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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change

P
Pan Arab Research Center @
DC—'ULA! Emarat [ [ ERTRY Eppco / Enoc / & Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
\ Name Number | Name Number | Name Number
)
123 [Zasa ool | =oca__Gdeo] | cant read fud whree |
Gender Height Built _ [Spectacled Beard | Mustache] Ethnic Groups
TIM [S | T [M]F |Yes[No[Yes| No Yes | No |Indian | Paknstam]Flhpmo [Expat. Arabs[ Others:
-DEIIE]DIZIDDBDIZDEID O O
EMIRATE V;:Z‘Iﬁ’: Abu Dhabi | Dubai Sharjah Al Ain g’::v“a;:‘ Ajman K'::ism”ah Fujairah
O I O O | - O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
Gl q13 |\ |6 S [ Sé e c| Clz2 (1325 12244
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
Vst T O O vt | O O K O O O O
1. APPROACH AND CLEANLINESS -A3Ua3 4 s,n\ﬂ'_i\ 1
Scores Critical Areas Aol Ll Jatasts
YES P o s .
1. Was there proper sign to the Lube no [ g dihie e AVl damlydaddia (S da 1
changing bay? Syl yund
wa [ sy
_ YES pi
3 2. \é\:g:g;zé%be changing area clean and NO D Y T e Ak ol Ak ciS ds 2(3
na [ iy
vyes [
4l3 Was there any oil leaking and fallingon 4 q TSPV PRUNG PP FP R E IS S 4
to the floor of the lube bay ? Syl puss dAhie A oauy)
nva O shuy
ves ]
21 4. Were the waiting area and table clean?  NO I:I b agudas Al Uall 5 e Adlaie S da 412
na O] iy
5. Wasth levision i iti YES m N
9|5 wc?rii;ge?te evision in the waiting room o ] ¥ eVl e Gden ol S ds 512
na O sy
ves A & - S .
4 | 6. Was the board displaying complimentary n q 1l e pedad Al aa il culs a6
services neat and clean? £aauda% ¢ A4 ye Ailaall lendll
na O sy
2. GREETINGS AND INITIAL CHECKS AN Sl g cua A2
Scores Critical Areas FEVROI L JEAN PO pAW]
3|7 Was there any delay in approaching ves [ px a8l b el ol s g8 da 7 3
customers? NO Yy ot ol gan Cala gall
8. Were you greeted in a friendly manner ~ YES pad o) i M ds 8
(pleasant feeling)? Nno [ ) ¢ (g
A4S da b gl & Chea g a8 sla Y1
5| If no, please describe behavior: Was it Lj . \:‘;j ) ﬁ‘; . j;i PRI 5
arrogant, without any expression, normal & > e DI ‘“‘_ M
etc..... ?,,_C_Il
+ 1
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2 +
Scores Critical Areas Tkl Ll Lalasl
3| % Sl st o eend Ve Bl G ikt e 9]
the engine off? NO D vt aall ik o Sl alb g 3 landl Calagy
10. When asked by customer, was the Pl oS da b e ol gall Jgu ladie 10
) YES pa v dianll e s Laic
5 attendant kpowledgeable of dlfferf-znt E il &gy 3 o /ﬁ‘f“ alis o ole 5
grades of oil, filters and their relative NO D N o i
benefits? Tleia JS il i g
YES i . .
4| 11. Did he offer the waiting area to you? NO g “: FLEYI A8 e b ) dlle m e o 11 (4
4| 12 Did the staff thank you as you were YES p € i o€ Ly oSy Galhyall J5 s 12 |4
leaving? No [J y i HE ¢ .
3. APPEARANCE AND BEHAVIOR OF STAFF :?QS"LU" (ol gl Hha 3
Scores Critical Areas YW (AN PN | BAYH]
_ YES [X]
3 13. gzstit(;w;?umform of the attendant neat NO D Y O pa G ealall Gl sl Ll AS s 13 3
(7 R
YEs [ .. ,
14. Was the attendant wearing visible ey Ay (533 33 3 ga gall il gl S b 14
3 nametag? No [] ¥ o . 3
WA [ sy ot cood Fue vame. 3
YES pu ] . T
15. Was he able to communicate with go dhal gl e 10 Galasall oS Ja 15
3 No [ ¥ - 3
customer? f0s 0
NA [ sy
YES ax
4] 16. Was staff courteous / friendly? No [ ¥ $akal/la oy Cabasadl IS Ja 16 |4
NA [ sy
4. SERVICE ddaadll 4
Scores Critical Areas Lol Nl " Las]
: it CU oaailly Calbs gall A6
3 17. Did attendant check whether you need YES E 2 L:I}:J:":in :uL.ay lei f)\_\i; A7 3
o 2 - oy el PG o )
top up or complete oil change? NO D e Jasll
3| 8. Did attendant check with you whether ~ YES B px 2 A S Lag elia Cals gall (3825 o 18 3
only oil is to be changed or oil with filter? @ O N IS a1 PRIV S vt CIVT L
19. Did he check using gauge the quantity ~ ygs IE and phAEl Cu 3l 5 sl il alasall W6 Ja 19
3 required to be topped up and informed g Al Sy Al Gl il 3
you? Nno [J Y Sl dlalif  Leilon)
s Cu Bl I (e (38adlly cals gl A8
3 20. Did the attendant check for oil leakages YES m g %ﬁjj/gij )ﬂﬂ‘w bjij‘ L_‘d: 20 3
under your car from filter and drain bolt? NO D y B fey 3l
3| 21. Did the attendant drain the used oil YES o Jantusall 3l IS g i Galasall o6 o 21 3
completely from your car? No [ Y el Hlaw (pe
2 | 22. Did he ask whether you want the engine  YES O ax &7 Plowe 3 i€ o ellil Ja 22 2
to be flushed and did it if you agreed? NO [Z Y /_}. /ng 3 ms Puslisa) o Jla PLREIAY
3| 23. Did the attendant fill the correct grade as  YES 24 axl Tl A /g 5 Alaly Calapall o8 Ja 23 3
you requested? Nno OO y el Al dapaall
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Scores Critical Areas Al ctaal) Jatash

24. Did he request you to start engine and YES D e d | il 2 58 o lie il
3 leave it running for one and a half I ful N ‘?_:xu . ,,‘;dbdk. 24 3
minutes? _ no [ 3 by 4382 el il &
. 3l 38 e /A gabm O Cye il gl G Ja 25
3 25. Did the attendant ensure that the carter ~ YES B = i )‘Zm’:ux j t:& }Aé_u_-.m 3
bolt is tightened and there are no leaks? O i = o B
NO k] pSITR
26. Did attendant carry out the following Agladl Clasadll o) jals alagall 8 Ja .26
complimentary checks: ’ sagial
ves A
31a. Battery Water top up no [ Y el el Al 31a.
na [ abiy
ves K
31b. Coolant Water top up NO O b} coolant/awll ele ddliz) 31b.
NA [ sy
YES KX o NMELSNICE Al
RETR
31c. Auto Transmission Fluid top up NO D N IS JL@T‘ R 3te.
(0 spansil i)
na [ ssay
YES pd
31d. Brake Fluid top up Nno I N Sl il a3 i) 31d.
va [ gesy
ves L1
31e. Gear Oil top up no O v oo il ey i) 3ie.
nva B sy
ves I
31f. Air filter cleaning Nno O y ol i cabs  31f.
na [ adiy
ves R
31g. Wiper Water top up Nno [ ¥ ol cilabinal sLe i) 31g.
nva [ abiy
ves XI
31h. Clean engine using air gun NO | Y elsell Gutise alalil O paall Cplain 31h.
NAa [ by
ves X N T .
3|27 Were any of your questions related to 0 P: Adlatiall il (o g} (e AaYl i s 27 3
lube change answered? NO Tl Hund Alaxs
nA [ by
YEs 0 a0 s e Golepmpcibsdiide 28
28. Didth th i ti i R C .
3 8 5112 (t:afgtaff place the mileage sticker in NO D N o L a0l dlaadl) /il _jia s 3
nva A amuy 95 Judl
YES pal
4| 29. Were you offered a receipt voluntarily? No [] ! LA 22 Ja g dlle (e da 29 (4
NnA O sbuy
5. REST ROOMS AND MOSQUE tapeuall g (aleall foullgi) Aal ) G 5
Scores Critical Areas Ll el Ll
3 ves B 3
30a. Were they adequately stocked with all O ?’: Ay pall il Yl arans 3 jeae ilS Ja 30a
necessary supplies such as soap? NO O gkall Jia
va O gy =
3
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Scores Critical Areas Al elaal) PATHY]
ves B
30b. Were they adequately stocked with all ¢ s nall e il maans 3 jeme <ailS Ja 30b
no O v
necessary supplies such as toilet tissue? call il gy Jia
NA O gy
30c. Were they adequately stocked with all ves ] o Al il il geas 3 e S Ja 30
necessary supplies such as paper towels? no [ N 948 )l idliall Jie
(paper towels are not required where fully Chidas g5 dic dy5lkae e 48 ) Cadlial)
operational hand dryers exist) nva X gbuy () A
31a. Were sinks clean? YES g i 2l ! ’,,“,flf‘f‘ ‘i\flisd“%.{Ma
require comment when marked ‘No’ no [ ¥ ol o2 MY ALY s 1)
nva [ sy
- TR —
31b. Were mirrors clean? ves X pr 2 ) o l,"'b:‘ ;_'flstsd‘? 310
require comment when marked ‘No’ no [ ¥ gl o YT Al Y s 1y
nva [ gsuy
. «" e A -t - e
31c. Were hand dryers clean? YES X . T‘Jx ‘féf,w,,‘_,'m \ufls "h. 31c
3 require comment when marked ‘No’ Nno [ ¥ D e
NnA [ gy
31d. Were dispensers clean? YES m pM ‘m\h U’ghf” ,:_iuesu ru\s d“. 31d
require comment when marked ‘No’ no [ ¥ Tl o Y ALY cals 1)
NA [ sauy
ves B
31e. Were toilets and urinals clean? Nno [ ¥ faglas Jeal Sl il Ja 31e
na [ sy
32a. Were doors clean? YES o L al i "". .:'f‘ﬁ\j‘ w\s ‘JA. -32a
require comment when marked ‘No’ no [ Y ol o Y Ay s
nva O gluy
YES o
32b. Were walls clean? no O ¥ il ol cilS Ja 32b
Nna [ sy
ves X
32c. Were ceiling clean? Nno [ N ek Gl S Ja 32¢
Na O sy
ves I
2| 32d. Were vents clean? No [ N sk Ml S Ja 32d
NA [ sy
32e. Were floors clean? YES o Ll ?%,,Q%Jw uls &.'326
require comment when marked ‘No’ no [ ¥ ol o YT ALY culs 1y
na [ gy
ves ]
32f. Were baseboards clean? no O ¥ $aalai sac il & o laiad) i) cals Ja _32f
nva O guy
ves
329. Were grout clean? no O ¥ Sy LU S Ja 329
na [ sy
4
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Scores Critical Areas Al claall AT
YES i
33a. Were trash containers clean? Nno [ » faaks Adaill ciy s S Ja 33a
) NA [ Gy )
YEs B o
33b. Were trash containers not overflowing? NO O ¥ fiali ye ddadll cida i€ da 33b
NA [ gy
ves B e e ,
9 34. Was the restroom smelling clean & no [ " sl 09) Limia s dighai asll Aat) ) <ilS o 34 5
fresh (without any offensive odor)? Soaall B A S and
NA [ asiy
3 Jaxd alaall & Gl jagadll avas si\S Jda 35
35. Were all the facilties inside the VES B e e e e e e
restroom in good working condition? L. w4 N
2 require comment when marked ‘No’ no O ¥ g sl 2 Y Ay il ) 2
NA [ assy
3 €(3) Caulsi aawsall Aeld e O
36. Was the Mosque premises clean? ves [0 (°), ;;d\ : ,,:;, LL‘\S(TAH\S “'3 .36
2 require comment when marked ‘No’ Nno OO0y gt o> g RS 2
NA (] gy
Comments: siaadlall f galesl)
FOR OFFICE USE ONLY Jadd Cigal) e&&u‘i
Alaall B LA ey sl . .
Y . : - Al
o ACTUAL SCORE | maximum__ | ramaten o
' Approach and Cleanliness Adldaall 5l Y1 |1

Greetings and Initial Checks | &5¥) a5 s A1 12

Appearance and Behavior of b .
Staff Cihagall A sbany selae |3

Service ieadll |4
Cleanliness - Restroom and Gilelaalt — Addaill 5
Mosque sauall

TOTAL g saaall
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AL MUSHRIF S/S 971

MUSHRIF AREA
ADNOC DISTRIBUTION
ABU DHABI
DESCRIPTION QTY  PRICE fOTAL
VoyagrSilveriL 4,00 14.00 56.00
TOTAL 56.00
CASH PAYMENT 56.00

You were served by Operator 1
DATE 25/06/2012 13:45 T1S3 01 8761

THANKS FOR SHOPPING. .
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