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P
PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center &
[ < Emarat 10O g Eppco / Enoc / 4 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
Lot <o Jool lzaxa _qeol Lo, [F2[A 2l |
Gender Height Built Bpectacles] Beard | Mustache] Ethnic Groups
M F [TIMISIT [MIF JYes]No [Yes | No | Yes | No_|indian [Pakistani[Filipino [Expat. Arabs] Others:
FOXOOOROORORORR O O K 0O O
EMIRATE V;::tiz:‘n Abu Dhabi Dubai Sharjah Al Ain gT\:vna;Ar]\ Ajman Kﬁ:ismzlh Fujairah
O X O ] O O O | |
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
olgloly | olm | 1|2 |65 |0 | o]y jo i [A=gs]i2:00
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday | Monday | Tuesday [WednesdayJ Thursday l Friday
TIME OF | 10:00 | 13:00 | 47:00 | 20:00 | 24:00 | DAY OF
visiT T O O O wst | O O 0O O O O
1. APPROACH AND CLEANLINESS 48Ul 5 B 1
Scores Critical Areas Ll aVaall pAYH]
ves o a
1. Was there proper sign to the Lube no [ q dihaia e AV daaljdaf i G da 1
changing bay? YGETI ETE ]
NA O iy
, ves [~
3 2. \é\ig:rfgzé%be changing area clean and NO D Y TR ya ki cay M eas Aihie S Ja 213
va [ ssy
ves [1 o L o
4|3 Was there any oi leaking and fallngon g e 4e dsycuill s gl dia S ds 3 4
to the floor of the lube bay ? - 0y 3l s Ailaia (g V)
na [ by "
vyEs 4 &~
21 4. Were the waiting area and table clean? NO O y eaadns Al el g V) dshie IS Ja 4|2
' nva [ sduy
5. Was the tel VES m e
2 Woariinge? elevision in the waiting room NO D Y ¢ Y1 4 e 8 Jans sl g€ s 52
va O sy
ves X . s .
6. Was the board displaying complimentary o ] q Laild lgle edas Al dasll S a6
services neat and clean? aada 5 A0 e Aplaall Cileadldl
vA [ sy
2. GREETINGS AND INITIAL CHECKS A ) Al g a2
Scores Critical Areas Al el Lt
3|7 Was there any delay in approaching ves [ i i i 3 pali gl s S da 7 3
customers? NO N Sl s Cala gl
8. Were you greeted in a friendly manner Yes K] axi sl 435 38k dh il 2 ds 8
(pleasant feeling)? no [ ¥ ¢ (e
TS Ja il gall & gl s 3 a8 el Y 1
5| If no, please describe behavior: Was it Lf e Li;S }5;‘ j:_\‘:j ¢.').<‘ 15
arrogant, without any expression, normal ¢ S e I e v
etc..... e
+ 1 < +
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Scores Critical Areas Al Lol PRI
9. Did he guide your vehicle for positioning  ygg M Cauliall S ) il bl i s 9
3 at the stopper and asked you to switch o s el Ll .t o 13
the engine off? No [] ¥ Sl il of e alla g 5l Cilisy
10. When asked by customer, was the \ IS db el (pa ol gall s Lonic
5 attendant knowledgeable of different YES m g ‘iﬂj‘ - ‘)i‘ d_:}:/ ‘}f 'Sf'“ e 10 5
grades of oil, filters and their relative No [ y = Rl . A
benefits? flee JS il 4d
YES : .. .
4| 11. Did he offer the waiting area to you? NO % ": §Manyl 48 e OB elle ya e da 114
4| 12. Did the staff thank you as you were Yes [ it i Loty o €0 Ciliyll 8 o {2
leaving? NO D N *J & Sy 5ol & A 4
3. APPEARANCE AND BEHAVIOR OF STAFF ragS sy cpilisall jlia 3
Scores Critical Areas Al L B H|]
. YES [X]
3 13. Z\ézsti?ye?umform of the attendant neat No [ Y ey Gl emlall Gy sl Gl S s 13 (3
NA [ gy
YES prl .
3| 14. Was the attendant wearing visible NO D g ey A8y (535 5y 3 a gl Cala el S Ja 14 3
nametag? e po 5 daul Lgle
va O ey / YA
ves @ )
3| 15 Was he able to communicate with no [J g o dealsill e 1506 (s sall S Ja 15 3
customer? SO
NA [ shyy
ves [X] s
4| 16. Was staff courteous / friendly? No [ ¥ Sldal/fa g5 cala gl S Ja 16 [ 4
NA [ gy
4. SERVICE tdasdll 4
[Scores Critical Areas T T FTRTREE T T
N S ) sl cals gall W18
17. Did attendant check whether you need ~ YES m pr w uu}d car }d ¢ 17
3 top up of complete oil change? 0 o oh Cull ALaY plias s L) 3
p p : No [ Y ¢ LSl
3| 18. Did attendant check with you whether ~ YES px 28 S Lad lia Cala gl 383 Js 18 3
only oil is to be changed or oil with filter? No [ y Al oy o Lad 1 s
19. Did he check using gauge the quantity ~ YES and 133l a5 gl by Cilasall JE Ja 19
3 required to be topped up and informed ) i Al N RS N G jaall il 3
you? No [ Y felly Wil , Ldls)
C or S ot o il iy B
3| 20. Did the attendant check for oil leakages ~ YES Kl pe wﬁjﬁui " j:iﬁ; e 20 3
under your car from filter and drain bolt? No [ y SRy e
Sy 5l
21. Did the attendant drain the used oil Yes [x] o Qe 3l S & i Cala all Adda 21
3 3
completely from your car? No [ y el o (ye
2 | 22. Did he ask whether you want the engine  YES IZ B el el dawe 3 i o il Ja 22 5
to be flushed and did it if you agreed? NO |:| N feliad) go Jla ey
3| 23 Didthe attendant fill the correct grade as YES X s a3 da /g 5 A3y iyl s 23 1,
you requested? Nno [ N gl Al dsgaiall
2
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Scores Critical Areas FEI (LS PR PRV
5|2 Didherequestyoutosonongmp end YES L e ams s dadio i O e o B 24
minutes? no [ ¥ fibual s A4da el Jdl) s (8
3 25. bDid t‘he‘attendant ensure that the carter YES E p uﬂﬁﬁﬁ}jﬁ\}i\:‘h jﬁiﬁ: 25 3
olt is tightened and there are no leaks? NO D N gy 3l
26. Did attendant carry out the following Lilaall lia gadll of by il gall B da .26

complimentary checks: <4l
ves IXI o
31a. Battery Water top up no O Y ikl 3Ma
wva [ sduy
ves IXI
31b. Coolant Water top up NO D b coolant/s sl ¢l 48l 31b.
N/A % iy Y
YES B e e e i
31c. Auto Transmission Fluid top up NO D N R )Lz:y:uijj)\ 31c.
nvA [ abiy
ves X]
31d. Brake Fluid top up no O v de il cyyiilal 31d.
na O sy
YES aa-’
31e. Gear Oil top up no O Y ool nllcyy sy 3.
na [ sbuy
YES % ol
31f.  Air filter cleaning NO Y ol sell Jilh Cplas 31f.
nva O shuy
ves [X] o
31g. Wiper Water top up no O y ol claliual olo il 31g.
wa O sy
YES % o
31h. Clean engine using air gun NO Y ehgll Gedue pladiinly 8 jaall Cagdas 31h.
na [ skuy
3| 27. Were any of your questions related to :KE)S % ?: Adlaial) il ya s G-\r— :L.aL.A\J‘ u—u Ja 27 3
lube change answered? PIGITRA TS I PER
NA [ sy
3 28. tl::]ig (t:r:: gtaff place the mileage sticker in ::Zs r"; m&mﬁ&ﬁﬁ;ﬁ 28 3
' A O sy €5
YES pal
4| 29. Were you offered a receipt voluntarily? ~ NO O Yy S0 A sl Jeag dlle e da 29 14
na [ ey
5. REST ROOMS AND MOSQUE sgaaall 5 (pLaadl [zl 55) Aal ) G 5
Scores Critical Areas Joaka) @Ylaall Jalail
3 , ves X1 =~ . . ‘ 3
30a. Were they adequately stocked with all Ay g el il il paasa 3 3¢ae i€ Ja 30a
necessary supplies such as soap? NO L—"I ¥ ¢ skl Jia
NA [ by =

3
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Scores Critical Areas Ll c¥Laalt PN
A YES S e
30b. Were they adequately stocked with all no [ g A5 al Gl sl pens 3 jeae cilS Ja 30b
necessary supplies such as toilet tissue? NO i gl (3 199 Jia
VA O gy
30c. Were they adequately stocked with all- ves [ aad A5l Gla il areny 3 jeae culS Ja.300
necessary supplies such as paper towels? (2] gl Cadtiali Jie
(paper towels are not required where fully no [ d Cldiae J3 55 dic Ayl e 48 )l adliall)
operational hand dryers exist) N/A Gabis Y (Y
31a. Were sinks clean? YES m o L. f .‘,,“,‘,qu‘ uf‘s d“. 31a
require comment when marked ‘No’ no [ Y Tl o MY sy calS 1y
Nna [ gy
31b. Were mirrors clean? YES m pd . ?’,',’ .,; lf")‘n u\s d“. -31b
require comment when marked ‘No’ no [ ¥ sl o Y Ada ) s 1)
NA [ gy
31c. Were hand dryers clean? YES % pa . m‘h ‘ﬁif?‘ﬁ'u#‘ uls ‘JA 31c
3 require comment when marked ‘No' NO ¥ el o MY ALY il 1y
nA [ sy
31d. Were dispensers clean? YES E] i ?‘m‘h O‘HLT” ,,C'll'gsu C_”LS dﬁ. -31d
require comment when marked ‘No’ no [ ¥ st o2 YT syl S 1
NvA [ sbyy
ves X
31e. Were toilets and urinals clean? Nno [ ¥ Pl Joall ASal cilS Ja 31e
NA [ sy
32a. Were doors clean? YES o L. £ .‘,,. .,,;'fbm LUE JA. -32a
require comment when marked ‘No’ no [ b} cmsill o MY ALY s 1)
Nna [ ssuy
YES oxi
32b. Were walls clean? No [ Yy fadlai GUaaldl il Ja 32
Na [ ks
ves [
32¢c. Were ceiling clean? no [ Y fahi el oIS Ja 320
NA [ gy
YES s
2| 32d. Were vents clean? NO ¥ faghs MGal culs Ja 32d
NA [ gy
32e. Were floors clean? YES pxd L ""‘thf"'{aﬂ‘ w\S Ja ‘.328
require comment when marked ‘No’ no O ¥ sl om MY A ils 1y
V7N I R FARN
ves X
32f. Were baseboards clean? No [ ¥ $adulai sae Bl o o /Ll )51 calS o 32f
nva [ gy
ves X =
32g. Were grout clean? no O Y fdabs LU oIS o 32g
va [ ssiy
4
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Scores Critical Areas Al @Yl PAYH]
ves X
33a. Were trash containers clean? no [ ¥ Thiplas daladll iy s S Ja 333
) NA [ Gy ”
ves X
33b. Were trash containers not overflowing? NO D b Tiaid e Aaladll Clyda cilS s 33b
NA [ gy
ves [ o ]
2 34. Was the restroom smelling clean & NO D N g‘ Oa) Adnia g Ak aleall dadl ) culS (Ja 34 2
fresh (without any offensive odor)? $alasll B Agy S Aadl
NA [ gy
7 ; Jasi alaadl 8 il agadl asen i€ Ja 35
35. Were all the facilities inside the YES ¢ et e s
restroom in good working condition? L. wn e
2 require comment when marked ‘No’ no OO ¥ gaasill (oa MY A Y il 2
NA [ ahuy
3 €(5) ks dawall dcli i e NS
36. Was the Mosque premises clean? YES m P ( )_ J;“ ) g LLL;TL:‘J\Sﬁ 36
2 require comment when marked ‘No’ Nno [ ¥ Tt > ek : 2
NA [ adiy
Comments: saUaadlall / galxsl)
FOR OFFICE USE ONLY Jakd Cigall pladiu N
Alauall T3l Ll ey aal) .
Y : Evaluation: )]
% ACTUAL SCORE |  MAXIMUM valuation P
Approach and Cleanliness Adtdaill g ol YY1
Greetings and Initial Checks AW Sl 5 s il 12
g{)ap;?arance and Behavior of ol sl gl g jedae [3
Service 4arill (4
Cleanliness - Restroom and lalaad) — Akl |
Mosque Asall g
TOTAL £ yaxall
5 +
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AL. MAHA S/S 2924
MINA ROAD
ADNOC pDIST RIBli}T TON

ABU DHA _
DESCRIPTION QTY  PRICE »TOTAL
VoyaqerBronzlL 5,00 13.00 65.00
[OTAL v §5.00
CASH PAYMENT 65.00

u were served py Operatar 1
DATE 12/07/2012 12:09 T1 62 01 6603

THANKS FOR SHOPPING. -







