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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center &
O < Emarat [ W TR Eppco / Enoc | X} 449 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
1051 HERE
Gender Height Built _ [Spectacle] Beard | Mustache] Ethnic Groups
MJ]F |TIM][S|T [MF |Yes|No|Yes] No]Yes] No |indian [Pakistani]Filipino [Expat. Arabs]| Others:
NOONOOROROOROR @ O O O O
EMIRATE v;z;:z:’ Abu Dhabi Dubai Sharjah Al Ain lé:';‘"aﬁ: Ajman Kﬁ:ism/:h Fujairah
O X l O O m . O |
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
g2/l ola]2[8 1s49/00 0|l | O]2 [13:05)13:45
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday | Monday | Tuesday I‘.“ dnesday [ Thursday I Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
VISIT VISIT X4
O 0 O ® O O O O O O 0O
1. APPROACH AND CLEANLINESS -ddUaily ot yBYY
Scores Critical Areas Al el pAN]
ves D4 om0 s
1. Was there proper sign to the Lube no [ y dihie o dValldaaljiadelia gls da 1
changing bay? feu M s
NA [ iy
_ YES pal
3 2. x\:g:ntgeécli%be changing area clean and NO D Y TR ey Akl ) s Ak ciS Ja 2 (3
va O sbiy
Yes [ . )
4 3.  Was there any oil leaking and falling on No 3 v e ae gy syl eyt gl s IS da 3 4
to the floor of the lube bay ? a3l s dihaie 6 )Y
nAa [ sy
ves X &
2| 4. Were the waiting area and table clean? NoO [} ) faada Al gUall g Uy dddaie cllS Ja 412
na [ skiy
o N YES o
2 5. VWVOa:iithe?telewsmn in the waiting room NO D Y Y e b e sl S ds 5 (2
nva [ sy
ves [ . -
6. Was the board displaying complimentary no [ g Aald Lo jedas Al da il S Ja 6
services neat and clean? faada) g 45 ye Anilaall cileaddl
va O sdiy
2. GREETINGS AND INITIAL CHECKS A il g qua A 2
Scores Critical Areas Ayl SYLaall Liail
3| 7. Was there any delay in approaching ves [] px a8 8 el gl dlla S da 7 3
customers? Nno P N bl ea cala gall
8. Were you greeted in a friendly manner ~ YES X4 pr skl L84l cua il ds 8
(pleasant feeling)? Nno [ N ¢ (g4
S8 Ja sl gl @l b Cann g 08 2l (Y 1)
5| If no, please describe behavior: Was it u‘ e . \:;S iﬁ; j:di s
arrogant, without any expression, normal e Com On IS 005 )
etc..... \CJ\
+ 1 +
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Scores Critical Areas Lt el L]
9. Did he guide your vehicle for positioning  ygg M Cauliadl <) SN dili Gl 5 s 9 ]
3 at the stopper and asked you to switch ¢ ARSI Rt Ty |3
the engine off? NO D N .é.‘)aa” z;i.!n.I u‘ I k._ﬂk‘, aJL).uJ‘ L_ﬁLia\!
10. When asked by customer, was the v ; S b edanl (o il sall Jigms Laic 1
attendant knowledgeable of different YES p ‘;cu . ‘ oAl - < yd }u 10
5 oo . ) u‘).dﬂl_guy_)ﬂt_a\;).)/&\y]u‘.u_q‘dc 5
grades of oil, filters and their relative No [ v g . AR
benefits? gia S il 4 g
YES [X ; .s .
4| 11. Did he offer the waiting area to you? NO E ‘: SOy e A syl elle (ae s 11 |4
. I ;
4] oaingy e you s youere - ¥ES Ty T S L S G 5 e 12 |4
3.  APPEARANCE AND BEHAVIOR OF STAFF ragSshu g Cuiligall edia .3
Scores Critical Areas Al Lol Jatash
, YES pxl
3 13. Z\Ilqzsﬁt:;?umform of the attendant neat NO D Y U ey Gigl umlall Gkl Gl S da 13 | 3
NA [ sy
YES L N
3| 14. Was the attendant wearing visible No [ ey Ay (55 5 3 50 gall s sall IS Ja 14 3
nametag? Tz a5 danl Lle
Coutp NOT Kepp HNamt NA [ sy
YES pxi ) A
3| 15. Was he able to communicate with No [ q & dhalsill e 1508 Gaba gl S o 15 3
customer? SOl
NA [ amsy
YES :
41 16. Was staff courteous / friendly? No [ y Sladal/laga g cala ol S Ja 16 |4
NA O shay
4. SERVICE daadll 4
Scores Critical Areas At Sl LL'L'.SW
; it L sl Cabh gall A8 17
17. Did attendant check whether you need YES E px Lu u u)&d aar yde S
3 top up or complete oil change? =) o ol Gl Al s s bl 3
~ Nno [ ¥ eIl
g | 18. Did attendant check with you whether ~ YES X a 28 S 1Y Lad e il gall 58a5 18 3
only oil is to be changed or oil with filter? NO D Y € aldll 5 ey 3l (,1 dagd oyl Huas
19. Did he check using gauge the quantity ~ YES [X] ard ehdialy Cu gl (6 e Ll il sall B8 Ja 19
3 required to be topped up and informed g A a3l s I o el sl 3
you? Nno [ Y fally, Gl 5 Ll
TP VAR TR Y 33;.\.‘" AL cals !Gdﬁ
3 20. Did the attendant check for oil leakages YES o u:: L;juhu: )31511' . bj:ij can 20 3
under your car from filter and drain bolt? [ N S R IR _
Y]
3| 21. Did the attendant drain the used oil YES DA Jesdicg &AL b el B8 Ja 21 3
completely from your car? NO ['_'] Y Tl Hlaw (e
o | 22. Did he ask whether you want the engine  YES X pr Al el ey s o il Ja 22 5
to be flushed and did it if you agreed? Nno [ ¥ bl go Jla A el
3| 23. Did the attendant fill the correct grade as  YES X pxl Cu Sl da /e g Adlal il pall Bl6 Ja 23 3
you requested? no [ N flgidhs Al dapaiall
2
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Scores Critical Areas Ll ¥l Jalait
24. Did he request you to start engine and  ygs 4 p aS iy o el Gy o gl o e il Ja 24
3 leave it running for one and a half and e 23S sl Ll s 3
minutes? no [ ¥ fhal g 438 saal Jidil «?
Ll A8 e /A sabea ol e cala gall S5 A 25
3 25. Did the attendant ensure that the carter YES g px :‘ );m};d &J u‘;& :j s Aidie 3
bolt is tightened and there are no leaks? D e = = T
NO Y Sy 5l
26. Did attendant carry out the following Ailaall Glia sadll ol by Caba gl J8 Ja .26
complimentary checks: il
ves X
31a. Battery Water top up no O b At el ddlial 31a.
na [ sy
YEs X
31b. Coolant Water top up NO D b coolant/a_all el ddla} 31b.
na [ sy
Yes X p V148l JiU e <y Al
31c. Auto Transmission Fluid top up NO O b} G A JLGT\ T\“‘.u. . 31c.
(O sipanit 51
na [ sy
ves M
31d. Brake Fluid top up no ¥ daldll cydlal 31d.
7
ves 4
31e. Gear Oil top up no O ¥ oo allcys i) 31e.
na O sy
ves A
31f.  Air filter cleaning Nno [ b ool il Cadas 31f.
NA [ aany
ves 4w
31g. Wiper Water top up NO D ¥ cla i clalid ele 3ils 31g.
nva [ ssuy
ves
31h. Clean engine using air gun No [ ¥ el et alaiiuly ) paall Lyl 31h.
na [ gmuy
. ves DX i e
3 27. Were any of your questions related to 0] : dalaiall elilind e g e Adal) G 27 3
lube change answered? NO PP | TP L WA DV
nva [ sy
. . o ves B o s e Gabipmpalidiide 28
3 28. ag(t:;? ;taff place the mileage sticker in no [ N o Leink a0 il [ sia b 3
na [ ey o b
YES X i
4| 29. Were you offered a receipt voluntariy? N0 [ ¥ eLolial Ol Jeay e (e o 29 (4
nva [ sdny
5.  REST ROOMS AND MOSQUE saaeaall g (plaadl full ) dall i g L5
Scores Critical Areas Al ¥l PATH]
3 YES i 3
30a. Were they adequately stocked with all % el e i) & 8 jeae il Ja 302
necessary supplies such as soap? NO v Sogall Jia
na O sy =
3
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Scores Critical Areas Al SYLaal) Jatgst
ves A -
30b. Were they adequately stocked with all no [ r‘: L pall Gl liasall asa3 8 jeae il Ja 30b
necessary supplies such as toilet tissue? Coltgll (d)99 Jia
NA [ gy
30c. Were they adequately stocked with all ves X4 pri Ay ralt e vl & B jgna ilS o, 30C
necessary supplies such as paper towels? no O N 48 ) o1l ddiliall Jia
(paper towels are not required where fully lidae 85 aic Ay gllaa e 48l Callidl)
operational hand dryers exist) nva [ sy (Y1 A
31a. Were sinks clean? YES m pui Ll ’ .‘,,.Q,fl;_‘u:;ﬁﬁsdz{:;‘]a
require comment when marked ‘No’ Nno [ ¥ gl (2 Al R
NA [ @y
7 ; Zayk Ul oS
31b. Were mirrors clean? YES pr > g Mfylu ALSJT:\"Sw
require comment when marked ‘No’ no [ b Tt 22 Sy ColS )
Nna [ sy
s faadas oY) Ciliiae culg
31c. Were hand dryers clean? ves i o i L'séf,y..u Zul;‘yr? 15«)&.310
3 require comment when marked ‘No’ no O ¥ (ot et as AR s
NA [ gy
N¢ : fAadai ) sliall Culisle S
31d. Were dispensers clean? YES px . Jﬂl et "\j':_.ié ru 'LSJTAI-BM
require comment when marked ‘No’ No O ¥ Gl AT e e cals 1y
NA [ sy
YES psi
31e. Were toilets and urinals clean? Nno [ ¥ b Jall ASal il Ja 31e
NA [ by
; faadas b oY il
32a. Were doors clean? ves X pr - “,,y,,&';jfyr‘j .LSJT.J\.SZa
require comment when marked ‘No’ no [ ¥ el o2 it
NA [ gy
ves B
32b. Were walls clean? No [ N faih el cuilS s 32h
A [ gy
ves A
32c. Were ceiling clean? Nno [ y Sl il IS Js 32¢
NA [ gayy
ves
2| 32d. Were vents clean? no O Y fagdas MUal culS Ja 32d
Nna O gy
. da.lnt o P 4 d
32e. Were floors clean? YES g £ a i) ?Wm"?tf;‘ ‘L'gl;LIZIIBZe
require comment when marked ‘No' no [ Y G AR
Nna [ gy
YES IXI .
32f. Were baseboards clean? no [0 ¥ fRidas Bl & ) sl )51 cilS Ja 32f
NA [ smyy
ves 4
32g. Were grout clean? no [ ¥ el B3 oS s 329
NnA [ gy
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Scores Critical Areas T el pAH}
YES e
33a. Were trash containers clean? NO D ¥ faadas daladll il la <ilS Ja .33a
NA [ abiy
2 = - 2
YES and
33b. Were trash containers not overflowing? NO I:I b fiails e delall cisla <l Ja 33b
WA [ iy
YES pa o )
2 34. Was the restroom smelling clean & NO D v g‘ O%) Admia g Al oleall Aadl ;) calS M 34 2
fresh (without any offensive odor)? S(aleall B g S Aadl,
NA [ gy
Y i 3 alaall 8 < jagadll WTILY
35. Were all the facilities inside the YES e ot plond o Shnes c‘*‘z:d;t35
restroom in good working condition? L o = I
2 require comment when marked ‘No’ no [0 v sl o2 MY ALY ik Y 2
NA [ iy
i 9(3) sl dawall dcld ol e (S
36. Was the Mosque premises clean? ves [1 o (°). ,:'J\ i ,,;T, . L‘\j““ls ﬁ 36
2 require comment when marked ‘No’ NO D N st Alay) QS ) 2
N/A by ¥
Comments: el f galndll

CS A WAS WEARING OVERCORAT SO ¢HULD NOT READ

NBRME
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Uausall Lokl Liall leyt aal
o, 2 Evaluation: i)
t ACTUAL SCORE MAXIMUM valuation el
Approach and Cleanliness aallasll g ol By 1
Greetings and Initial Checks | 51 \Sudall s can 2l |2
Appearance and Behavior of il ol .
Staff Cribasall W slay jelae |3
Service daaall |4
Cleanliness - Restroom and Glalaadl — aalasll 5
Mosque dauuall g
TOTAL &}Ml
5







Retail Sales Department
Cash Memo

F/SIN. Code No. ... L0 ..
LaSh j._,_g..sf i

Qty. Description: .
Super 90 St g, Seas Jy i
_ | Special 97 AV o pas Jy o
Unleaded S e S

’ Gos Oil NN Swe QY. g2
_ B S9N

Kerosene ) — M 355

£

Lubricants K)/{ Y <)

LPG. ~ Y 3 /
Special Prod. Lot it it /L
Car Wosh v bi| /-

Car Wash with Hot Wox L. oo oo bt ‘ s
TOIAL | 722l ay

S T
e .

Receiver's Signolyre‘; "-';;....,._i\ ﬁ ................ pledt i g
i
!

Circulgtion: Oviginol - Cuitomes, Pink - Filling Sioson ;

i ,
dolespriren: SEviniven e o R e
Adnet Dlstrbunion #Q S0 4180, Al Dbale. UAL. lol 8775300, tus 4771372 76722144, Wlea 21350 1OORS! §m
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