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PROJECT: ELARA - Lube Change

Pan Arab Research Center
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SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
+ e 2 o [P cre | 240¢kadb il ]
Gender Height Built  [pectacled Beard | Mustache] Ethnic Groups
M ] F [T IM][S]T [MIF JYes]No|Yes[No Yes | No |Indian [Pakistani[Filipino |Expat. Arabs] Others:
ROOMdOOKNOORROOR O O K® 0O O
EMIRATE ";:Z:‘;L“ AbuDhabi | Dubai Sharjah Al Ain o | Aiman as M| Fuiairah
O <] O O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
i
oZ2lglgl o231 (14 Zlo Lol | ol 50056
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday | Monday I Tuesday ] Wednesdayl Thursday | Friday
TIME OF | 10.00 | 13:00 | 17:00 | 20:00 | 24:00 | DAYOF
visT 0 0 O vt | O O O O O O
1. APPROACH AND CLEANLINESS <43t 4 gbﬁ‘lﬂ 1
Scores Critical Areas Tl cta) PATH]
ves I otd
1. Was there proper sign to the Lube no [ g dihic o AVl daal s ella s da
changing bay? LT | TP
wa O adiy
. ves B
3 2 \Cl)\ﬁga:r;tihzzcli%be changing area clean and NO D Y S ey dbki oyl e dilie ciS o 2(3
na [ sny
YES and
4|3 Wasthereany oil leaking and falling on q e e dgs il e gl dla S da 3 4
to the floor of the lube bay ? X Syl jpas dibie (8 Y
na [ iy
ves K @
21 4. Were the waiting area and table clean?  NO O Yy eaadn af Mol Y i il Ja 4|2
na [ sy
S 3 YES X o
2 5. &Voariitnhge?telewsmn in the waiting room NO D y Y A e b ey sl 8 a5 |2
na O by
YES = - s
6. Was the board displaying complimentary o ] : Al lgle yekai Ads il il 6
services neat and clean? Shidai 5 4 ye il Cileaaldl
na [ iy
2. GREETINGS AND INITIAL CHECKS A ) el g cua 2
Scores Critical Areas A claall PR
3| 7. Was there any delay in approaching ves [ ax s i el gl dia S s 7 3
customers? NO y oLl gas Cala gall
8. Were you greeted in a friendly manner ~ YES B = sl Aoy dah b cm i 2 da .8
(pleasant feeling)? Nno [ Y ¢ (A
S Ja rcadh gall @l gl Coum g o8l Y 1)
51 If no, please describe behavior: Was it u‘ e . le . ):; . jiﬁ PR 5
arrogant, without any expression, normal & > s S e a1
etc..... o
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Scores Critical Areas : Ll Y Laalt PRV
9.  Did he guide your vehicle for positioning  ygs BX] M culid) Gl M elala  calasdl B Ja 9 3
at the stopper and asked you to switch ; oot v e ’

3 bk youto: NO [T 9 feomall ik of e ey s jldl Glisy

10. When asked by customer, was the ; SIS da cJraall e b gall Jyu Ladie 10
; YES X s banll (ya s :

5 attendant kpovyledgeable of dlﬁergnt P el il 5 g 3l il /&‘33‘ O 5
grades of oil, filters and their relative NO D y g o g
benefits? fleia JS i

YES : .. .
4| 11. Did he offer the waiting area to you? NO % (: ¢ Lyl dd e = oyl dlle (e e Ja 11 (4
12. Did the staff thank you as you were ves K pu ¢ 3 S Ly o S5 il pall 05

4 leaving? o O v 2 S byl B e 1214

3. APPEARANCE AND BEHAVIOR OF STAFF :MSJSMAJ CniBgal) ehaa |3

Scores Critical Areas At YLl PAHY]

_ ves i
3 13. Z\:}zsﬁ?;?umform of the attendant neat NO D Y 0 s Gl pualadl Cidasall G S O 13 (3
nva [ ssyy
YEs i » ]

5| 14. Was the attendant wearing visible no [ q ek Alay (55 35a all il gl IS Ja 14 3
nametag? ) Sz a5 Aol Lgle

wa O sy oz ag, bty
YES RN v o

3| 15. Was he able to communicate with no [ g o Gl gl e 108 Cals gl 1S 4 15 3
customer? fos5l

nva O sbny
YES pal

4| 16. Was staff courteous / friendly? NO D b Slakl/la g cadasadl S Ja 16 |4

na O sasy

4. SERVICE daadll 4

Scores Critical Areas Al Yl Jalgsl

P S O Cayed Ganilly sl 6 ¢
17. Did attendant check whether you need ves BJ i w uu)d sa . }d £ A7
3 top up or complete oil change? S o o) Syl ALY gliad 3 Ll 3
- no [ £ <l

3| 18. Did attendant check with you whether YES prd DA S 1 Lad e ok gl (3383 Ja 18 3

only oil is to be changed or oil with fiter? no [ N €l 5 g 3 Bf a1 s
19. Did he check using gauge the quantity ~ YES ] s eladiels ol (s shue (b lasall A3 b 19

3 required to be topped up and informed g Al i el M G jall bl 3

you? no [ Y gl claly § gl
T e <l 3 e (adadlly Cals gall B8

4| 20. Did the attendant check for oil leakages  YES B o wfj ‘74);” o ey ’Lﬂ e 20 3

under your car from filter and drain bolt? 0 N e e e
eyl

3| 21. Did the attendant drain the used oi YES A Janiaaall Gl IS g i Calagall o8 o 21 3
completely from your car? Nno [ ¥ bl jlw (e

o | 22 Did he ask whether you want the engine YES o Al e paall Jue y i S g @lila o 22 2
to be flushed and did it if you agreed? no O N feclidhl ga Jla A iy

3| 23. Did the attendant fill the correct grade as  YES Jes S W Aa /g 58 Adlaly Cala gall B8 o 23 3
you requested? no [ v fidls Al Angasall
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Scores Critical Areas Al SYlaalt Jalaih
3| e e aty T YES B s g of el s 24
minutes? no [ Y fhuaiy A4 sadd Jondall A
3 25. Did t.he.attendant ensure that the carter YES o uiﬁg@ﬁjlﬁj jﬁﬁ 25 3
bolt is tightened and there are no leaks? NO D N j B "‘QUSS
26. Did attendant carry out the following Lalaall Gl gadll o) by Cab gl A8 Ja 26
complimentary checks: sa
ves K1 w
31a. Battery Water top up no [ b Ay el ele Al 31a.
na [ sdiy
YES pad
31b. Coolant Water top up NO O b} coolant/sull ele diL) 31b.
na O sy
YES s N
31c¢c. Auto Transmission Fluid top up NO D b R JLP u“ m‘" 31c.
(et 5N
na [ sbsy
YES pa
31d. Brake Fluid top up no O 3 daill cyyals) 31d.
A [ sy
YES pad
31e. Gear Oil top up vo O v ol oalleuy sl 3e.
na [ sy
ves Kl
31f.  Airfilter cleaning no O ¥ Al gl Gks 31F,
wa [ akiy
YES pad
31g. Wiper Water top up no O Yy Zla 3 clalid cle 4zl 31g.
va [ amuy
ves K]
31h. Clean engine using air gun no [ Y ehsell ede plaaiuly Ol ol 31h.
na [ smiy
3|27 ?/Vere any of your questions related to :I(E)S % ?: ilaial) il e QJC 3\?'\#)” k—mﬁ ds 27 3
ube change answered? Sy il il Aalaay
va O asuy
3 28. gig (t:r;? ,?taff place the mileage sticker in :(E)S a’; e @mﬁ&ﬁf)‘;\;ﬁ 28 3
" na O sy 5 bl
ves K M
41 29. Were you offered a receipt voluntarily?  NO O ¥ L a2l Jaas e yase da 29 14
na [ sy
5. REST ROOMS AND MOSQUE taaall g (alaalt ol g1) Aal M a8 5
Scores Critical Areas ALl @Yl Jatdity
3 30a. Were they adequately stocked with alt ves b i 4 5l e el auan 8 jeae cuilS o 304 3
necessary supplies such as soap? NO D ¥ o aball Jia
na O gy =
3 +
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Scores Critical Areas VRN AN PO BATH]
ves 4 )
30b. Were they adequately stocked with all O é": sl e el arang 3 e <ilS Ja . 30b
necessary supplies such as toilet tissue? Sl (3599 Jia
wA [ gy
30c. Were they adequately stocked with all YEs 4 pad 4l la il e B e cuils Ja 30c
necessary supplies such as paper towels? no [ N 48, o) Lddliall Jia
{paper towels are not required where fully Clitas 58 vie 4ysllas e 4850 Cadluall)
operational hand dryers exist) N/A D Gehi ¥ (3 A
Saads; aall CuilS
31a. Were sinks clean? YES g ) '--y:}:‘t‘xyrj 'lsdT‘ |.31a
require comment when marked ‘No’ no [ y Tl o YT Al s 1
nA [ gy y
N Fas.a X
31b. Were mirrors clean? YES o ol AT;',‘ Lf‘)lj‘;rf&g% |'31b
require comment when marked ‘No’ no [ ¥ Tl o2 MY Ala ) s 1y
NA [ gy
. (‘t‘ I3 [ P -
31c. Were hand dryers clean? , ves B P . Tula ‘*5'1:3,,;:&:;‘“15\;&: ‘.310
3 require comment when marked ‘No’ no [ ¥ sl o MY e cals 1y
NA [ sy
31d. Were dispensers clean? ves & e ‘u.\f.., uyhf];.ﬁhi:rmgtsd? i 31d
require comment when marked ‘No’ Nno [ Yy Gl (o2 " Al cals 1y
NA [ asuy
YES pad
31e. Were toilets and urinals clean? Nno [ ¥ faadss Jall LS4 cilS Ja 316
NA [ iy
32a. Were doors clean? ves Kl o . all ?aj’f‘i:",”’\f‘ u:ls &.'323
require comment when marked ‘No’ no [ ¥ e R
nA [ gy
YES pad
32b. Were walls clean? Nno O y faadss Ul S Ja 32b
NA [ sy
YES o
32c. Were ceiling clean? Nno O N il (il IS Ja 32¢
NA O gy
ves A
2| 32d. Were vents clean? Nno O N $aida MLl calS Ja 32d
NA [ gy
32e. Were floors clean? YES W o o Y@k’,,&h‘“ff‘ rUlS dﬁ. -32e
require comment when marked ‘No’ no [ ¥ a2l o YT A cals 1
na [ gy
YES ad
32f. Were baseboards clean? NO D N a4,k sac z A ilal o culS Ja 32f
NA [ gy
ves 4
32g. Were grout clean? no [ ¥ fuk LA IS da L 32g
NA O gy
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Scores Critical Areas Fudul) Lol Jalasti
vEs [
33a. Were trash containers clean? NO D b faaa; dalaall G gla S o 33a
) NA [ iy )
ves X]
33b. Were trash containers not overflowing? NO [ b fAailh e daladll clyla cilS da 33b
NA [ aday
YES ] o ]
) 34. Was the restroom smelling clean & no [ N sl ) Lty Ak Jlaall Aadl ) cailS o 34 2
fresh (without any offensive odor)? $olanll 2 Ay S A3,
NA [ gy
™ ; Jand alaall 3 il eatl) azen clS a
35. Were all the facilities inside the YES o ol Sl s I 35
restroom in good working condition? . N T e
2 require comment when marked ‘No’ no [ v gl (o2 YT ALY s ) 2
NA [ asby
4 ; £(5) ki aaasd) dcld ) w8
36. Was the Mosque premises clean? YES e ( ), :‘ ) ,,:; 3_.{_:\%1-;%'0‘\5 ﬁ 36
2 require comment when marked ‘No’ no O ¥ g sl o2 gl s 2
NA [ iy
Comments: rclBadiall / gaadll
s
FOR OFFICE USE ONLY Jadd Coigall PARER
Alsual) LS Ll Aoy sl . "
0, O . -
% ACTUAL SCORE | mAxmmum | Evaluation: sl
Approach and Cleanliness aalaill y ol ;BYI |1

Greetings and Initial Checks | A5¥! lSpddlly o i [2

Appearance and Behavior of s .
Staff il gall shs glas (3

Service da2all 14
Cleanliness - Restroom and Gilalaall — Adkailf 5
Mosque Anouall

TOTAL & sanall
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SERIAL NO.

2, 5|6
KHALIFA CITY S/S 766
KHALIFA CITY
ADNOC DISTRIBUTION
ABU DHABI .
DESCRIPTION GTY PRICE TOTAL
YoyagrSilveriL 5,00 14.00 70.00
TOTAL 70.00
CASH PAYMENT 706.00

You were served by Operator |
NATE 19/03/2012 15:15  T183 01 3675

THANKS FOR SHOPPING. .







