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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center w
O < Emarat | [ «s9/58 Eppeo / Enoc | & @5 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
6\ =aga Qmol | Soo_ldoo) kawt rad 28 [Y[6] |
Gender Height Built _ [Spectacle Beard | Mustache] I e "Cipwe Ethnic Groups
M TIM [S | T [M [ F |Yes]| No|Yes[No]VYes]| No [Tndian [Pakistani]Filipino [Expat. Arabs] Others:
EDEDDDIDDUDIDD O |
EMIRATE V;ZZ:?)’: AbuDhabi | Dubai | Sharfah | AlAin omm iy | Aiman ras M, | Fuiairah
O O O | O O O O |
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
ola g lz| ol7 |cl¥ |5Fles | 0|2 | 012 93:02 124423
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday l Sunday I Monday I Tuesday IWednesdayI Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
VISIT VvISIT X
M O O O 0O O O O 0O O O
1. APPROACH AND CLEANLINESS A3l g ol By
Scores Critical Areas L) Lol Jatadty
ves A a0 : : A
1. Was there proper sign to the Lube dhie o WYl dsalsdad iy GIS s 1
: Nno ¥ T
changing bay? oy s
NA [ iy
, ves
3 2. Z\ﬁgzntgz(ljg?be changing area clean and NO D g ey A oy Sl i dikie clS Ja 2 (3
nA [ sy
ves [ = . . -
4 3. Was there any oil leaking and falling on no & N e 4 @ gs sl ot gl s g8 dy 3 4
to the floor of the lube bay ? Sl s dakaia & L)Y
N_/A__El il ¥ “
YES ax
2| 4. Were the waiting area and table clean?  NO D Y Cagda: A all g Uiyt Aahaie S o 4| 2
na [ ahuy
w o - ves I o
2 5. Woe:iitnhge?telewsmn in the waiting room NO I:] YUY A b e ol S Js 512
va O sy
ves [1 - N
6.~ Was the board displaying complimentary o 7] q Al lgle jelad Sl ds b culs a6
services neat and clean? $haua g A5 ye dgilawll Cileaall
na B sy
2. GREETINGS AND INITIAL CHECKS ) il s qua 2
Scores Critical Areas Al Ll Jatasty
3| 7. Wasthere any delay in approaching ves [] pd v/l il & el gl dua S s 7 3
customers? NO m ) ol s Cala gall
8. Were you greeted in a friendly manner ~ YES X e sl 48,38 e il 5 da 8
(pleasant feeling)? No [ y i (B
SS Ja rab gl A b g1 a8 ela y oY 1)
5 If no, please describe behavior: Was it U‘ e ﬁ . ﬁl j:ﬁ A 5
arrogant, without any expression, normal R ORI 8 IR €Oy kA
etc..... £
+ 1 +
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—
Scores Critical Areas Al Ll Liai
9.  Did he guide your vehicle for positioning  ygg m A il S il Cala gl 15 Ja 9
3 at the stopper and asked you to switch o oo P ) o T3
the engine off? 0 [0 3 felbad ik of e il g 5 jdl itiyy
10. When asked by customer, was the . S da drandl o Gl gall e Loic
5 attendant knowledgeable of different ves [} p m‘ - ‘ ).j" d:: / ‘JT;] dsy 10 5
grades of oil, filters and their relative No [] q S aktdrey : e
benefits? Tleda JS 21l g8
YES ; . R
4| 11. Did he offer the waiting area to you? NO g ‘”; ¢ oUanYl dd e @ OBEY dlle e o 11 4
4| 12. Did the staff thank you as you were Yes (X e € 30a5 58 L K8 iyl 5 Ja 12 | 4
leaving? No [J v " =S ¢ :
3. APPEARANCE AND BEHAVIOR OF STAFF (S sl Cuiligall jglia 3
Scores Critical Areas Al Ll PRI (]
13 he uniform of th YES e~
. W i t ttendant t . - .Y
3 anzsﬁtd;?um orm of the attendant nea NO D Y LSy Gl el s gall JSds 133
NA [ suy
ves B w T N
3| 14. Was the attendant wearing visible No [] g ot s (o5 3 gn sall Galh sl S a 14 3
nametag? §2 suin 53 sl Q.A(\
N/A E SBUY a4 Yeoo e hanpme. j/
YES |X ax )
3| 5. Was he able to communicate with No [ g e deal sl e 15 Gl ol S Ja 15 3
customer? Sl
VA [ skuy
YES [X] =
41 16. Was staff courteous / friendly? No [ ) Sladalflagay Cabasdll \S Ua 16 (4
NA [ swyy
4. SERVICE el 4
[Scores T T GhticalAreas | T T N L]
: O saailly als ool A8
17. Did attendant check whether younced ~ YES (B i <iS ol ciond Gan ot o8 17 ’
3 top up or complete oil change? S w5 ol o W AlaY pling 5 L 3
' no [] ¢ JalSIL !
3| 18. Did attendant check with you whether ~ YES [X] ax L5 S 1Y L elio cala gl (3623 Ja 18 3 !
only oil is to be changed or oil with filter? No [ N €l 5y 3l o dadd ey 3 ol
19. Did he check using gauge the quantity ~ YES X pxd 3l S 3l 6 shae (il ol ol LB Ja 19
3 required to be topped up and informed e Al el ds il bl 3
© you? no OOy Sl Sl (L)
iooe Sl 5 e B8l Cals goll LG
3 20. Did the attendant check for oil leakages YES e wijfhu: ):m{ .o }\i“r“ Lh 20 3
under your car from filter and drain bolt? Nno [J N SR L B el
TR/
3| 21. Did the attendant drain the used ol YEs X g SOl JS g Gl gl Bl Ja 21 3
completely from your car? Nno [ Y el jlaw 4e
2| 22. Did he ask whether you want the engine YES [X] B ad Jue g K o) el Ja 22 2
to be flushed and did it if you agreed? NO D ] Pelidd) ga Jla PLRELY
3| 23. Did the attendant fill the correct grade as  YES L Sl As /e 5 Ay Cals ol WG Ja 23 3
you requested? No [ y el Al dagaall
c 2
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Scores Critical Areas Al CVL Jaasl
24. Did he request you tostartengineand  ygs X A gy ) jaall Qi agii of lie calla 24
3 leave it running for one and a half 0 f iy B 50 il Al b 3
minutes? NO ¥ 5 g
3 25. Eid t‘he.attendant ensure that the carter YES o %i\)i);d};:‘:;izb jiﬁ 25 3
olt is tightened and there are no leaks? NO D y e 5l
26. Did attendant carry out the following Lladl s il ol aby calagall i Ja 26
complimentary checks: i
ves A
31a. Battery Water top up no O b dg lal ol il 3a.
na O sduy
ves X
31b. Coolant Water top up no O N coolant/oll el iila)  31b,
nva [ sduy
ves L] o Al J e ) ddln) 31c
31¢. Auto Transmission Fluid top up NO D b (d;ﬁe;uﬂ‘)ﬂ‘j ’
nA [ sy
YES o
31d. Brake Fluid top up no O N Jal il 5 i) 31d.
na O sy
ves [1 =
31e. Gear Qil top up NO O b s [ padl cyy A8l 31e.
wa B sy
ves D4
31f. Air filter cleaning no O N e ks 31F,
na [ sy
YES ol
31g. Wiper Water top up no O y o3l ialinal el L) 31g.
nva O sy
ves B =
31h. Clean engine using air gun no [ Y elsell et plasinly o el cadai 31h.
nva [ sy
3127 Were any of your questions related to :is % ?’; Aslaiall lilind e g L;SS 3?"4‘}” &-ui J 27 3
lube change answered? S M ymad daleny
na [ sbuy
3 28. Phlg ét;e;‘ jtaff place the mileage sticker in :ZS E . e: Am@mﬁ&ﬁﬁ;\ﬁ 28 3
‘ na K sy £l
ves [X]
4| 29. Were you offered a receipt voluntarily? ~ NO O Yy LA 2N Jaay e e 29 14
na [ sduy
5.  REST ROOMS AND MOSQUE saaaaall g (aleadl foull $5) Al N g 5
Scores Critical Areas Al @¥laall Lalail
3 30a. Were they adequately stocked with all YES O e~ 35 eal) il il gaeny 3 e ailS o 30a 3
necessary supplies such as soap? NO ¥oo S0 giall Jia
nva [ gy =
3
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Scores Critical Areas At @Yl Liall
, YES o o
30b. Were they adequately stocked with all no [J g Al Gl il pans 5 3¢a0 il Ja 30b
necessary supplies such as toilet tissue? <l gil) 3599 Jie
NA [ gbsy =
30c. Were they adequately stocked with all YES m pad s pall e liall azans 3 jene i€ Ja. 300

necessary supplies such as paper towels?
(paper towels are not required where fully

operational hand dryers exist)

NO

o4 ) ol) Chdlial) Jie
s 355 e Dyllas e 48 ) ) Cadliall)
(A o

31a. Were sinks clean?
require comment when marked ‘No’

Al Julidi ciS Ja 314
gl a "Y AYT cals 1)

31b. Were mirrors clean?
require comment when marked ‘No’

$alas Ul yall S a 31p
sl o MY Y il 1)

31c. Were hand dryers clean?
require comment when marked ‘No’

addas (gl Cldiae il Ja 31c
sl a o Y A S 1y

31d. Were dispensers clean?
require comment when marked ‘No’

ik ¢ pllall S 8 O 31
g s o Y Ada Y s 1y

31e. Were toilets and urinals clean?

O
NA B sy
ves X
no O v
(U7 - QTRARN
ves ]
no O v
NA [ sesy
ves X
no O v
NA [ sy
vEs ] .
o O v

O

X

O

ik Joll A il s 316

32a. Were doors clean?
require comment when marked ‘No’

Tk ST oS 0 303
G o Y AlaY) s 1y

32b. Were walls clean?

A8 el cilS Ja 32b

32¢. Were ceiling clean?

faaday Gl 1€ s 32¢

32d. Were vents clean?

fadplss Ml ulS da 32

32¢. Were floors clean?
require comment when marked ‘No’

fihai Gl V1 S Ja 326
sl a s MY ALY s 1y

32f. Were baseboards clean?

N/A Gy
YES pxd
NO ¥
NA [ gy
YES axi
NO ¥
NA [ gbuy
YES p
NO ¥

faakai soelal & o flailall i3 calS Ja 32f

32g. Were grout clean?

fali LU S s 32g
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Scores Critical Areas Tl elaall Laail
YES [x]
33a. Were trash containers clean? NO D b faala; Adladll b s S o 333
NA [ iy
2 ‘ - 2
YES px
33b. Were trash containers not overflowing? NO [] b flald e delaall il gla i€ Ja 33b
NA O gy
ves X

2 34. Was the restroom smeliing clean & NO I-_-I N sl ) Loniay A5k pleal) Aadl ) CailS Ja 34 2
fresh (without any offensive odor)? Solanll 3 Agy S Aad

NA [ iy
3 Joni slaall & O jagatll asea cilS Ja 3
35. Were all the facilities inside the YES pd planl) (8 S end t“::dsm 5
restroom in good working condition? . I e
2 require comment when marked ‘No’ no [0 v sl o2 MY Y] ils 1Y 2
NA [ @iy
i €(5) Cidai daall deld g e (S
36. Was the Mosque premises clean? YES D e ( ), );d\ ’ ,,:; Aj;:;‘uls‘lﬁ 36
2 require comment when marked ‘No’ Nno [ ¥ st > el 2
N/A Gl ¥
Comments: silBadlall [ aadll
FOR OFFICE USE ONLY B2V R DU RRES A
asall LG Lial el aall .
0, v H : » - \
t ACTUAL SCORE | Maximum__| Evaluation o
Approach and Cleanliness Aaldaill 5 b S8 1
Greetings and Initial Checks | 285¥! Sl s cua Sl 12
.gt)apf?arance and Behavior of cpils gall sl s setae [3
Service Al |4
Cleanliness - Restroom and elaadl - 28kl |
Mosque daaall
TOTAL £ gaall
5
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ADNOC DISTRKBUTTD
MAYSALOONM 73
" NEAR FIREFORCE 0 FICE
SHARJAH, NE

DESCRIPTION - a1y  PRICE TOTAL

wZ

VoyagrBronzell 4,00 11.00 44 .00 -
ATF DextronIfl » ° 14.00 14.00
TOTAL ' - 58.00
CASH PAYMENT - 58.00

You were served b% prrato
DATE 08/07/2012 22:2

f% THANK YOU
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