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PROJECT: ELARA - Lube Change

SERIAL NO.

1

9

P
Pan Arab Research Center &

O < wemarat | 0 455 Eppco/Enoc | B @z Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
\g& Name Number Name Number | Name Number
A Eoaco oot _|Saa aco] ol [2[N2]4] |
Gender Height Built Bpectacle Beard | Mustach Ethnic Groups
M| F [T M [S]T [MIF JYes]No Yes | No | Yes | No | Indian [Pakistani] Filipino [Expat. Arabs| Others:
NOODOROROORONOR ®R O O 0O O
EMIRATE V;:Z'Ii:‘ AbuDhabi | Dubai Sharjah Al Ain g:‘:v"ai’: Aman | RSB Fujiran
O O O O O O | O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
sl o o |6 t |y b3 |oo oly 6lZ |[20:00 |206:20
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday | Monday | Tuesday [Wednesday] Thursday I Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAYOF
vst T O O O vsr | O O O O O O
1. APPROACH AND CLEANLINESS <AL g i EY) 1
Scores Critical Areas Al C¥Lal) Jaail
YES o il e ol 2
1. Was there proper sign to the Lube no [ q dihie e AYMAsaljdaddis Gl da 1
changing bay? Seu sl sl
nAa O aduy
_ ves ] ~
3 2. \é\‘{gas;ihzzé%be changing area clean and NO D § $is ey did cy ) etk culS da 2|3
wa [ sduy
ves [1 . . -
4|3 Was there any oil leaking andfalingon ' [ g e ac s cuill s gl dis Y8 da 3 4
to the floor of the lube bay ? : Sy Myt dibie & a Y
T u Ry ’
YES ax
2| 4. Were the waiting area and table clean?  NO [ ¥ Saauda A1 el Uanyl ddhie cilS o 412
A [ adiy
w o ) YES ey
2 5. W;ii;hge?telewsmn in the waiting room NO D § YT A b e ol S ds 5|2
na [ sy
ves id e - s
6. Was the board displaying complimentary [ g Aald Lale jela ll Aa sl S da 6
services neat and clean? faaday g A ye Auilaall cilandll
nA O sy
2.  GREETINGS AND INITIAL CHECKS A Y gl g cua il (2
Scores Critical Areas Al @Y lnall PATH]
3| 7. Wasthere any delay in approaching ves [] g pasf i b yaligldia g8 da 7 3
customers? NO N Sl g Cala gall
8. Were you greeted in a friendly manner ~ YES X sll) Ak dh il da 8
(pleasant feeling)? no [ N ¢ (g oA
S o rcals gall & glis Ciia g a8 Bl (Y1)
51 If no, please describe behavior: Was it Lf e Li;l }:; . jiﬁ A 5
arrogant, without any expression, normal GG A O I ISR . CJ‘
etc.....
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2 +
Scores Critical Areas A cLaall L&l
9. Did he guide your vehicle for positioning  ygg A Cadiall G ) il bl 5 da Q9
3 at the stopper and asked you to switch e paall ikt o e il 5 o] iy 3
the engine off? Nno [] v ¢ (s ¢ a9 5l )
10. When asked by customer, was the . OS da edsanll 1 b gall J3u Ladie 10
attendant knowledgeable of different YES - ‘fb e . 4 e
5 g i ; k_ll)ds]l_,u)i)nul.;‘)a/tlyl&-daaagelc 5
grades of oil, filters and their relative Nno [ y o i
benefits? fleda JS 21
YES X g . .
4| 11. Did he offer the waiting area to you? NO E ?‘; ¢ Uanyl ds e OBV elde (e b 11 |4
12. Did the staff thank you as you were YES o il all LG
4 leaving? No [J g T S L o S iyl 6 s 12 (4
3. APPEARANCE AND BEHAVIOR OF STAFF tpgS by Cpiligall jelia 3
Scores Critical Areas Al YLl PR
‘ YES o
3 13. Z\rl‘zsti?;)umform of the attendant neat Nno [J Y Uy Gl el Gzl Gl S s 13 (3
va [ sduy
YES Py N .
14. Was the attendant wearing visible Deay Ay (65 53 3 5m gl il gl S Ja 14
3 nametag? No [] 3 o . 3
e €2 5o 51 danl Lo
va O sauy hgt
YES : . A
15. Was he able to communicate with & deal il e 1l Gl gl S o 15
3 No [ Y - 3
customer? BT
NA [ sy
YEsS [ .
4| 16. Was staff courteous / friendly? No [ y Skl sy alagall S o 16 |4
NA [0 sy
4. SERVICE daadll 4
Scores Critical Areas Aadal) YLl o L&T\
: S O o Saarlly Cals gal A8 Ja
17. Did attendant check whether you need ~ YES = w u,uﬂ Sa - }d ¢ 7
3 top up or complete oil change? S oS ol ) iy ghad B bl 3
p up p ge! NO D y £ JalSI,
3| 18. Did attendant check with you whether ~ YES M 8 S 1) Lk i Cala gl Bins Ja 18 3
only oil is to be changed or oil with filter? No [ Yy € all y <y 5l ol dadd 5l s
19. Did he check using gauge the quantity ~ YES axd @l Sy (6 fana Gy Cala el B Ja 19
3 required to be topped up and informed S RV - WO P oelaall 3
you? Nno [ fallyy Wil Lsila)
O ol s e Bally cala pall M8 Ja 2
3 20. Did the attendant check for oil leakages YES oo wjjﬁmﬁ: gl s}lidi s 0 3
under your car from filter and drain bolt? Nno [J oIy oReE )
Sy 3l
3| 21. Did the attendant drain the used oil YES [X] P el 3l S i il pall A8 da 21 3
completely from your car? NO D N bl (e
o | 22. Did he ask whether you want the engine  YES [X] P el adll e 5 S o) il Ja 22 9
to be flushed and did it if you agreed? NO D y i g0 Jla EREIAY
3| 23. Did the attendant fill the correct grade as  YES (X axd Sl Aa /e g dilals Calagall A5 s 23 3
you requested? Nno [ ¥ fleills il da sl
2
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Scores Critical Areas Al ¥aal) Ll

g e e o oo ncapa Ve B o amdad gt o o e ol 24 |
minutes? no O N fhualy 43da aal Jintdll Alla
3 25. Did t‘he.attendant ensure that the carter Yes K] pd uiﬁﬁdleizkjiﬁ 25 3
bolt is tightened and there are no leaks? NO D N 5 e sl
26. Did attendant carry out the following Lilaall Clia gaill o) by alasall B o .26
complimentary checks: sadual
YES pad
31a. Battery Water top up no [ N il cldls) 31a.
na O sduy
ves
31b. Coolant Water top up no O ¥ coolant/syull sl il 31b.
na [ by
YES o YA el il lea <)y il 31¢
31c. Auto Transmission Fluid top up NO D k' * (Qﬁ;@\ﬂ\j )
na O abuy
YES o
31d. Brake Fluid top up no O ¥ Qi eyl 31d.
na [ sy
YES pad
31e. Gear Oil top up NO b ol ol )y AL 31e.
NA [ adiy
YES ;
31f. Airfilter cleaning no [ b ol sl 8 Cadais 31f.
na O aduy
YES ;
31g. Wiper Water top up Nno O N o 3l Caliual cls i) 31g.
NA O sy
YES o
31h. Clean engine using air gun NO D Y ehsell (et aladiily & el Cadan 31h.
wva O ahuy
4|27 Were any of your questions related to ::(EJS e: Ahaiall elilind e sl e 3?\4}!\ u*-‘ 27 3
lube change answered? Sy i uad Aplany
NA L ssiy
3 28. Er)]ied ;r;? gtaﬁ‘ place the mileage sticker in ;23 ?: Axémﬁ&ﬁﬁ;\ﬁ 28 3
' na O by £ )
YES P
4| 29. Were you offered a receipt voluntarily? ~ NO D 3 NP EN S W Jagdle jmye Ja 29 |4
wa [ by
5.  REST ROOMS AND MOSQUE sawall g (alaadl fesll $3) Aai g 5
Scores Critical Areas Luludt Ll PEH]
3 30a. Were they adequately stocked with all YES = Ay 5 el il Hlall xens 8 jeae <iS Ja 30 3
necessary supplies such as soap? no O v £ osall Jia
NA L] gy S
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Scores Critical Areas LI I LANPOR | Llaih
e g0, D1y o S g
ry supp u s toi u.NIAD@Eu‘J _,_&M
30c. Were they adequately stocked with all ves [] ad Al cil il &2 3 Jeae S o 30¢
necessary supplies such as paper towels? NO n v 48, o) Chdliall Jie ‘
(paper. towels are not requu.red where fully : . Cldiaa 865 dic Aygllag ye a8 4l &_IMLMW N
operational hand dryers exist) N/A Ghiy . . o L (A 1A
31a. Were sinks clean? YES E pad T .- . ek d:»G.Al Lfls d“. ’ ’——
require comment when marked ‘No’ no [ ¥ sl oa o "Y" AaY) s 1y
NA [ gy
31b. Were mirrors clean? YES om ik E”‘fﬂ s d“. 31b
require comment when marked ‘No’ no [ b Tl o Y Ay culs 1y
NA [ gbsy
31c. Were hand dryers clean? YES o . Q‘m‘m ! UL“M wls “h 31c
3 require comment when marked ‘No’ no [ ) gl (oa YT Al il 1y 3
NA [T Gy y
31d. Were dispensers clean? YES E g Y% sl ‘%U"SLA st d“. 31d
require comment when marked ‘No’ no [ Y cmstl o MY Ay s 1y
Nva [ gduy
YES poi
31e. Were toilets and urinals clean? Nno [ y faddas Jouill A0 cailS Ja 31e
NA [ sy
32a. Were doors clean? ves B Faks Y1 S da 322
require comment when marked ‘No’ no [ Y gl o MY ALY s 1y
nva [ sy
YES pad
32b. Were walls clean? Nno [ N ik sl <€ s 32p
Nna [ sy
YES KK .
32c. Were ceiling clean? Nno [ y Sl Gl S s 32¢
NA [ gy
YES pd
2| 32d. Were vents clean? Nno [ ¥ et Mliall oS Ja 329 | 2
NA [ sauy
32e. Were floors clean? YES axd . Pk d"*,hﬂ' s “h. -32e
require comment when marked ‘No’ NO D b gl o Y Aadl sy
NA [ sy
YES X
32f. Were baseboards clean? Nno [ N Aadai 522Ul o) /lailall 1,50 cuilS Ja _32f
NA [ sauy
YES pad
32g. Were grout clean? no O v feibi L ¢S Js 329
va [ sasy N
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Scores Critical Areas Talud) @Yol L
YES ax
33a. Were trash containers clean? no [ ¥ fasyla Aaladll iy g cailS Ja 332
) NA [ aby )
YES pai
33b. Were trash containers not overflowing? NO D ¥ Piails e dalaill cilyda i€ da 33b
NA [ iy
YES pri o ]
2 34. Was the restroom smelling clean & NO D N ‘;ﬁ Csy) Adaiay Agdn leall A cals Ja 34 2
fresh (without any offensive odor)? $(planll B Agy S Al
NA [ gy
i ; it sleadl 3 ) jaeaill anea S Ja
35. Were all the facilties inside the YES p e R O e s, 35
restroom in good working condition? . N T
2 require comment when marked ‘No’ no [0 ¥ sl o MY ALY S 2
NA [ iy
4 $(3) oas dmaeall 4cli ) s olS
36. Was the Mosque premises clean? YES E e ( ), ,:d\ ’ ,,;: LL";;’ME\ST? 36
2 require comment when marked ‘No’ Nno OO 0¥ ot eV as il 2
NA [ ey
Comments: sctfaadlall f gadedll
FOR OFFICE USE ONLY Jadd Cuigal) aladiuy
aall BAGI LAl Je¥ sl
o, 2 I e
‘o ACTUAL SCORE MAXiMum | Evaluation: il
Approach and Cleanliness aaaill y cal JBYY |1
Greetings and Initial Checks | Y1 iSuially cus 1 |2
g{)apf?arance and Behavior of il sl sl s sedae |3
Service aaaall |4
Cleanliness - Restroom and ilalaall — dalbail |
Mosque daall
TOTAL & saaall
5
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wli - i Py

SHAWAME Yt (2)

S/ TS5

DUBATL - MAFRAQ ROAD
ADNOC 11t . I RIBUTION
AL DHABI

DESCRIPTION QTY  PRICE TOTAL
VovagerBronzdl 1,00  50.00 50.00
VoyagerBronziL 1.00 13.00 13.00
TOTAL 63.00

CASH PAYMENT

63.00

You were served by Operator 3

DATE 14/06/2012 20:20

T1 83 03 7602

THANKS FOR SHOPPING

SERIAL NO.

1

9







