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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center &
O < w Emarat 1O e Eppco / Enoc [ B @ Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
) Name Number Name Number [ Name Number
126 SaCa Yoo\ |Sala_1acoi Ao wawo N e | 1
Gender Height Built _ [Spectacles] Beard | Mustache| Ethnic Groups
M]F [TIMI[s|T[MIF [Yes | No | Yes | No | Yes | No ]indian [Pakistani|Filipino [Expat. Arabs] Others:
ROOOROXROORODROR O O K& O O
Western . R . . Umm Al ' Ras Al .
EMIRATE Region Abu Dhabi Dubai Sharjah Al Ain Quwain Ajman Khaimah Fujairah
O O | d W O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
o \9q b q O|6 e F6 |\oo S o |3 123012242
l 07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday | Monday | Tuesday | Wednesday | Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
VISIT VISIT X]
O 0O O O O o 0O O O Od

1. APPROACH AND CLEANLINESS 48083 ¢ t,a\jé?’ 1
Scores Critical Areas Al ¥ lall PRI
YES X o . . . .
1. Was there proper sign to the Lube no [ q dghia Jle AV daalgiadelia oS a1
changing bay? Syl s
wa [ sbuy
. YES oo
3 2, \é\:g:;;z‘;%be changing area clean and NO D  Fa e Al a3l s Aikaie clS B 213
nwa [ iy
ves [ . C i
4|3 Was there any oil leaking and falingon q e ae syl cus ol s S a3 4
to the floor of the lube bay ? - Sy W s Aale & Yl
nA D iy ?
ves I~
21 4. Were the waiting area and table clean?  NO O ¥ fhagda; Al Uall g Uiyl Ashie el Ja 4|2
nva O sy
— ves®
2 5. \\:{V;iitnh;?telewsmn in the waiting room NO D N ¢ syl A e b e sl S Js 5|2
na [ sbiy
YES p . s .
6. Was the board displaying complimentary o ] q Pl e Jelai M As M culS s 6
services neat and clean? eaa,al 5 A ye dpilaall Coleasll
na [ sbuy
2. GREETINGS AND INITIAL CHECKS g il s a2
Scores Critical Areas Fpulult Sl |
3|7 Was there any delay in approaching YES D px adiifst il 4 als gl s g8 s 7 3
customers? NO N Sl en cads gall
8. Were you greeted in a friendly manner ~ YES pr shaly) 435 A5y Hlay oy sl de 8
(pleasant feeling)? Nno [ y ¢ (g
A o rabs gall & sl Chua g o8 gl y Y 1Y)
51 If no, please describe behavior: Was it U‘ e Li;l . ﬂt\ ;ﬁ . J,‘ “15
arrogant, without any expression, normal GRE oA 08 R D . E]]
etc.....
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Scores Critical Areas Lol ¥l Llail
3|7t the oo aod e orposlioning - vES Tt e et I
the engine off? NO D v S jaalldlay o el b g 3 laadl Caliyy
10. When asked by customer, was the ; IS cJpandl (e il gall Jgs Lodie 10

attendant knowledgeable of different YEs K] p ‘fhu Rt 3 iy
5 oo - . u‘ﬂ’_,uleuléja/t‘}\ ;A.‘M(Jc 5
grades of oil, filters and their relative Nno [J y o iy
benefits? fleta JS 2l 4,
YES IX i .. .
41 11. Did he offer the waiting area to you? NO E f: ¢ Uanyl 46 e oY elde (ae da 11 (4
4| 12. Did the staff thank you as you were Yes [X pxd 5005 S Lty oS8 iyl 6 s 12 |4
leaving? No [J y - = ¢ '
3. APPEARANCE AND BEHAVIOR OF STAFF pgSobarg il galf A 3
Scores Critical Areas Ll eyl PATH]]
. YEs ]
3 13. \;\r/.'zsﬁ?;?umform of the attendant neat NO D Y S, gl el Cilisall Wl S s 13 |3
na [ sy
Yes [ . .
14. Was the attendant wearing visible ey AUy (55 3 3y gl Cala sall IS Ja 14
3 No [X ¥ , 3
nametag? £ a5 4dan t@ﬁ
VA Ll sy pon awme \acidave. (12
YES A ; . =~
15. Was he able to communicate with & dalsdll e 1508 Cals gl IS s 15
3 customer? no O ¥ SO0 3
NA [ sy
YES axl
4| 16. Was staff courteous / friendly? No [ ¥ $ahal/lagay ala sl S o 16 |4
‘ NA [ sy
4. SERVICE il 4
Scores Critical Areas ) - T  Aala¥l Yl Ll
~ , ZilS o Gaad Gl ala ol LG b
17. Did attendant check whether you need ~ YES e TR u)’-d o ﬁj N & 17
3 top up or complete oil change? S5 ol 3l AslaY pliag s 3
’ NO D b ¢ Sl
| 18. Did attendant check with you whether ~ YES [X] pri 28 S 1Y L e Cals gl (38n5 Ja 18 3
only oil is to be changed or oil with filter? NOo [ Yy € il g 50 ol ad g W s
19. Did he check using gauge the quantity ~ YES A pad Al Sy (6 se iy Cala el B 10
3 required to be topped up and informed g Al s il el 3
you? Nno [ ¥ fellly il Ll
% ¢ On Sl i a5l il gall A6 O
3 20. Did the attendant check for oil leakages YES o uiu/;jmt: il jl‘idi db 20 3
under your car from filter and drain bolt? Nno [ y a5 LA 2Rl s
Sy 3l
3| 21. Did the attendant drain the used oil YESs X P el 3l S i Cali gl eEda 21 3
completely from your car? No O Yy Tl o (pe
2| 22. Did he ask whether you want the engine YES [X] iyl dae a5 S o il Ja 22 9
to be flushed and did it if you agreed? Nno O N feliEd) go Jla 4 lly
3| 23. Did the attendant fill the correct grade as YES axi Sl Aa )Y 5 Ailal Gl sl A6 Ja 23 3
you requested? Nno O Y gl Al damall
2 +

Lube change.doc




+ 3 +
Scores Critical Areas Al ) Laai
3 2 e o oneand et TES A8 a8 of e ol r 24 5
minutes? no [ 3 fbual s Al B3l Jndill Al A
3 25. Eid t'he.attendant ensure that the carter YES ' uiﬁﬁdﬁmﬂﬁ&% ﬁ!ﬁﬁ 25 3
olt is tightened and there are no leaks? NO D y e
26. Did attendant carry out the following diladl lia gadll ol by calasall J3 o .26
complimentary checks: -4l
ves OO
31a. Battery Water top up NO D b I Ul el 48l 31a.
=
YES X pes
31b. Coolant Water top up no [ ¥ coolant/a sl s dils) 31D
na [ sy
YES D - A Al Ji Slea <u )y Adln) 31c
31c. Auto Transmission Fluid top up NO D k' § (d;@;ﬂ‘ﬂli ’
wa DA sy
ves L1
31d. Brake Fluid top up no O ¥ Sal iy 5 Al 31d.
nva D sy
ves [1
31e. Gear Oil top up no O y G el dal 3le.
na B sk
YES pai
31f.  Air filter cleaning no [ ) ool il 31f,
A O iy
YES pai
31g. Wiper Water top up Nno O N ol claliaad Lo 2L 31g.
NA [ gy
vEs Kl
31h. Clean engine using air gun NO O Y elsell Gedee pladinls o jaall Cpdad 31h.
A [ sy
3| 27. Were any of your questions related to :;S P: Aalaial) il G g éﬂ 2\7’\4}" L—w da 27 3
lube change answered? Syl Huad dabeay
nA [ iy
3 28. Ewi: ét;? 2taff place the mileage sticker in :lis E e’; > @mﬁijﬁﬁ;‘ﬁ 28 3
' nA B by €
ves B
4| 29. Were you offered a receipt voluntarily? ~ NO [:I ¥ 6 jlaal Sl Gayelle mye da 29 |4
nAa [ abuy
5.  REST ROOMS AND MOSQUE apuall g (alaall el 55) Al i 5
Scores Critical Areas ERVRIR AN PO AT
e .
3 30a. Were they adequately stocked with all YES B el e Sl e 8 ene ilS s 308 3
necessary supplies such as soap? NO D ¥ $ooiall Jia
na O by b

+ 3

Lube change.doc




4 + +

Scores Critical Areas Dbl YL BAH]
. ves w0 e
30b. Were they adequately stocked with all ] g sl Cila il aaens 8 e il da 30b
necessary supplies such as toilet tissue? NO Sl sl (G99 Jie
Na [ iy
30c. Were they adequately stocked with all ves B pad 5wl il il a8 jeme S da 30c
necessary supplies such as paper towels? Nno [ y 48 ol hdliall fie
(paper towels are not required where fully Cliiae 855 die dyglhae e 34 ) il
operational hand dryers exist) N/A by (A1
5 fdddas Judaall cuits
31a. Were sinks clean? YES o ol '"y"dtdt_;yrj 'lsdT'{31a
require comment when marked ‘No’ no [ ¥ gl o MY Y s 1y
nva O gy
; PN WRWIRERTS
31b. Were mirrors clean? ves 4w ol g 5 i&y‘u ,SJT. |'31b
require comment when marked ‘No’ no O Y gl o MY s Y) S 1y !
|
NA [ gy |
e R Casulas 1 IR - . '
31c. Were hand dryers clean? YES e . T"L” "SA?,\;,,‘—M\:;‘“‘SEJ: "31C
3 require comment when marked ‘No’ NO ¥ g2l o Gyl S )
NA [ sany
- TERR T INER
31d. Were dispensers clean? ves X pu . j‘ U’?L‘:;,ﬁhf\;ﬁ\isﬁﬁw
require comment when marked ‘No’ Nno [ y g sl 2 MY Ay s 1
NA [ gy
YES o
31e. Were toilets and urinals clean? Nno [ N $adsi Jpal 44 col Ja 31e
nA [ gy
32a. Were doors clean? ves [ o o *‘u".l;':_,lf;ruls&d? "328
require comment when marked ‘No’ Nno [ Y gl (o2 MY ALY cals 1Y
nva [ gy
YES p2i
32b. Were walls clean? Nno [ y ik el cailS Ja 32p
Na [ sbuy
YES o
32c. Were ceiling clean? Nno [ Y Sk il oS Ja 32¢
NA [ Ghuy i
ves D |
2| 32d. Were vents clean? Nno [ ¥ faadas Mlid) il Ja 32(d
NA O sy »
32e. Were floors clean? YES IZ pd 2l om,,;}fmi[;ruséf "32e
require comment when marked ‘No’ no [ b clsill (o2 MY ALY s 1y
nva [ gy
YES pri
32f. Were baseboards clean? Nno [ ¥ faiki s ldll - o il i 51 cul Ja  32f
NA [ sy
YES pxi
32g. Were grout clean? no [ ¥ fiahi L3 1S Ja 32g
na [ gwsy
4
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Scores Critical Areas Taaladl) ¥l Jatas
YES [
33a. Were trash containers clean? Nno [ ¥ fasydai Aaladll oyl il Ja 333
9 NA [ iy )
YES pad
33b. Were trash containers not overflowing? NO D b flaild e daledll il gla culS s 33b
NA [ asiy
)
2 34. Was the restroom smelling clean & no [ N Gl ) Raiey ik pleal) dadl; S Ja 34 2
fresh (without any offensive odor)? Salanll 3 dgy S Aa
NA [ gy
X 3 Jazd slaall 8 GOl peadll e il i
35. Were all the facilities inside the YES pd e e e JL&J; 35
restroom in good working condition? . N
2 require comment when marked ‘No’ no [ ¥ g sl o2 MY e Y cals 1y 2
NA [ aiuy
; (5) cadas aaeedll deld o Lise \S
36. Was the Mosque premises clean? YES D e ( ). }:J\ i ,,:j,’, &t‘fﬁ‘ﬁ'{s ﬁ: -36
2 require comment when marked ‘No’ Nno [ Y o ST O Al s ) 2
N/A Gy Y
Comments: stBadall [ gudaill
FOR OFFICE USE ONLY Jad igal) aladiuy
Aaccalt Liadl RIS INT . .
0 2 . .
o ACTUAL SCORE | MAXIMum | -Valuation: ot
Approach and Cleanliness Aadaill 5 ol By 1

Greetings and Initial Checks | “s¥} cilSudally cua i1 (2

Appearance and Behavior of il ol o .
Staff Cbsall sl s jelae |3

Service iaasll |4
Cleanliness - Restroom and Silabeall — Adtdaih 5
Mosque Al g

TOTAL £ saaall

Lube change.doc







» L
T ’ g s v
!

SOUG Al BATEEN D9
BAT&ENAAR;A
ADNOC DISTRIBUTION
ABU DHABT
DESCRIPTION ary PRICE FOTAL
Voyager‘Br‘nnzéﬂ. 1,00 53750 50.00
Ovager Broyizy) 2,00 1300 26,00
TOTAL 76.00
CASH PAYMENT 76.00

You were Served by Oparator 1
12:42

DATE 1970672012
THANK s FOR

1 sz o1 617

E§Fi()F>F>JﬂFd(3 .

SERIAL NO.

189







