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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center w
[J i wemarat | [ @555 Eppeo/Enoc [ B @ss Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
% é Name Number | Name Number | Name Number
12 Sen %\’\%\{ Ssnc | 3UzYlAnsaar 1] ]
Gender Height Built Bpectaclesl Beard | Mustache] Ethnic Groups
M F |TIM][SIT [MIF [Yes[No [Yes [ No | Yes | No [indian [Pakistani[Filipino [Expat. Arabs] Others:
MDIDDIDDDID&DED O 0O O
EMIRATE V;:;i:‘ Abu Dhabi |  Dubai Sharjah Al Ain o | Aiman s M| Fuiairan
O O O O C O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
97131 o 2|51 el3 ol [ |o |l l0:32]|]o.44
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
VvISIT - vISIT ]
X O 0O O O O = O O 0O
1. APPROACH AND CLEANLINESS Adall g g.a\)ﬁ\‘l\ |
Scores Critical Areas Al Ll AN
ves X1 w0 - .
1. Was there proper sign to the Lube vo [ g dihie Je AVl dsaljad i S da 1
changing bay? el Huad
nva O sy
. YES ool
3 2. \é\:s:r:ir;icli%be changing area clean and NO D Y ey did oyl e Akl cdS Ja 2|3
nA [ sy
vés [1 =~ . . i
4 3. Was there any oil leaking and falling on no [X N e ae Fagcuill i gl s S a3 4
to the floor of the lube bay ? - Sy My Adbaie & Y
NA [ sbuy ]
ves M =
21 4. Were the waiting area and table clean?  NO [:] b faaday Al Uall y HUsiY) ddaie cilS Ja 412
na O shiy ‘
5 W h | YES m r""
2 W;imge? elevision in the waiting room NO D y ¢ LRy A e b Ja O3l S a5 |2
A [ sy
ves §] s s
6. Was the board displaying complimentary . [ q Pald lgde sedai Al ds i€ ds 6
services neat and clean? , $aadad A ja dailaall Dleadll
A [ sy
2. GREETINGS AND INITIAL CHECKS ) Sl g cua 2
Scores Critical Areas Tt cyaall Jalaiht
3|7 Was there any delay in approaching ves [] pad s/ i 8 pali gl s S s 7 3
customers? NO Y Sonlisl gad s gall
8. Were you greeted in a friendly manner ~ YES = px Gl At a5 ds 8
(pleasant feeling)? NO D y S (z o
S Ja cab et @ gla Caia g 28 2la ) (Y 1Y)
51 If no, please describe behavior: Was it u‘ Je \:;‘j . Jj; j:;i N ) 15
arrogant, without any expression, normal GHe MR o8 O €3 :
¢,
etc.....
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Scores Critical Areas Al e Jalai
9. Did he guide your vehicle for positioning  ygg [X] : Gl Sl 3 ol (L il oalf 18
3 at the stopper and asked you to switch X o ‘:;‘ |L‘J o ‘f“&: i R lfjt e dﬁ -9 3
the engine off? No [] ¥ fehoaadl ik o el lla g 5l Gy
10. When asked by customer, was the . IS Ja el (e s gadl s Lonic
attendant knowledgeable of different YES [Zl L ‘fhu B ‘ K < }A] f“ 10
5 . . ) u‘)M‘Juﬁ)"ul;).\/&lyiuhw(Js 5
grades of oil, filters and their relative Nno [ y . A
benefits? fleda JS il 4d
YES i . .
4| 11. Did he offer the waiting area to you? NO g ?’; £ syl 4 e Y elde e da 11 (4
12. Did the staff thank you as you were YES px ¢ dam et . .
4 leaving? no [ g .,a\uusuﬁgﬂjsquhﬂleuda 1214
3. APPEARANCE AND BEHAVIOR OF STAFF (peSobuy Cpilial) yeka 3
Scores Critical Areas Ll VLo Jalailt
. YES [
3 13. gzsti?;7unnform of the attendant neat NO D Y L ey Gl el Gk pall Gl S s 13 |3
NA [ sy
ves I N
14. Was the attendant wearing visible ey Ay (525 39 3 g3 gl il gall IS o 14
3 nametag? no [] ¥ o 3
na [ seyy AnSaar
VEs [ w _ o
15. Was he able to communicate with & deal sl e T8 aly ) S b 15
3 - Nno [ ¥ b 3
customer i NSRS
NA [ sy
YEs D
4] 16. Was staff courteous / friendly? NO [:| Y Pladal/ls a5 Cala ol 1S Ja 16 (4
N NA [T sbiy
4. SERVICE daadl)l 4
Scores 7 ChticalAreas T T D) b
: S ) Gyl (383 b sl B U
17. Did attendant check whether you need YES lz P u uu)d _— ;_m,d ? B A7
3 t r complete oil change? ) omad el Sl ALY liag s L) 3
op up or comp change? Nno [J y ¢ Lisl,
3| 18. Did attendant check with you whether YES [X] o 28 S ) L elie Cila sl (335 Ja 18 3
only oil is to be changed or oil with filter? No [ y pIB 1 PNV IS SV I
19. Did he check using gauge the quantity ~ vgs [X] ani el S 3 s e (s alagall D Ja 19
3 required to be topped up and informed S RS LIV I UV (U P B IR 3
you? No [ Y Sllly lal 5 i)
OBl e Gl GBS B Oh 20
4| 20. Did the attendant check for oil leakages ~ YES pr N “j“/‘j“ > P ’ij‘ e 2 3
under your car from filter and drain boit? No [ q KR seas e -
ey 30
3| 21. Did the attendant drain the used oil ves X P Jeatesall Gy 30 IS iy il gl Bl Ja 21 3
completely from your car? No [ y el Jlw (e
2| 22. Did he ask whether you want the engine  YES [X] i adl Jue 3 e of il da 22 5
to be flushed and did it if you agreed? NO D y Pslisdl ga Jla oy
3| 23. Did the attendant fill the correct grade as YES axd Gl A,y 55 Adlaly Cals gl Adda 23 3
you requested? Nno [ y dh Al da il
2




3 +
Scores Critical Areas Tl ¥l e
24. Did he request you to startengineand  ygs Xl PO R GUON Y A o elia lla Ja 24
3 leave it running for one and a half NPT Caen % , 3
minutes? no O 3 fbualy Aada saal il Uls (A
2 |l 2 e fA gea (f (1o il sall U 25
3 25, gid the attendant ensure that the carter7 YES - iy):u.);; j}ﬁ& :j*;w 3
olt is tightened and there are no leaks? NO D N tcu 3l
26. Did attendant carry out the following dplaall cila aill o) ek calagall B o .26
complimentary checks: saqtuall
ves X
31a. Battery Water top up no O b A jUatl ola Al 31a.
va O] sy
ves [
31b. Coolant Water top up NO O Y coolant/2 sl ¢le dilal 31b.
va [ shuy
YES : )
31¢. Auto Transmission Fluid top up NO % ?’:1 G Tl B JLP u” T;T‘ 31c.
na O absy (or8est)
ves XI
31d. Brake Fluid top up no O N dol il cyslal 31d,
na [ sy
ves d
31e. Gear Oil top up no [ y coo Al by iils) 3te,
nAa DD sdny
ves X Jes
31f.  Air filter cleaning no O 3 elpglh il ey 31f.
nA [ sbiy
ves X ox
31g. Wiper Water top up no [ y a3 alinal oo Gl 31g.
na L abuy
ves ] o
31h. Clean engine using air gun NO [:l Y el e phasill O el caidas 31h.
na [ sy
5127 Were any of your questions related to ::(E)S % ?: Asbaial) it s g,—}f—. 7*7:\.3\;1‘ ~—w Ja 27 3
fube change answered? v [ sy S 3l el leny
3 28. aiéi (t:r: staff place the mileage sticker in ::Zs % ?’; )L@u;fedﬁ&ﬁﬁ;ﬁ 28 3
NA [ sk 5 Jludl
ves [X]
4| 29. Were you offered a receipt yoluntarily? ~ NO O Y L lial il Jeagdlle gaye db 29 14
nA [ ssy J
5.  REST ROOMS AND MOSQUE saaaall g (aleadl [l 55) Al g 5
1 Scores Critical Areas Toulud) @Y Jatasty
3 .
3 30a. Were they adequately stocked with all YES e~ 3y gt Cila Hlinall aaens 3 je2e S Ja 304 3
necessary supplies such as soap? NO ¥ oglall Jia
Na [ gy =
3
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Scores Critical Areas Al YLl Lad
, VES L] e o
30b. Were they adequately stocked with all O y )3 pall e jliasall aaaas 3 320 il Ja 30b
necessary supplies such as toilet tissue? NO Sl gl (3599 Jie
NA [ sy =
30c. Were they adequately stocked with all ves [ axd A g eall il il & 3 e L3S da 30c
necessary supplies such as paper towels? no [ v 048, ol Cadliall Jie
(paper towels are not required where fully Gliiaa 855 vic 4y glla e 48 1 alliall)
operational hand dryers exist) nva X Gebdy (A3
; , Tl Q) <ol
31a. Were sinks clean? YES 'Z o ol ',,y,‘,'lzt;r‘f 'LSdT'|I31a
require comment when marked ‘No’ no [ Y grasl o2 it
NA [ gy
; Ak Ul oS
31b. Were mirrors clean? YES e ol ':y" aﬁyﬁ _;T."Sm
require comment when marked ‘No’ no [ Y gl o2 It
NA [ gy
: it a ) i, s
31c. Were hand dryers clean? ves M ol Lj}.ﬁz}..‘_’u&'yr\j -1_3- |,31c
3 require comment when marked ‘No' no [ Y gl o2 A s
NA O gy
3 ik 4 pleall CliSle CuilS
31d. Were dispensers clean? ves K] sl et "\J'TJS\_,{Aer .lsdz\.31d
require comment when marked ‘No’ no [ v (ot e TS e
VA [ sy
ves d
31e. Were toilets and urinals clean? Nno [ v SAida Joall A4 cuilS Ja 31e
NvA [ gy
32a. Were doors clean? YES m o 2 5l ?ﬁﬁa\jf;ﬁggﬁjsza
require comment when marked ‘No’ no [J ¥ G e I
NA O gy
ves X
32b. Were walls clean? Nno [ ¥ fAadas Glamll 2ul€ Ja 32b
Nna [ sy
ves M
32c. Were ceiling clean? no [ Y fudad caldl IS s 32¢
va O sy
ves
2| 32d. Were vents clean? Nno [ Y fhgdan Ml cuiS s 32(d
wa O gy
. i oo ) s ]
32e. Were floors clean? YES @ a a5 %"Y'%thw @g"z"sze
require comment when marked ‘No' no [ ¥ G e R :
N [ gany
vEs B
32f. Were baseboards clean? NO D v Caada) sac (8l z s il )5S Ja 32f
Nna O Gyy
ves Bd
32g. Were grout clean? no [ Y Sl LI oS s 32g
NnA [ Gy
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Scores Critical Areas . FEW I L PN | PAHA(]
YES X
33a. Were trash containers clean? NO |:| ¥ Phsdas Aaladll iy e alS Ja 33a
NA [ asuy
2 .
ves ]
33b. Were trash containers not overflowing? NO [:I b Piais e daladll iy s cilS Ja 33b
NA [ asuy
ves ] o L ]
2 34. Was the restroom smelling clean & NO D N g‘ OsY) Aliaie g Asgda alaall Al il a 34 5
fresh (without any offensive odor)? Slplasdt 4 A S Al
NA [ oy
3 Saxd alaall 3 & jpeatl) asaa SilS Ja 35
35. Were all the facilities inside the YES m g ¢ @ = eﬁ,:d&u
restroom in good working condition? . R e
2 require comment when marked ‘No’ NO D ¥ C‘»"")‘“ S A A 2
NA [ asiy
3 €(3) it daaeall Aol S e S
36. Was the Mosque premises clean? ves [J o ( ), );“ ' ,,;ﬁ LL‘;TM"%LST}S 36
2 require comment when marked ‘No'  NO [ o el ol e 2
N/A Gk
Comments: rcladlall [ galadilt

FOR OFFICE USE ONLY

Aaccall Bl hiss Yl

% ACTUAL SCORE L;i‘;ﬁnﬁnn " | Evaluation: tpaill
Approach and Cleanliness Al s
Greetings and Initial Checks | &5¥! lSulilly woa il 12
Appearance and Behavior of cpabsall A glus edae |3
Staff
Service Rassdi 14
Cleanliness - Restroom and Slalaall — Adadl |
Mosque "
TOTAL & saxall
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GAYATHY S/5 978
 GAYATHY
ADNOC BISTRIBUT TON
WESTERN REGILON

DESCRIPTION OTY  PRICE TOTAL )
vovagerbronzdl 1,00 50.00 50.00

VoyagerBronzll  1.00 13.00 13.00

TOTAL b 63.00

CASH PAYMENT £3.00

fou were served by Operator | )
DATE 251922 10:46 1152 01 4967

THANK S FOR SHOPRPITING .

E—







