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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center £y
O cuwemarat [ 0O @ Eppco / Enoc | B a9 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number | Name Number Name‘ ) Number
10 1F Ash | L[] ]
Gender Height Built  [Spectacled Beard | Mustache Ethnic Groups

M F ITIMISIT [MTF JYes]|No|Yes] No [Yes] No |Indian [PakistaniFilipino [Expat. Arabs] Others:

ROOKROOROORNRONOX O O O O

EMIRATE V;‘::t'z:‘" AbuDhabi | Dubai | Shajah | AlAin orma ] Aman | (RS Fujairan
O O O ] X n [ [ O

SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out

JILcl o4 IF | 8k | + | oK @ 35k

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 0O O 0 ® O visit | [] O O O O O

1. APPROACH AND CLEANLINESS bl g ol By 1

Scores Critical Areas At eilaall Jaall

<
m
1]
N

":' Zbie e DY daaldagl dlia S G A
S Hl sl

1. Was there proper sign to the Lube
changing bay?

or
‘sET
- | L

3 2.  Was the lube changing area clean and

organized? ey Akl cuy 3l i ddbie il da 2|3

4’
I"
L oL

<
&

OOoOorROO0
F

F

4|3 Was there any il leaking and falling on e e dyycul i gldia gsda 3

to the floor of the lube bay ? NO X v Sy M uat Ashie )Y 4
va O sy ’
YES peL -
2| 4. Were the waiting area and table clean? NO [ ¥ faadas Aglally stV ddhie clS da 4|2
na [ sy
] o - ves =
9|5 vvyoiii’:]hge?telewsmn in the waiting room NO D N ¢ Uiyl 45 e b e s S Ja 5 (2
va O smuy
YES [X o Lo R
6. Was the board displaying complimentary no [ g Aald lgde el dllAall il a6
services neat and clean? Padlay g Ay e duilaadl Cileasdl
na [ sy
2. GREETINGS AND INITIAL CHECKS Y clpdall g cua Al 2
Scores Critical Areas Agalad) Sl PAH]
3| 7. Was there any delay in approaching ves [ px P ) 8 pali gl dia S da 7 3
customers? NO [X Y ol sas alh gall
8. Were you greeted in a friendly manner ~ YES B&l s bl 4388k M S a8
(pleasant feeling)? Nno [ ) (e
B b gall & s Cain g 28 2la y (Y 1)
51 If no, please describe behavior: Was it Lj ﬁ: le . le; j:!i N J“ > 5
arrogant, without any expression, normal e e o DI N
etc..... ?---C‘n
+ 1 +
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Scores Critical Areas Agala) Lol Jatasy
9. Did he guide your vehicle for positioning YES ; A AP IR :
3 at the stopper and asked you to switch X F~ :M <= . "? .A o ;:L}A‘ eudh 9 3
the engine off? No [ Y T adl il o e il 3 )l e
10. When asked by customer, was the ; SIS da cdaaalt e abs gall 5w Ladie
attendant knowledgeable of different ves &4 p ""Jﬁu . N Y }A i 10
5 e . : t_\b.\ldljuy‘).“u\;_)éltly‘umeh 5
grades of oil, filters and their relative N D y - i IR
benefits? o fleie JS il 4
YES i e .
4| 11. Did he offer the waiting area to you? NO % ": $OUEYI A8 e 8 Y elle (e db 11 (4
: B4 ;
4] "% ey o tank youssyouwers - ¥ES Py A S L o S Gl 5 e 12 (4
3. APPEARANCE AND BEHAVIOR OF STAFF :Hs‘glu‘g (il gall B 3
Scores Critical Areas Dl VL La
| Y -
3 13. Z\::jsﬁt:;unﬁorm of the attendant neat Nno [ Y 06 yey Gl puamlall Cali Sl o< ds 1313
NA [ gy
YEs B s .
3| 14. Was the attendant wearing visible no [ y Dby A8lay (o1 2 5m sall Calagall IS Ja 14 3
nametag? Tz 3o 59 4ol Lgle
nA [ shyy
YES pl .
3| 15. Was he able to communicate with No [ q go dial gl e 108 Calapdl S b 15 3
customer? fos ol
va O sssy
YEs B
41 16. Was staff courteous / friendly? No [ ¥ Sladal/la gy cabssall (S Ja 16 |4
vA [ siuy
4. SERVICE danill 4
Scores Critical Areas LW AN BN | ST L
; Sl Of caad Gaacilly cabh gall DB Ja 17
17. Did attendant check whether youneed ~ YES B a8 ol bl L ii e
3 top up or complete oil change? S0 o ol Sl ALY a8 3
p up p ge! Nno [ y ¢Sl
3| 18. Did attendant check with you whether YES p A S 1] Lad dlia il sall iaS da 18 3
only oil is to be changed or oil with filter? No  [[] ¥ € ilalh g g 3l af Jatd 11 s
19. Did he check using gauge the quantity ~ YES B an #laels Sl (5 sl (s ol sall W8 o 19
3 required to be topped up and informed i Al 3 S I el i) 3
you? no [J ey, el 5 gl
. PO ol Gl e aadll ke gl G Ja 20
3 20. Did the attendant check for oil leakages YES B‘ i ué):ﬁtij Al aj’i; Cand 3
under your car from filter and drain bolt? Nno [ y ; ey
3| 21. Did the attendant drain the used oil YES PR a sl 0 OS i Cali gl 8 b 21 3
completely from your car? No [ y E R ENILIN
2| 22. Did he ask whether you want the engine  YES 2 o ey pad) dee s of il Ja 22 5
to be flushed and did it if you agreed? NO D Yy fliadl 0 Jla A llyy
3| 23. Did the attendant fill the correct grade as  YES B w0 clisye Al il i da 23 3
you requested? Nno [ N fleilh A daaiall
2
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Scores Critical Areas Lot cilpall BEAFH]
24. Did he request you to start engineand  ygs [} M aS @l Qi a8 o dlie calla b 24
3 leave it running for one and a haif i)« A58 aa) Laoidl s d 3
minutes? no O 3 fiuaiy 882 53l s <
.l A8 e /A gaba of (e calagall <G s 25
3 25. Did the attendant ensure that the carter ~ YES X p i)m):u}:ud a5 LilSa b Tn e 3
is ti ?
bolt is tightened and there are no leaks? NO D N ™ ),n
26. Did attendant carry out the following " Lilaall Cla gaill of by calagall 8 Ja 26
complimentary checks: sadlal
ves A
31a. Battery Water top up no O ] A otadl ole ddliz) 31a.
va O by
YES o
31b. Coolant Water top up no O P coolant/a sl et dil) 31b.
nva [ sbyy
yves Pl -~
31c¢. Auto Transmission Fluid top up NO D Y R JL@,A‘ = M\m‘ 3tc.
(O saneit )
nvA [ abiy
ves I
31d. Brake Fluid top up no [ Y do il ey dils) 31d.
nvA [ by
ves 4
31e. Gear Oil top up no [ y o sl dlal e
na [ abiy
YES oo
31f.  Air filter cleaning NO |:| Y el ki 31f.
na [ seny
ves 4
31g. Wiper Water top up NO D N ol Claliad el Azl 31g.
nA [ gy
ves A
31h. Clean engine using air gun NO D ¥ elsell Gutne alasiils o aadll Ciula 31h.
nvA [ abuy
YES Lo ‘ . .
3| 27 Wereany of your questions related to % : ddlaiall Slilind (e st e Yl i da 27 3
lube change answered? NO Sy ) et Aglany
nva [ gy
_ ves B4 230 e Geale s Cailisall B Ja 28
. d ff i i i T .
3 28 ae (t:r;? gta place the mileage sticker in NO D y ) 1 il Ailaall il e sLSH 3
nva [ sy €5 o)
ves Bd
4| 29. Were you offered a receipt voluntariy?  No. [ ¥ S il Dbul Jeag dlle e Ja 29 (4
A [ sbyy
5. REST ROOMS AND MOSQUE sdawaall g (alaadl feud) 59) Liage 5
Scores Critical Areas L) YLl Jalasly
3 YES 3 3
30a. Were they adequately stocked with all % ?’: Ay g pal) il liuall paans 3 jeae cilS Ja .30a
necessary supplies such as soap? NO o gball Jie
nva O by =
3 +
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Scores Critical Areas Al @Yl pATH]
_ ves 0 = . o
30b. Were they adequately stocked with all E ¥ A pall Gle ieall aaany 3 3¢ae i€ Ja 30b
necessary supplies such as toilet tissue? cdlell g 198 S
140Ue. A O gy
30c. Were they adequately stocked with all ves [ o Ay 5 pall il il & 8620 S Ja 30c
necessary supplies such as paper towels? Nno [ N 48 ) ol adliall Jie
(paper towels are not required where fully - Cliiae 5 vie dyglhae e 480 Caslial)
operational hand dryers exist) N/A Gebhy Y (A% A
; ks Juad) ol
31a. Were sinks clean? ves X - L al '"Y:L“L,yrf 'lSdT’I-31a
require comment when marked ‘No’ Nno [ ¥ gl sl o Y sy s 1y
Na O gy
b Tk L o
31b. Were mirrors clean? YES o L al g 2 ):yr'jlisdr.{sw
require comment when marked ‘No’ no [ ¥ sl o YT ALY s 1y
NA [ sy
; faslat 5ol Ciliisa cul
31c. Were hand dryers clean? ves B N L;-\:';'\{)["‘_;hl;y|;‘j 1;1‘“. "310
3 require comment when marked ‘No’ no [J ¥ gral o2 A s 3
NA [ gy
. faadas ) aliall lisle cilS
31d. Were dispensers clean? ves Bld ,AI el g 2\.,{.;\.1!;? ,LSJT."SM
require comment when marked ‘No’ no [J Y = e el
NA [ gy
ves 4w
31e. Were toilets and urinals clean? NO l:] N faaks Joall el s o 31e
Na O gy
; faalay il oY il
32a. Were doors clean? ves B o gl ‘,,Ylf"&jfyr‘j .5%51'328
require comment when marked ‘No’ no [ b T e A e
Nna [ gy
ves B
32b. Were walls clean? no O ¥ ik Masll CulS Ja 32b
Na O gy
ves A
32c. Were ceiling clean? Nno [ Y faulai Gl (S s 32¢
NA [ gkuy
ves B4
2| 32d. Were vents clean? Nno [ v fAgada; Ml il Ja 32d |2
Nna [ gauy
; faaki Cilaa )Y Culs
32e. Were floors clean? YES e gl g ‘uiyﬁ .SJT-J"SQe
require comment when marked ‘No’ no [ ¥ el ki
nva [0 gaiy
ves B
32f. Were baseboards clean? Nno O Y fahi sl & 1 flailadl 00 cailS Ja 32
nva [ gy
ves A
32g. Were grout clean? NO D b feilas L3 S Ja .32g
na [ shuy
4 +
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Scores Critical Areas PRI\ POX PATH]
vEs A
33a. Were trash containers clean? NO D b fadas daladll by gla <ilS Ja 333
’ NA [ gy ,
2 ves B
33b. Were trash containers not overflowing? NO [] ¥ Sl ye dalall cilgls S Ja 33b
NA [ iy
YES pad L ]
2 34. Was the restroom smelling clean & NO D N g‘ O) Adiaia g Apphai olaall Aail ) il Ja 34 D)

fresh (without any offensive odor)?

NA [ ahuy

§(plandl 8 dgy S dadl,

35. Were all the facilities inside the
2 restroom in good working condition?
require comment when marked ‘No’

vEs (A

Jaxs alasdl 3 &l jaeail gaen clS s 35

Nno O ¥

cain sl a "V el kS 1y

fada JS

NA [ Gasy
3 €(5) ik aasall deld e S
36. Was the Mosque premises clean? YES E e ( ), );“ i ,,::, h{;ﬁ*g\sﬁ 36
2 require comment when marked ‘No’ no [0y gt > gl B 2
NA [ ey
Comments: rlBadlall / galadlt
FOR OFFICE USE ONLY Jagd iSall ?L\&'MY
Agvall JAaIN Ll leYt sl . .
9 : : i}
fo ACTUAL SCORE MAXiMum | C@luation p
Approach and Cleanliness Adlkaalt y b Y (1
Greetings and Initial Checks | 4ls¥! Sl s 5l 12
g:)ag};aarance and Behavior of il sl gl s edaa [3
Service Zaaall |4
Cleaniiness - Restroom and Claleall — iUl 5
Mosque Aaacall g
TOTAL £ sanall
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ADNOC DISTRIBUTION
MAZYAD $/S - 945
MAZYAD AREA
AL AIN

DESCRIPTICN QTY  PRICE TOTAL
VoyagrSilveril 4,00 14.00 56.00
New Nissan Max 1,00 26.00 26.00
TOTAL 82.00

CASH PAVMENT ’ 82.00

You were served b& Operator 1
DATE 17/04/2012 20:11 T1 S3 01 2576

Thanks for Shopping .......







