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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center &
[ wi_w Emarat [ O s Eppco / Enoc / IZ &4 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
) Name Number Name Number | Name Number
o3 F ABUE RS 615 4 (4]
Gender Height Built _ [Spectacles] Beard | Mustache] Ethnic Groups
TIM ]S |T [MF |Yes[No [Yes [ No | Yes ] No [indian |Pak|stan||Fl||p1nolExpat Arabs] Others:
.DD[EIDD-DEI-DIDIZID O ad O
EMIRATE V;z;fz': Abu Dhabi |  Dubai Sharjah Al Ain g’:l‘v";‘ai’:" Ajman Kﬁ:ism“ah Fujairah
O O O O O O O O
SITE 1D Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
elgloloclo[2le ] #[1 | O3 |02 [11:4612°10
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 0 ] W 0 visit | [J O O O O O

1. APPROACH AND CLEANLINESS 33Ul 4 «,:\)33“1\ K|
Scores Critical Areas At claalt A
ves K] (n-
1. Was there proper sign to the Lube no [ dihic e AYall Azl g da b S d“ A
changing bay? Sy 3l sl
wva O _;Jaw
_ YES o
3 2. \é\:gasr:ir;zcljl;be changing area clean and NO D g SAs ey Ak Cy il s fibieciS o 213
na O sy
ves [0 =
4|3 Was there any oil leaking and falingon o [R] g e ae syl e o s S de 3 4
to the floor of the lube bay ? Syl s Adlaia b waly
na O sy
YES pr
21 4. Were the waiting area and table clean?  NO | 3y Caadat 4 all 5 jUaniy) sl S Ja 412
nva [ shsy
5. Was the tel YES e~
. ision in th iti gt 2 s d Lo
2 Woariiage?te evision in the waiting room NO D N ¢ jUsny) 4 e gdwuﬁ)dﬂ‘ JSd 512
RSy
ves [0 @ . .
6. Was the board displaying complimentary o ] q Al e ekl Al dslll calS a6
services neat and clean? CAalay 5 A8 pe Anilacall Cilaaaldl
na X iy
2. GREETINGS AND INITIAL CHECKS A ) Sl g cua i 2
Scores Critical Areas At il L
3|7 Was there any delay in approaching ves [] pad i/ il b ali gl s S ds 7 3
customers? no A y ol e cala gall
8. Were you greeted in a friendly manner ~ YES B4 pad Gl A5l ds 8
(pleasant feeling)? Nno O N ¢ (g8
IS U il pall sl Cam 51 o8 ela ) <Y 1Y)
5| If no, please describe behavior: Was it Lj e \:j Jj; . j:ﬁ °z J. ‘15
arrogant, without any expression, normal @R foR e DI e
etc..... ‘-'...cl‘
+ 1 +

Lube change.doc




2 +

Scores Critical Areas At ctaal B
9. Did he guide your vehicie for positioning  ygg ; Sl 5 1. R
3 at the stopper and asked you to switch E ™ ;-u o UL.&], ‘_T“ ‘i.bb)‘b g__daﬁn el.s dA 9 3
the engine off? No [] ¥l ik ol e g 5 5Ll Calisy
10. When asked by customer, was the Y . S D (Jread) (o il gadl Joms Lans
5 attendant knowledgeable of different YES p m' - ‘ )S| QL:\: / ﬁ.}d d]fu =10 5
grades of oil, filters and their relative Nno [ q I = paki< gl ; ol
benefits? flete JS i gh
YE i
4| 11. Did he offer the waiting area to you?@ s = § oUanyl ds 2 & Y e ja e da 11 (4
Do T OFfeR  0bmAg preA No [ v
12. Did the staff thank you as you were YES [X] pd P, R .
4 leaving? no [] Ny .JJ@&@&M;&}A'PU& 1214
3. APPEARANCE AND BEHAVIOR OF STAFF (S obes Cuiligall ke 3
Scores Critical Areas Al YLaall b&m
. YES pxi
3 13. Z\rl‘zsﬁt:f?umform of the attendant neat No [ ¥ ey Gl el Gl G S b 13 (3
NA O sdsy
YEs ] B
3| 14. Was the attendant wearing visible No [ g o A (o 0 sl Gl ) IS b 14 3
nametag? Tz im0 daul Lele
NA [ gy
YES prd P
3| 15 Was he able to communicate with NO %I y &o dualsill e a8 Gala sl S Ja 15 3
customer? S5l
NA [ sy
YES px
4| 16. Was staff courteous / friendly? No [ Yy Slahl/lagay cabasadl S Ja 16 [ 4
NA O ey
4. SERVICE el 4
[Scores Critical Areas  mewevad ham
N 23S o) saailly caly lad da 17
17. Did attendant check whether you need YES a w u uﬂ Py ,A ‘a
3 t omplete oil change? S0 ol ol ol AR gling s L) 3
op up or complete oi ge” No [] v e L
3| 18. Did attendant check with you whether ~ YES X] p LA S 1Y) Lad dlie il sall Bia3 s 18 3
only oil is to be changed or oil with filter? No [ Y ol 5 g 3l o dad 3l s
19. Did he check using gauge the quantity ~ YES and el Sl (6 gse iy il gall WE Ja 19
3 required to be topped up and informed G Al Gy I eSS Tyl 3
you? Nno [ ¥ el Wlaly 5 Ll
o Sl el e Giall il gl JE Ja 2
3 20. Did the attendant check for oil Iegkages YES m i uﬁ):ﬁl_ij S bjij Can 0 3
under your car from filter and drain bolt? NO D y 8 feu )
3| 21. Did the attendant drain the used oil ves [ & gad ol IS i cala sl W8 o 21 3
completely from your car? No [ Yy el Jlh (e
o | 22. Did he ask whether you want the engine  YES [ A ol due i€ o il Qo 22 5
to be flushed and did it if you agreed? No [ y feligdl sa Jla 3 iy
3| 23. Did the attendant fill the correct grade as  YES [X] pad ol Aa /e 5 Al Calh sall Qi Ja 23 3
you requested? Nno [ y el Al dsauall
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Scores Critical Areas Aanlal) el Ll
4| 2 Didhereauestyoutostarongneand  ves Il e 1y e Ui O e b ) 24
minutes? no O ¥ Sy Ada sadd Janlil) Ul A
3 25. bDid t.he'attendant ensure that the carter YES m > uiﬁ):lﬁjjﬂéjli\:hjfﬁ 25 3
olt is tightened and there are no leaks? NO D N e 3l
26. Did attendant carry out the following Lladl Cla sadll o jals calagall B Ja .26
complimentary checks: Jagllf
YES .
31a. Battery Water top up NO D k| dy gl ele A8l 31a.
na [ abny
ves B
31b. Coolant Water top up NO D N coolant/s sl sle d8lizal 31b.
nA [ ahiy
. YES m ™ YRS Al JHG e <y ALl 31¢
31¢c. Auto Transmission Fluid top up NO D N ; (‘j )M‘ )ﬂ\j '
Nna [ ahy
ves M =~
31d. Brake Fluid top up no O ¥ Jaillcyyiiial 31d.
wa [ sy
ves A
31e. Gear Oil top up no [ y oo Il isl 3le.
wa [ sy
YES o
31f.  Air filter cleaning no O ) sl sl 31F,
na [ iy
YES oo
31g. Wiper Water top up Nno O y rla 3 Claliad elo Zl) 31g.
nA [ ek
ves o
31h. Clean engine using air gun NO ] Y el et aladiuly el caidai 31h.
NA [ aduy
3|27 Were any of your questions related to :is % P: dlaial) ilind e gl g,if :\7\‘-.35‘“ L—\Afv 27 3
fube change answered? el yuad Addeay
na [ ady
3 28. tE;ig (t:t;? gtaff place the mileage sticker in :lis % ?: Jm@mﬁ&ﬁf;jﬁ 28 3
' na O awny €5
ves
4| 29. Were you offered a receipt voluntarily? ~ NO O Y PRV PO LV Jasalle (e Ja 29 14
na O sduy
5. REST ROOMS AND MOSQUE dauwall g (al.'nl\ IQ:\.SU:\) aalluge 5
Scores Critical Areas Tl cilaal) st
3 30a. Were they adequately stocked with all ves L1 4y 5 peall e Slinsall waens s jeae S Ja 30a 3
necessary supplies such as soap? NO m ¥ e gball Jia
No  gobf NA [ adiy =
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Scores Critical Areas Al cyLaal) pAYH])
vesDd .
30b. Were they adequately stocked with all O ™ s el Gl el aians 3 3eaa il Ja 30b
necessary supplies such as toilet tissue? NO v Sl gill 899 Jia
NA [ gy
30c. Were they adequately stocked with all ves [ aad s pall il il &y e QS Ja 30c
necessary supplies such as paper towels? NO D ¥ 948 388 Cadlial) Jia
(paper towels are not required where fully Clidse g dic 4glhaa e 44 Cadliall)
operational hand dryers exist) N/A m b (91 )
- FERAPEMIRERT
31a. Were sinks clean? YES o ol “,,y:l:“‘:;r'f .Kd:‘.31a
require comment when marked ‘No’ no [ Y ol (o2 MY Ada Yl cals 1y
nva [ gayy
: 2k U cils
31b. Were mirrors clean? ves (4 g ol g 1 ):y‘uf 'LsdT'l.31b
require comment when marked ‘No’ no [ ¥ el o2 Y Ly sy
Na [ gy
; Sk oY) Clitas oS
31c. Were hand dryers clean? ves X px o géf,\é!,fmrf 'Lsdr' ‘.31c
3 require comment when marked ‘No’ no [ Y casil o2 SR AR
NA (] gy
. SAuh o plall liSle culs
31d. Were dispensers clean? YES m - }JI bt ,,y,:j_\yr‘j 'LSJTAI.31d
require comment when marked ‘No’ no [ ¥ (Cant el Al s
Na [ gy
ves I
31e. Were toilets and urinals clean? Nno [ N fagles Jall 44 cuils Ja 31
NA O gy
H Py Cof oY s
32a. Were doors clean? ves b pr il “"y"':\jfyr? 'LSJTA{:Sza
require comment when marked ‘No’ no [J ¥ Gt TR
na [ asuy
YES pad
32b. Were walls clean? Nno [ ¥ faglas sl cul€ s 32b
NA [ iy
YEs 4
32c. Were ceiling clean? Nno [ ¥ fauhs Gl S Ja 32¢
NA [ sy
YES W pad
2| 32d. Were vents clean? No [ v $aada ¥l calS s 32d
NA [ ssuy
32e. Were floors clean? YES M i o gl ?wﬁ,,?:f*.: f;‘c'\flz’i"sze
require comment when marked ‘No' no [ Yy Tl e I
na [ gy
vEs M
32f. Were baseboards clean? No [ ¥ Sk saedl # 5 flailall i 5l <l Ja 32f
NA O gy
ves
32g. Were grout clean? Nno O N fals LU IS da 32
na [ gduy
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Scores Critical Areas Al il Latadl
ves A
33a. Were trash containers clean? no [ % Saala Ll iy gla S Ja 333
) NA [ iy )
ves [X
33b. Were trash containers not overflowing? NO D b Pl e Aalasll Oy gla <ilS Ja 33b
NA [ asuy
YES s o ]
2 34. Was the restroom smelling clean & no [ v b ) Alimia s Aigdai plaall Aal ) S Ja 34 2
fresh (without any offensive odor)? $(plendl & A S Aadl
NA [ adiy
1 Jad slaall & il jaeadll aas S Ja .35
35. Were all the facilities inside the ves [ e e e U
restroom in good working condition? . O E N oA 1AL
2 require comment when marked ‘No’ no O v sl oa " AaY QS 1Y 2
NA [ sy
3 €(5) ksl dsuall dcl S i S
36. Was the Mosque premises clean? YES D P ( ), )Ed\ ) ,,;;, ﬁbﬁ_‘f\sﬁ 36
2 require comment when marked ‘No’ no O v G e el 2
NA B sy
Comments: slaadall / galedll
FOR OFFICE USE ONLY JaBd agall ?\.\iluy
Aasal) Jatdil Llall e aal) . .
0, . . - ‘
o ACTUAL SCORE | maximum | - aluation: o
Approach and Cleanliness a5l B (1
Greetings and Initial Checks | 5! Sl o 1 |2
gsapfefearance and Behavior of ik gl gl s sedas |3
Service EORENI
Cleanliness - Restroom and Cllabasll - 2kl |
Mosque daasall
TOTAL £ saaall
+ 5
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ADNOC DISTRIBUTION

AL GOZE _S/S - 880
ALGOZE AREA
" SHARJAH

DESCRIPTION QTY PRICE
Mazda 9298926 1,00 23.00
VoyagrSilveril 4,00 14.00
TOTAL

VERIFONE
CARD  5188570112984013

MILEAGE 0
VERIFONE NO 10008801 329
CctTc 0 7TC 9114

=xx COPY ==

You were served by Operator

TOTAL
23.00
56.00
79.00

79.00

1
DATE 26/06/2012 12:10 T1 S2 01 6295

Thanks for Shopping ....

.







