ“l\ |
Scores Critical Areas bl claalt Lai
YES o s ,
1. Was there proper sign to the Lube no [ y dhic o AYalldaalydaddia S da
changing bay? Sy M s
Nna [ gy
. =
3 2. \é\igzr:ir‘lzz(lj%be changing area clean and NO D T e Al I i bl cilS Ja 213
va O sy
ves [ i .
4|3 Was thereany oil leaking and fallingon K q Sle eyl i glaia S da 3 4
to the floor of the lube bay ? Sy 3l s Adlaia (8 Lm Y
NA [ sy J
ves X -
21 4.  Were the waiting area and table clean?  NO D Y fhiday Al gl g Sl ddhia S a4 (2
nva [ asuy
—— R -
515 &V;ii:\hge?televmon in the waiting room /' ] ¥y miViA e Sdemondlli s 512
nA [ sy
I ves & R
6. Was the board displaying complimentary ] g Ll e pelai sl oS s 6
services neat and clean? faadai g 4 e Aplaall Cilerdll
na [ adsy
2. GREETINGS AND INITIAL CHECKS A ) Sl g cua 2
Scores Critical Areas anludl) c¥laal) Jatadly
3| 7. Wasthere any delay in approaching ves [] px il B & pali gl dua S da 7 3
customers? no X v ol sas caly gl
8. Were you greeted in a friendly manner ~ YES O p Gasluly) W5 Al dh il S5 s .8
(pleasant feeling)? Nno BB N ¢ (o
S Ja rcab el W lu Caia g a8 Blay Y 1Y)
5| If no, please describe behavior: Was it @ \ u‘ te . le . ﬁl ;ﬁ PR 5
arrogant, without any expression, normal e Rl Ot O L5 2R ) @‘
etc....! - _
nof med Lodd nodgieet
\
+ 1 +
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Scores Critical Areas Dbt claalf JaL'm
9.  Did he guide your vehicle for positioning  ygg : Ll Gl W els L ol ol 26
3 at the stopper and asked you to switch m ~ ::“ < . "J . 2 . 5! e fJA 9 ;’
the engine off? No [] ¥ Feadl il of e Gl g 5 Ll Gliy
10. When asked by customer, was the . IS Ja esanll (pa als gl s Lanic 1
5 attendant knowledgeable of different YES m pr f‘iﬂi‘ - ‘ ).]" d;w_‘ / ‘}.?] .Si“ e 10 ;
grades of oil, filters and their relative no [] q 4= RS ?
benefits? flede JS il
YES i .. .
4| 11. Did he offer the waiting area to you?@ I:I P ¢ syl 48 b Y elle vayx da 11 (4
Do NOT OHFERe copTring Absp Nno [X by
. Y H
4|12 08 ine staff thank you as you were st % T S L Gl s 12 |4
3. APPEARANCE AND BEHAVIOR OF STAFF S sha g il gall e 3
Scores Critical Areas Al Ll L
13. Was th if f th t YES z =
3 . an?jstid;?um orm of the attendant nea NO D Y 9L ey Gl ualall Gyl S 13 (3
NA [ sy
YES [] s .
3 14. Was the attendant wearing visible @ no B y ety dala, S s sall Galagall 1S Ua 14 3
nametag? 2 sa 53 dand Leale
hoT wearing hame g wa O sy
VU ves ) ,
3| 15. Was he able to communicate with No [ ?‘: & dealgll e T8 Gila gl S a5 3
customer? SO
NA [ sy
YEs B
4| 16. Was staff courteous / friendly? Nno [ N fladal/lagn s caba sl S Ja 16 (4
L vA [ gy
4. SERVICE rdaadlt 4
Scores " Gitcaimess T — Chelwevsd T L]
: S o Gyl Gl ka1 26 a7
17. Did attendant check whether you need ~ YES & e w uu)’_d sar L ua}d ¢ /
3 top up or complete oil change? =0 i el 3l AlaY Flias s 3
p up p ge: NO D ¢ Jalsl
3| 18. Did attendant check with you whether ~ YES [ p 08 S 1Y) Lasd lia Cadagall 33n3 Ja 18 3
only oil is to be changed or oil with filter? No [J y € el y 3l ol add ey 311 s
19. Did he check using gauge the quantity ~ YES p eladils Sl s e Qi il B s 19
3 required to be topped up and informed e A S Gl bl 3
o fJ you? No [ b felly elali Lgisla)
B ool s on il kol G
3 20. Did the attendant check for oil leakages YES E a wﬂijju\:‘ )zlm- Dtﬁﬁ 20 3
under your car from filter and drain bolt? No [J N /ey AR
e 5l
3| 21. Did the attendant drain the used oil YES e dasieaall <3 S a i Calh gl Ad Ja 21 3
completely from your car? No [ Y el Hlw (ge
2| 22. Did he ask whether you want the engine YES [ M Al el ey S o) el da .22 5
to be flushed and did it if you agreed? feliddl g Jla 3 iy
NO b ‘-.53
3| 23 Didthe attendant fill the correct grade as YES B s <yl A g 5 ALy ol gl W5 Ja 23 3
you requested? No [ y il Al A niall
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Scores Critical Areas Lol Ll Jaail

24. Did he request you to start engineand  yEgs M s A iy o pall Gkt o5 o lia s Ja .24
3 leave it running for one and a half . i paad Lt Alls, 8 3
minutes? no [ ) fidaiy 4380 saal il <
Ll 48 e /A gaba o (e s f st a 25
3 25. Did the attendant ensure that the carter ~ YES = o :l ):ij;ﬁ 43) LL::& )Aimw 3
bolt is tightened and there are no leaks? D an = @ "
NO Y eey 3l
26. Did attendant carry out the following il s gadll ¢l jals Calagall J8 Ja 26
complimentary checks: Rkt
ves
31a. Battery Water top up no O y ijhdeldls 3a.
NA O] sy
YES K o
31b. Coolant Water top up NO D bl coolant/a_uwll el 2Lzl 31b.
na [ sy
ves & o 91 ASall U Shea ) Al
31c. Auto Transmission Fluid top up NO D b} GRS JL",“ w’“ A1y 31c.
(Ot i)
na O sy
ves K|
31d. Brake Fluid top up Nno [ y Jal jall cy § Al 31d.
na [ sy
ves A
31e. Gear Oil top up no [ Y oo ey dlal 31e.
wa [ sduy
ves 4
31f.  Air filter cleaning no [ y clsed lhcaln 31F,
na [ sy
ves I &
31g. Wiper Water top up NO D b ol el elo dilia) 31g.
na [ sy
YES [X ax
31h. Clean engine using air gun NO | N elsgll e plasiuly o jaall (ot 31h.
na [ sy
YES . S : . .
3|27, Were any of your questions related to % B daad dild e gl Gle Mayl s s 27 3
lube change answered? NO K Sy M it Apleay
na O gbuy
. . o ves 0 s s e Galigancibidi i 28
3 28. ?hlg ;[:t;? ’?taff place the mileage sticker in NO D N o s L il Tl /G'-"}A}X:\Sl\, 3
na [ aduy i
ves R
41 29. Were you offered a receipt voluntarily? ~ NO D b S LAl WSl Juas e e da 29 |4
nva [ sbuy
5.  REST ROOMS AND MOSQUE sapiall g (pLaall fodl 53) Al G g L5
Scores Critical Areas Al Lol e
3 YES ; 3
30a. Were they adequately stocked with all % ?: a4y g yeall e el paans b j¢2e <ilS Ja 30a
necessary supplies such as soap? NO e slall Jia
na O gbiy =
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Scores Critical Areas =\ bl L) Jalaiss
B)ves O
30b. Were they adequately stocked with alu X c“’: Lol Gl i) paens 8 36 cilS Ja30b
necessary E_pplips such @s toilet tissue? NO . Call g3l (839 Jis
oAdeiled™, gomg o wa [ sy
30c. Were they adequately stocked with all ves [] ad Aol Glejliudl aieag 3 jeae S b 300
necessary supplies such as paper towels? no [ y 48 ) ol Cidiall i
(paper towels are not required where fully Cldias 853 vie dygllaa ye 48 s adliall)
operational hand dryers exist) NA B by (AY i
31a. Were sinks clean? YES E pd L al vwf;"d“td;rn‘ﬁsd‘: "318
require comment when marked ‘No’ Nno [ ¥ ol o Lyl s
NA [ Goyy
* ?" = )~ . ‘ - o
31b. Were mirrors clean? ves B - iy l:'in r\j‘isdt_‘ﬁ‘lb
require comment when marked ‘No’ no [ ¥ crast oa MY Al e 3
NA [ gy
. <‘» “ . R PR - ol
31c. Were hand dryers clean? ves BJ pr . T“L” é%?‘,ffhts:;r'flisﬁ |'31C
3 require comment when marked ‘No' no [ ¥ il (o2 Y Al s 1y 3
nva [ sayy
31d. Were dispensers clean? ves B m‘f” u’*hﬁdyﬁhiu ‘uj \SlsdT "31d
require comment when marked ‘No’ no [ Y sl o2 0 MY A s 1y
NA [ sy
YES o
31e. Were toilets and urinals clean? Nno [ y fAada Joall 4 calS Ja 31e
NA [ gy
32a. Were doors clean? YES E i S Mf%j,fflfj‘ ‘uflslsd‘: |.32a
require comment when marked ‘No’ no [ ¥ gl (om0 YT Ala ) s 1y
na [ ghsy
YEsS X
32b. Were walls clean? Nno [ ¥ ik el cuilS s 32h
NA [ sy
ves X
32c. Were ceiling clean? no [ ¥ fiuhi il S Ja 32¢
Nna [ gy
ves 4 o
2| 32d. Were vents clean? No [ ¥ fAihi MUl @il s 32d |2
NA [ sy
. - \."' 2.1 h:l - A ‘ - o
32e. Were floors clean? 167'7’7 ves LI - %,,y,lf‘fafyﬁls,;: |.32e
require comment when marked ‘No' NO Y cae sl o Al Qs
foodefontihg Ao NA [ sy
ves d
32f. Were baseboards clean? NO D Y $aaka) sac (6l) z Rl i el Ja .32f
nvA [ geuy
ves M
32g. Were grout clean? No [ N feiylai LI oIS s 329
NA [ gbuy
4

Lube change.doc




Lube change.doc

+ 5 +
Scores Critical Areas dpalalt L B H]
ves 4 s
33a. Were trash containers clean? NO |:| ¥ faadas Aalall b s <l Ja 333
NA [ Gy
2 - 2
YES K
33b. Were trash containers not overflowing? NO O ¥ flals ye daladll cilyga il Ja 33b
WA [ asiy
YEs B4 s .
o |34 Was the restroom smelling clean & no OO ¥ ! %) Adaia s Aighai dleall Anily cilS o 34 2
fresh (without any offensive odor)? §(plandl g S Aadl
NA [ gy
3 Jazd alaall B b et apea S Ja 35
35. Were all the facilities inside the YES E e ¢ o= eﬁ?ud&“
restroom in good working condition? . = e
2 require comment when marked ‘No’ no [0 v sl o MY ALY S Y 2
NA [ ahiy
3 £(5) ki daawdl dclE 5 e S
36. Was the Mosque premises clean? YES D (e ( ), ):J“ ’ ,,:; Z\juﬁcuu\s(ét .36
2 require comment when marked ‘No’ Nno [0 ¥ gt A 2 : 2
A B iy
Comments: rcutBadlalf / galaill
FOR OFFICE USE ONLY Ja8d (iigall PAEENY |
st TE Liaill el aal) .
y : tion: W)
t ACTUAL SCORE maxium | Evaluation e
Approach and Cleanliness aalaill g ol y8YY 1
Greetings and Initial Checks | #ds¥) SlSaiilly caom i 12
é{)apﬁearance and Behavior of el gall sl s selaa |3
Service .24l |4
Cleanliness - Restroom and et — i) |
Mosque daasall g
TOTAL £ saxall
+ 5
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SHAWAMEKH(1> S/S8 7549

MAFRAQ - DUBAT ROAD

CADNOC DISTRIBUTION
ABU DHABI

DESCRIPTION QTY  PRICE TOTAL
VovagrSilveriL 3,00 14.00 42.00
TOTAL 42.00
CASH PAYMENT 42.00

You were served by Operator 1
DATE 30/07/2012 12:50 T1 S3 01 4116

THANKS FOR SHOPPING

-







