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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change ™~ Pan Arab Research Center @
[ <4 Emarat /d 4 i)/ <4 Eppco / Enoc | Ba @59 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
|_Name Number | Name Number | Name Number

Rage. [2gcd Awees | [ 11 [ ]

23 Qe Bty

Gender Helght_ Buiit pectacles] Beard Mustache] Ethnic Groups
M F [T[M T [ M | F |Yes] No|Yes] No | Yes [ No [indian [Pakistani| Filipino [Expat. Arabs| Others:
E‘DDDDEDDDDEE O O 0O O
EMIRATE ".'.\’,2;‘;;“ Abu Dhabi |  Dubai Sharjah Al Ain g’:‘:‘aﬁ Aman | RasA 1 pyjairan
O O O O X O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
olalalH ol [ V13 Z. L o1\ ol \ llooo el

TIME OF

07:00- | 10:01- | 13:01- [ 17:01- | 20:01-
10:00 | 13:00 | 17:00 | 20:00 | 24:00

DAY OF

Saturday l Sunday ] Monday | Tuesday { Wednesday] Thursday ] Friday

ST T R O O O wst | O O 0O O O O >
1. APPROACH AND CLEANLINESS AR § i By
Scores Critical Areas WA I PO | Jaladl
Yes X : - ]
1. Was there proper sign to the Lube no [J (’: dihia o AValldsialjdaddllia oS da 1
changing bay? e 3l s
va [ adsy
_ YES et
3 2. \é\ﬁg:;;z(lj%be changing area clean and NO D g ey Ak oy ) Aihie calS Ja 2(3
va [ shuy
ves [ ) ‘
4 3. Was there any oil leaking and falling on NO q AT PPCITE| R ] T Y NS L G 4
to the floor of the lube bay ? — Seu il et Adkaia 3 Y
NA [ iy )
vEs &=
2| 4. Were the waiting area and table clean? NO O Y eaadas A gl g eyl dshie cilS Jo 412
na O adny
5. Was the televisi YES & =
. int iti T o
° Woariinge?eewswn in the waiting room ] § YIS i e ol JS b 5 |2
na [ gy
ves P4 s ,
6. Was the board displaying complimentary O q Ll e ekt Al dall culS da 6
services neat and clean? fadula) g 435 e Agiladl Cileaddd
va O smiy
2. GREETINGS AND INITIAL CHECKS A ) Sl g qua il 2
Scores Critical Areas EWITR RER FON | Liady
3| 7. Was there any delay in approaching ves [ px /e ) 8 el gl e S ds 7 3
customers? NO N ool ead Cala sall
8. Were you greeted in a friendly manner ~ YES p bl A5k dh cun il a8
(pleasant feeling)? no O Y S (oA
BLLS -l gall gl Chim ga o8 Bla y Y 1)
5| If no, please describe behavior: Was it < :3: bg;l . ’j; j:ﬁ N J. e 5
arrogant, without any expression, normal i e N
etc..... ..
+ 1 +
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Scores Critical Areas Lt ol Jalass
9.  Did he guide your vehicle for positioning ygg ‘ Liall S 1 b o il o) A

3 at the stopper and asked you to switch ' ™ ‘;;Alu 0w L’;‘& uﬁ: . :j‘ ?.L;l; -9 3

the engine off? Nno [] ¥ ikl ¢ =8y ol el
10. When asked by customer, was the 5 . HS A cdaanll (pa Cila gl Jpme Laie 10
attendant knowledgeable of different YES p Ghu R < )A "“

5 oo - . ub.ﬂﬂ‘_,uyj\u\;).\/g}ﬂm?lp 5
grades of oil, filters and their relative No [ y g o e
benefits? Tleia JS 2l 48 g

YES IX] : .. .

4| 11. Did he offer the waiting area to you? NO E ": FOLEYI A8 e 4 Y elle e b 11 14

4| 12 Did the staff thank you as you were ves i w0 5 S Ly ol A iyl 5 O 12 |4
Ieaving? NO D N D - B & .

3. APPEARANCE AND BEHAVIOR OF STAFF tpgS by Cpdlhgall selia 3

Scores Critical Areas Al L) Liai

» Yes [
3 13. Z\r/‘?jstit:ye?umform of the attendant neat NO D Y 0L e Gl kel Gla gall JSds 1313
na [ gasy
ves I o .

3 14. Was the attendant wearing visible no [ q oeb Aty (53 5 3 5a sall il gl S Ja 14 3

nametag? $7 a5 danl Lgyle
NA [ sy Avece,
YES K] —
3 15. Was he able to communicate with No [ q & deal gl e 108 Caba gl S Ja 15 3
customer? fos 0
NA [ gy
" YES axi
4| 16. Was staff courteous / friendly? No [ Y Sakal/ls g5 Cals gl S Ja 16 |4
NA [ oy
4. SERVICE daadll 4
Scores Critical Areas Al SNl JREA)
: S o Gapad (Saaally Cals 1.8 Ja 17
17. Did attendant check whether you need ~ YES K~ A )‘_d P f‘d,.?

3 t lete oil ch ) e DN ?‘ “—‘.-.‘)” ML‘A\! CL‘M °JL}“"“ 3

op up or complete oil change? No [ y sl

3| 18. Did attendant check with you whether ~ YES B ax 2 S 1Y) L lie byl 35 s 18 3
only oil is to be changed or oil with filter? No [] ¥ ¢l I o) ads 5 s

19. Did he check using gauge the quantity ~ YES Bl il ol (6 gia bty Cala gl JG Ja 19

3 required to be topped up and informed Gy G 3l s N el oalasall 3
you? NO D b} eelly wlal Lgdilia)

i Om Sl et e @8l Cala gl WG s 20

g | 20. Did the attendant check for oil leakages ~ YES B gt 'aﬁ}/ﬁﬁj A e zjlidi e 3
under your car from filter and drain bolt? NO D y feu

3| 21. Did the attendant drain the used oil ves K] B dantuall 3OS g i Cala gl W Ja 21 3
completely from your car? NO D ¥ Pl L (e

2| 22. Did he ask whether you want the engine  YES [X] Ay ol it 3y € o el Ja 22 9
to be flushed and did it if you agreed? NO D y Celids) o Jla PLRLIAY

3| 23. Did the attendant fill the correct grade as YES sl s e s dilal Cal gl 5 Ja 23 3
you requested? Nno O N flells il dapaall
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Scores Critical Areas L) el Jalail
24. Did he request you to startengineand  ygs ol A8 iy ol Sy o i o e cilla Ja 24
3 leave it running for one and a half ) it ad padd Ll Alls 3 3
minutes? no I fiualy 4ada ad Jadl *
= ol 48 e /A gabs o e il sl G b 25
3 25. Did the attendant ensure that the carter YES o &:Jﬂ);mﬁuﬁ j}t‘:& ::;» Aidie 3
bolt is tightened and there are no leaks? NO D N e 3l
26. Did attendant carry out the following Al s gadll of jab calasall BB Ja .26
complimentary checks: -aaiul)
YES o
31a. Battery Water top up NO O b 4y jUadl ele ALl 31a.
na [ iy
ves . w
31b. Coolant Water top up NO D b coolant/2 el ele ddl) 31b.
na O sy
ves A =~
A Al i s ) Al
31c. Auto Transmission Fluidtopup  NO [ ¥ NS 2l i Jlen )y Rl " 3te.
(O pansit )
nva O assy
ves B
31d. Brake Fluid top up no O ¥ de il cyyiilal 31d,
na O sy
ves B
31e. Gear Oil top up NO D b oA [ el oy 5 Al 31e.
na O iy
ves K
31f. Air filter cleaning no [ Y sl i caks 31,
nva O adiy
ves D4
31g. Wiper Water top up NO D b Zla i clalial ela dilial 31g.
na [ sduy
ves R =
31h. Clean engine using air gun NO D Y ehsell Gute alaaiuly ol Cias 31h.
wva [ sdsy
ves X e s )
3| 27. Wereany of your questions related to O P ditid el e Y Qs 27 3
lube change answered? NO K Seu 1 yuad Aaleny
nva O sbuy
_ _  yves® - sie f (heale gy il sall 5 b 28
3 28. 3:: (t:r;? ;taff place the mileage sticker in NO 0 N ot Lyt e Alsall ) sia LI 3
na O asy € jlandl
ves A
4| 29. Were you offered a receipt voluntarily? ~ NO O Yy sl adiud Juaydlle aye Jo 29 14
na [ sy
5.  REST ROOMS AND MOSQUE sauall g (plaall el ) dal M i 5
Scores Critical Areas Al @Yl PATH]
3 YEs B o 3
30a. Were they adequately stocked with all 0 ?: Ay gyl e lisnall arans b e S o 30a
necessary supplies such as soap? NO Saslall Jia
na [ aaby =
3
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Scores Critical Areas Fpnaa) Lol Jatdih
_ YES i e
30b. Were they adequately stocked with all no [ v A wall Gle il jans 5 3eae culS Ja 30b
necessary supplies such as toilet tissue? Sl il (8299 Jia
NA [ gy
30c. Were they adequately stocked with all YES pri ) g pall Cile sl & 8630 S da 30¢
necessary supplies such as paper towels? NO D v 408, oll Cidiliall Jia
(paper towels are not required where fully Clias 55 dic 4 glha e 438l Casluall
. A BERE P )
operational hand dryers exist) N/A D Gehi Y (331
) 3 faadas Qe el
31a. Were sinks clean? YES o o gl '"Y:l:..h\jl‘_f .\Sd‘:;“.31a
require comment when marked ‘No’ no [ ¥ ol TS A A s Y
NA [ gy
X ; fagda; Uyl culg
31b. Were mirrors clean? YES px o gl g Z;nyluj ‘LSdel.m b
require comment when marked ‘No’ no [ ¥ G AR s
NvA [T gy
N ?" e A ‘ PR - ,&
31c. Were hand dryers clean? ves B , ﬂ?"h ‘ﬁéffy,,"’mr‘j _‘Sdz‘ﬁ'lc
3 require comment when marked ‘No’ no [ Y o el
NA [ gy
; ki (Ll CsL cas
31d. Were dispensers clean? ves il P . ,::!l el "Y"ui_.i_xyﬁ 'lsdel.Md
require comment when marked ‘No’ no [ b Gt s PR A S
NvA O sauy
ves 4
31e. Were toilets and urinals clean? No [ N Sk Jhal Al culS da 31e
NA [ gy y
32a. Were doors clean? YES & prd - i m’:@,:‘;‘jf;f LiSJTMSZa
require comment when marked ‘No’ Nno [ ¥ T o> ki
NA [ gy
ves K .
32b. Were walls clean? no O ¥ ik sl colS Ja 32p
NAa [ sbuy
ves 4
32c. Were ceiling clean? no [ b fanki Gl oIS s 32¢
Na [ sy
YES o
2| 32d. Were vents clean? Nno [ Y fAgla; Ml il s 324
NA [ gy
32e. Were floors clean? YES E p o ?M#,,i},’tz f;,rf éﬁ{we
require comment when marked ‘No’ no [ ¥ e 7= -
NnAa [ gy y
ves B3
32f. Were baseboards clean? No [ ¥ fA4as sao il & ) /LAl 50 calS Ja 32F
NA [ by
ves 4
32g. Were grout clean? Nno [ N ik LU IS s 32g
NA [ gny
4
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Scores Critical Areas Al c¥Laal) PAH]
YES I i
33a. Were trash containers clean? NO D ¥ faakas daladll il e ailS Ja 333
5 NA [ absy )
YES pad
33b. Were trash containers not overflowing? NO D ¥ faildh e Aabadll O s i€ Ja 33D
NA [ adiy
YES pxi L )
9 34. Was the restroom smelling clean & no [ N &) Os) Aliaiay Al Hlaall A0 5 S Ja 34 2
fresh (without any offensive odor)? folasd) B agy S A,
NA [ aiy
3 Jaxd slaall 8 <l eatl apaa cilS Ja |
35. Were all the facilities inside the ves [ p i ":‘A:: S 35
restroom in good working condition? L. = SN
2 require comment when marked ‘No’ no [ ¥ gl o2 Y ALY oS 1y 2
NA [ @y
5 ¢(5) bl el 428 ol e S
36. Was the Mosque premises clean? vEs [] e ( ). . ,,:;, ,L‘;;“ff\sﬁ .36
2 require comment when marked ‘No’ Nno [ ¥ st o MY ey S ) 2
NA [ by
Comments: rlBadlall [ gabedl)
FOR OFFICE USE ONLY Jagd uisall aladiuy
Daceal) LG B e sl
o, ) - . -
%o ACTUAL SCORE MAXiMum | Fvaluation: sl
Approach and Cleanliness Aalaall iy |1
Greetings and Initial Checks | 5! il y cua i |2
/S\{);?arance and Behavior of il sl by sebae [3
Service aall 4
Cleanliness - Restroom and habaall - Akl |
Mosque 2auall g
TOTAL £ gaaall
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SERIAL NO.

2,92

ot e sy

ADNOC DISTRIBUTION
AL MARKHANIVA S/S 997
AL MARKHANIYA AREA
AL AIN

DESCRIPTION QTY  PRICE TOTAL
VoyagerBronz4L 1,00 50.00 50.00
VoyagerBronziL 2,00 13.00 26.00
TOTAL 76.00
CASH PAYMENT 76.00

You were served by Operator 1
DATE 13/04/2012 10:14 T1 8201 741

THANKS FOR SHOPPING . .







