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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center &
D &l Emarat / D 45/ & Eppeo / Enoc I & 4 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number [ Name Number
L049 M ol | 1 | |
ASUR DRUINS
Gender Height Built _ Bpectacle§ Beard | Mustache] Ethnic Groups
TIM ST [MIF [Yes] No IYes} No Yesl No | Indian JPakistani]Filipino [Expat. Arabs[ Others:
EMIRATE ";2;":‘“ AbuDhabi | Dubai Sharjah Al Ain o | Aiman s My | Fuiairah
| Ol ol ol ol 8| ololo]d
i SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
L Yy 18] 0]la ] 1|o [ 100 [ olz | ofs [18:2¢[18'4F
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday [ Monday ] Tuesday IWednesday l Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAYOF
vt T 0 O @O vst | O O X O O a |
1. APPROACH AND CLEANLINESS 8Uail) g ol By 1
Scores Critical Areas Laabasly) SHLaal) Latadl
YES X ?"‘ L
1. Was there proper sign to the Lube no O dikaia o AYall Al da g s S dﬁ A
changing bay? Sy W s
na O Jaku‘i
' ves f &
3 2. \é\:g;r:it;e;clj%be changing area clean and NO D Y A ey Akl 3l s Allaie S B 2103
nva [ sdiy
ves [ a
4|3 Wasthereany oil leaking and falling on ) [v4 q e de gyl i gl dia g8 a3 4
to the floor of the lube bay ? Syl i Addate (S e
A O adiy
ves @
2| 4.  Were the waiting area and table clean?  NO O b fada; A glall 5 HUaiY) ddkie il Ja 412
wa [ sy
o 3 ves Kl
2 5. \V/VVOa:iitnhge?telewsmn in the waiting room ne [ ¥ Y A e b den il S s 52
wa [ sy
YES o -~ e T e
6. Was the board displaying complimentary o 7] q Al lgle pedad M Aasll s a6
services neat and clean? Caadal A0 e dilaall Cleadlt
NA [ by
2. GREETINGS AND INITIAL CHECKS A ) il g cua a1 2
Scores Critical Areas Akl Yl Jalaal
3| 7. Was there any delay in approaching ves [ pa piifeal 8l 3 pali gl s (S a7 3
customers? NOo [4 N oLl gad Cala gall
8. Were you greeted in a friendly manner ~ YES O e slul) Gdsan e sl i a8
(pleasant feeling)? Nno [d Y ¢ (e
S O sk galt b Cam gy o8 Blay Y 1Y)
5| If no, please describe behavior: Was it Lf e \j;x . ’j_; . j:.!i c. J. ‘15
arrogant, without any expression, normal @E ROt I T
etc..... C‘“
No ¢ eeeqinas
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Scores Critical Areas Lt Ll hldil
9. Did he guide your vehicle for positioning YES [X il Al s Cabigall 5 a9

3 at the stopper and asked you to switch j Y I e 13
the engine Off.? No D y eéj_)&a." @L.l u‘ el.l.d &,\.‘L} a‘)w‘ &_QLA.;\‘!

10. When asked by customer, was the . NS Ja e duaadl il gall G5 Ladie 10
. YES [ sl «Jrandl (e I .

5 attendant kpovyledgeable of_ dlﬁergznt o Sl gyl cils /&b-“i il ey e 5
grades of oil, filters and their relative NO D y o g
benefits? floda JS il b 5

"YES i . .

4| 11. Did he offer the waiting area to you? NO % ?’; ¢ syl 4a e o Y e ym e da 11 (4

4|12 lDid ?he?staff thank you as you were (53 )YES O axd $ a5 S L Sy iyl W5 a 12 | 4
VNI’ Dy MeT $AY THANKYFD NO DI ¥

3. APPEARANCE AND BEHAVIOR OF STAFF (S sl s (il gall glia .3

Scores Critical Areas Ll YLl L

. ves [d  m
3 13. \e/]\;zsﬁt:;’umform of the attendant neat NO D ¥ e Gl sl Gyl G S s 13 ] 3
NA [ sy
YES o s .
3| 14, Was the attendant wearing visible no [] q e Ay (o 3y 3 g sall ala gl S Ja 14 3
nametag? $ 3m 50 dand Lile
NA [ sany
YES i .
15. Was he able to communicate with &a dual il e Tl Gils ol S o 15
3 cust ? No [] ¥ P 3
omer? fos
VA O sy
YES [d
4| 16. Was staff courteous / friendly? No [ ¥ Sahal/la gy als ol IS Ja 16 | 4
NnA O sy
4. SERVICE a4
_S(;I;s Critic.;l Areé;»‘r o - Z,a.ul:‘\l! ol o - ) Jatass
: Y L 3l ks gall W
3 17. Did attendant check whether you need YES o L_:j)i;ri:d)“ Tu?L.;;\J CL}:‘ “ZLj A7 3
N ” ~ s L! PG & )l
top up or complete oil change? NO D e Ll

3| 18- Did attendant check with you whether ~ YES [X] L5 S 1 Lad i il sall 8ai Ja 18 3

only oil is to be changed or oit with filter? No [ M) € Al 5 a3l AT dad ) s
19. Did he check using gauge the quantity ~ YES d pd 133l U 5 g (b Cala sl B 10

3 required to be topped up and informed g Gl 3l s il ubdall 3

you? NO D b el lalyl Letlia)
o 0% gl G e Gl e ol L

3| 20. Did the attendant check for oil leakages = YE®S ol %j 74)_3&‘5: )ﬂ.?dl. ) }\ij ,J‘t 20 3

under your car from filter and drain bolt? No [J N SRy 8 Sl s
Sy 5l

3| 21. Did the attendant drain the used oi YES B i il oy OS i il B Ja 0] 3
completely from your car? Nno [ y fuli i (e

2| 22. Did he ask whether you want the engine ~ YES X M Al el Jae 5 e ) il Ja 22 5
to be flushed and did it if you agreed? Nno [ N fecliadl go Jla 3 iy

3|23 Didthe attendant fill the correct grade as YES D <yl A g 55 Alal Cabh gall Hl5 Ja 23 3
you requested? no [ y el Sl daaall
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Scores Critical Areas W L B Jatash
24. Did he request you to start engine and YES P oal med b s o g o lia calla
3 leave it running for one and a half & p B ;,)MS PN H:XU . ,_,‘Lu‘_sdk. 24 3
minutes? no O ) by Aifa bad ol «*
. a4 e /A geba () (e cala pall U Ja 25
3 25. Did the attendant ensure that the carter ves (A P iﬂ);uid Jjut;& ::X‘ e e 3
bolt is tightened and there are no leaks? NO D N e 5l
26. Did attendant carry out the following Liladl ciliasaill ¢l jaly calasall d3 o .26
complimentary checks: -agfull
ves [d
31a. Battery Water top up no O N Ayl ole Adl) 31a.
na [ abuy
ves B
31b. Coolant Water top up NO D bl coolant/2_ sl els il 31b.
nva [ sy
ves B~
31c. Auto Transmission Fluidtopup  No  [J y RN e S B 31c.
na [ ahuy (oot )
ves K
31d. Brake Fluid top up no [ ¥ il cyydilal 31d.
NnAa O sy
ves [ &
31e. Gear Oil top up no OO ¥ ool eleyyiiial 3te.
nA [ sy
YES % o
31f.  Airfilter cleaning NO ¥ ol gell sl adass 31f.
na [ shey
YES o
31g. Wiper Water top up NO D N gl lalind cls Al 31g.
NA [ ssuy
ves [
31h. Clean engine using air gun NO D Y el et pladinls o el adai 31h.
nA D sy
ves (X e g .
3| 27 Were any of your questions related to ] r"; Asbaiall il (e gl e AaY Qi da 27 3
lube change answered? NO Sy ) st Aalany
nva [ osey
. ,  yes@ - 236 (e Geale g g calagall B s 28
3 28. glg (t:i;t-;* ;taff place the mileage sticker in NO D N ol 15 aileeall il e LS 3
o A [ sy €5 ol
G? ves O
4| 29. Were you offered a receipt voluntarily? ~ NO Bd y 0 Laa) 2Dl Jeay e (aje S 20 |4
Hop T sk b0k Cec1&fT wA [ akuy
5.  REST ROOMS AND MOSQUE s d3waall g (alaadl fnl) 55) Aai M Ci g 5
Scores Critical Areas Aaulud ¥ laalt Jatailt
3 ves Dd 3
30a. Were they adequately stocked with all ‘0O ?: Ly g_pall il Hliall aaany 5 je3e <ilS Ja . 30a
necessary supplies such as soap? NO Saslall Jia
na [ ahuy
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Scores Critical Areas Ll a¥aal BATH]]
. ves 1 w0 N
30b. Were they adequately stocked with all g G all o jliuall paens s jean il da 30D
necessary supplies such as toilet tissue? NO X Call gl (3599 Jie
NO TIsSv € NA [ gy
30c. Were they adequately stocked with all ves [J ad 45 mall e jlinall e 8 jene S da 30c
necessary supplies such as paper towels? no [ ¥ 428 ) oll Cadbialf Jio
(paper towels are not required where fully - Glidas A5 die 4yl e 44l adliall)
operational hand dryers exist) N/A by (3 A
3 faabay Jubadl culs
31a. Were sinks clean? YES i o gl "'Y"dz_‘t_\yr‘j .LSJTM‘MQ
require comment when marked ‘No’ Nno [ b (oS ST PR IS
- NA [ gy
X 3 faaukas Ll el culg
31b. Were mirrors clean? YES pr ol g i):yrf 'LSdT' l‘31b
require comment when marked ‘No’ Nno O ¥ ol o bl
na [ by
; ik suY Clidse cuils
31c. Were hand dryers clean? ves [X] px ol ‘ééf,\é{,:_’l;wf .Lsdr.‘.31c
3 require comment when marked ‘No' no [J ¥ ol oa S
NA [ sy
. aakl ) gall CLSLe s
31d. Were dispensers clean? ves [X] o o o "Y':.;{A\Jﬁ '\SJT'Ilsw
require comment when marked ‘No’ Nno [ ¥ gl o e
NA [ sy
ves B
31e. Were toilets and urinals clean? NO D v fagda Joall ASal ¢S Ja 31e
NA [ gy
Y] ; failas Ot Y1 culs
32a. Were doors clean? YES i Ll u%;f )Lf\,{r‘j 'LSJT' "326
require comment when marked ‘No’ no [ b oo sl oa Syl S
NA [ gy
ves B
32b. Were walls clean? Nno [ N ki sl ColS Ja 32p
Na [ gy y
YES axi
32c. Were ceiling clean? No [ ¥ feadai il IS s 32¢
NA O gy
ves A =
2| 32d. Were vents clean? Nno [0 v £l Sl S Ja 324
NA [ gy
: fanks Glun Y culk U
32e. Were floors clean? YES E P T l)jyr“ ";‘h, ‘.32e
require comment when marked ‘No' Nno [ Y gl o Ll il )
NA [ siy
YES pad
32f. Were baseboards clean? Nno O ¥ fAadai saclill & o) [lailadl 1,50 il s 32f
A [ sy
ves @ =
32g. Were grout clean? No [ ¥ Skl WU oS 32g
NA [ iy
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Scores Critical Areas Al @a¥laall AT
YES o
33a. Were trash containers clean? no [ ¥ faaghas dolaill Oy s S o 332
NA [ gy
2 ; 2
YES pai
33b. Were trash containers not overflowing? NO [} b $hails ye daladll Clygla cilS s 33b
NA [ gy
ves [ o e .
2 34. Was the restroom smelling clean & NO D N q‘ O Admiag Ak aleall Aa ) S Ja 34 2
fresh (without any offensive odor)? Folasdl gy S A0l
NA [ sy
) 3 Jasi slaadl 8 il pugaill aea <lS Ja 35
35. Were all the facilities inside the YES (R . c'm‘.: S
restroom in good working condition? L. - Ty
2 require comment when marked ‘No’ no O v sl o2 MY Y S 1Y 2
NA [ asuy
- ; 8(5) ki daasall d2lE ) e S
36. Was the Mosque premises clean? YES E] e ( ), };S\ ) ,,:;, LL?TA'Q\_S%‘\. .36
2 require comment when marked ‘No’ Nno [ Yy el et A e 2
NA [ ey
Comments: cBBadiall [ gehadll
FOR OFFICE USE ONLY Jadd uigall ‘:Hi.“wY
LUsoual) Balad) LA oY) sl . o
9 . Evaluation: sandill
t ACTUAL SCORE_| _ MAXIMUM valuation >
Approach and Cleanliness adldaill ol Y1 |1
Greetings and Initial Checks | ¥ ClSuldl s cum 531 12
Appearance and Behavior of Cal ol e i
Staff Cniba gt Sgla s pedae 13
Service EOXEN I
Cleanliness - Restroom and Clalaad) — il |
Mosque daueall
TOTAL . £ geaall
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SERIAL NO.

ADNOC 18T RIBUTION
AL FAQA %QT AREA ‘365 113
n EM ﬁL ﬁ}‘}{ R

oCRIPY* *ZT P‘NZE oraL ¢
\‘oyagrsﬂ vetit & g 140 €3.00

New M.:,san )}ax 1,00 28.00 76.00

pu cooL 33 i 1 11.00 11.60
T0TAL 100,00
100.00

[ASH PAYMENT

You were el ied bg mel n?oc
DATE 10/0\3'7\;12 18 g1 050 35

2
THANK‘E;B FOR SHOPF’ING_







