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PROJECT: ELARA - Lube Change

SERIAL NO.

+
e
Pan Arab Research Center E

Dab\a) Emarat ID 43/ 84 Eppco / Enoc / E 4 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
141 kamesh | FHEIE3)

Gender Height Built Bpectacled Beard Mustache| Ethnic Groups b Ab
M| F JT[M[Ss]T [MIF [Yes | No [ Yes [ No | Yes | No |indian [Pakistani|Filipino |Expat. Arabs] Others: N =30
EDDMDD.DDDEDE-DD O X

EMIRATE V;eeztii:‘ Abu Dhabi Dubai Sharjah Al Ain g’:z‘a:‘l Ajman Kﬁ:?n?a:h Fujairah

O X O O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
alell| o9 |ole | &19 ol 1ol [b4s]ll16

07:00- | 10:01- | 13:01- | 17:01- } 20:01- Saturday l Sunday l Monday 1 Tuesday lWednesday | Thursday ] Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
visiT T =) O o O wst | O O 0O O O (| O
1. APPROACH AND CLEANLINESS ABUaLH g ol BY) 4
Scores Critical Areas Tl Claal) Jaash
ves X ea.
1. Was there proper sign to the Lube dshaia o Yl dainlgdagl s gS da
. no O
changing bay? Sy W yuad
nva O «_é.ah-'&"i
_ YES pad
3 2. \é\:g:ntgzé%be changing area clean and NO D Y ey Akdai cy 3l s b cdS s 213
na O gy
ves [0 = L s
4 3. Was there any oil leaking and fallingon 53 N e ae fag il o gl s S a3 4
to the floor of the lube bay ? S 3 s Adlaia 3 )Y
nva [ sy ]
ves i~
21 4. Were the waiting area and table clean? ~ NO O Y aaga Al gl g HUaiy) dslate S a0 412
na [ sy
s th ) ves i
5. the t ision in t iti
5 woe:iinqe? elevision in the waiting room no [ g VI A e 8 e il S 5|2
] R
YES X o s s
6. Was the board displaying complimentary o ] N Al e el N As sl cols a6
services neat and clean? $hadai g Adi ye Agilacall Dleasl)
wa [ ssuy
2. GREETINGS AND INITIAL CHECKS P ) clCuddll g qua A2
Scores Critical Areas FUTRIR JCHY P Laslhy
3l 7 Was there any delay in approaching ves [] pa sl Bl b pali i s S s 7 3
customers? NO m ¥ ol s cala sall
8. Were you greeted in a friendly manner ~ YES K o~ sl dsdg b il S a8
(pleasant feeling)? Nno [ y ¢ (z ok
A Ja cabs gall o gl Coim ga a8 Blay Y 1)
51 If no, please describe behavior: Was it v Je \::;S . }S; jiﬁ ;.' ')ﬂ‘ ‘15
arrogant, without any expression, normal (gAe onadl e I :L‘j
etc..... 2 C
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Scores Critical Areas Tl e P H]]
9. Did he guide your vehicle for positioning  ygg ; Wl - . AL P
3 at the stopper and asked you to switch & ™ :m - UL%!,‘ ‘A" d,m“}" ‘__“L}AH ?uda 9 3
the engine off? NO D N .cﬂ);a“ G.q.la; Q\ &lia g.x.Uaj b_)L‘Lm.“ uhgy
10. When asked by customer, was the . -\ Jraadl ha Cals eall (Jou Lon
5 attendant knowledgeable of different YES zl - ﬁjﬁlt:ll dA ‘ )ll ,‘:\2 p l}.?l dly 210
grades of oil, filters and their relative No [J v = S TR SRl . . ‘4; S
benefits? ___No flete JS il 8
S5 ) YE ;
4| 11. Did he offer the waiting area to you?U s O e $ Uaiyi A8 e oY elle e da 11 )4
Dip AT plfER  wmming Aees N0 Ry
12. Did the staff thank you as you were YES [X] € as enct R .
4 leaving? No [ g TSl @ s Gl i e 12 (4
3. APPEARANCE AND BEHAVIOR OF STAFF S shuy Cilipall glia 3
Scores Critical Areas Landdltt YLl Jatait
. YES [X]
3 13. Z\r/;.ajsﬁ?;?umform of the attendant neat Nno [ YU e Gl el Gibisall Gl oS Ja 13 (3
NA [ sauy
ves ¥ : ‘
3| 14. Was the attendant wearing visible No [] ?’; Dea Ay (55 59 3 g sall Cali gl S Ja 14 3
nametag? 7 328 0 danl Lgale
NA [ ssuy
YES pad . PR
15. Was he able to communicate with ge dualsill e 18 Gl sall S Ja 15
3 customer? No [] ¥ P 3
[ €Ol
WA [ sy
YES a
4 | 16. Was staff courteous / friendly? No [ ¥ flahal/fa g5 cabagall S U 16 |4
Na [ sy
4. SERVICE asill 4
Scores 7 Criticalareas T oT e o - beltavou T ToEg
; S Of bl el s pall JE o 17
7. Did attendant check whether you need ~ YES X o = uu)uj P &,JQ}J ¢ {
3 top up or complete oil change? R0 ol Ol Rla s s 3
p up p ge: NO D ¢ S
3| 18. Did attendant check with you whether ~ YES [X] g 28 S ) L e Cals ol 3ia Ja 18 3
only oil is to be changed or oil with filter? No [ y RISEI PRSP U S S I
19. Did he check using gauge the quantity ~ YES X ani NIl Sl (s st iy Cals gl Aida 19
3 required to be topped up and informed Gy Gl Al & a ol Gl 3
you? No [ v fallyy il Ll
B’ e oeoy A8 G Gaailly ol gl BB Ja 20
3 20. Did the attendant check for oil leakages YES m ol wjk—/‘fi il ujjlij N 3
under your car from filter and drain bolt? no [J IR e
Sy 5l
3| 21. Did the attendant drain the used oil YES R w0 e Sl S G i Gl sl DS a2 3
completely from your car? No [ y el Hlus (e
2| 22. Did he ask whether you want the engine  YES PR A8 ol dove 3y i i€ o) il Ja 22 5
to be flushed and did it if you agreed? Nno [ N flisd) sa Jla by
3| 23- Did the attendant fill the correct grade as YES [ Sl A /g 5 ALl Calasall G5 a 23 3
you requested? No [ y gl Al da s all
2
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Scores Critical Areas Tl ¥t BTN
|2 Didhereauestyoutostartengnoand  ves B us 5 e didy o) el s 24
minutes? no [ 3 fais 82 5ad Jaldl) Als B
3 25. Eid t_he‘attendant ensure that the carter YES m pd uii);ﬁﬁjliﬁjﬁﬁ 25 3
olt is tightened and there are no leaks? NO D N ecu 3l
26. Did attendant carry out the following Lilaall Clia il ol ol alasall JE Ja .26
complimentary checks: sagiul)
ves K] ~
31a. Battery Water top up vo O Y Gl b iiln)  31a,
nva [ sy
ves [X]
31b. Coolant Water top up NO D Y coolant/_wll ¢le dilal 31b.

Nna O] abuy
YES i .
31c. Auto Transmission Fluidtopup  NO %l a'; VA i Jlea S5 sl e,
(st A1)
va [ absy
ves =
31d. Brake Fluid top up no [ y Jeill cy3dla) 314,
nA ] sy
ves A
31e. Gear Oil top up No [ ¥ oo/ el 5 Al 31e.
Y
YES % o
31f.  Airfilter cleaning NO b ol sell il caani 311,
na [ any
ves A
31g. Wiper Water top up NO [:] b gla sl Slalia ols i) 31g.
NA [ sk
ves ]
31h. Clean engine using air gun no [ Y el e phadiuly O ol cidas 31h.
A [ sy
. ves 0 w0 Lo Ly e
3127 Were any of your questions related to vo [ N Aalaiall cliliud e g ‘_,t\r—. 4-.9\—>}" *—w dr .27 3
lube change answered? FIGIT\ TVEL B R PO
NA [ sy
3 28. aig 2:? gtaff place the mileage sticker in ;ZS % ?: Ji;ﬁt_aﬁ&ﬁf::ﬁ 28 3
_ nA [ sy €
@ ves O =
4| 29. Were you offered a receipt voluntarily” NO g ¥ 0 Lnal A3l Jagelle jaye o 29 |4
A had o ask%_w vw'e,bl’ nA [ sy
5.  REST ROOMS AND MOSQUE dpaall g (alaad) [l 55) A G 5
Scores Critical Areas Al claalt Jalaihy
3 30a. Were they adequately stocked with all ves B e A ) g el il 3liall qrany 3 jeae S o302 3
necessary supplies such as goap? NO D ¥ o sall Jia
va O guy =
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Scores Critical Areas Al ¥l Lail
YES i .
30b. Were they adequately stocked with all % P: Al Gl jliall auans s jeas cuilS o 30b
necessary supplies such as toilet tissue? NO Cull i) 3599 Jia
NA [ sbyy =l
30c. Were they adequately stocked with all ves [ axd Ayl e 3l a2 B jene <ulS s 30c
necessary supplies such as paper towels? NO D ¥ a8 o) Cadlial) (Jia
(paper towels are not required where fully Gliiaa A5 die dy5lla pe 4l ailiall)
operational hand dryers exist) NA B sy (Gl sl
. ehats . -
31a. Were sinks clean? ves B o gl -wfa;"d:_‘f;‘uﬁsd‘:ﬂ.31a
require comment when marked ‘No’ Nno [ ¥ T 2 TR A a )
NA [ gy
X ; 281 Uil clS da
31b. Were mirrors clean? YES al o g éfy'tmsdl‘mb
require comment when marked ‘No' no [ ¥ G ex i :
NA [ gy
; $ak ) Cliine il Js 31
31c. Were hand dryers clean? ves P e e e g Ll;.\(lt_xsts e 3c
3 require comment when marked ‘No’ NO D ki & A T :
NA O gy
; ek ()l CLSL i b 31
31d. Were dispensers clean? YES E e 2 g o "Y':JL\AY\;:&S ‘5,3 d
require comment when marked ‘No’ vo O ¥ & A TR -
NA [ gy
ves K
31e. Were toilets and urinals clean? Nno [ N fad Joal Ll el Ja 31e
NA [ sy
; ki L) oY cilS s 32
32a. Were doors clean? YES El o a5 ."Y"&_)Ix_.}\;\ﬂt\sts iy
require comment when marked ‘No’ no [J ¥ & ™A T ‘
Nva [ gy
vEs M =
32b. Were walls clean? Nno [ Y g JUaall 2l Ja 32b
Nna [ gy
vEs B4
32c. Were ceiling clean? no [ Y fadas caadl IS s 32¢
NnAa [ gany
ves B
2( 32d. Were vents clean? no [ ¥ g ke Ml =il s 32d
NA [ gy
; Yiiki oo Y1 S s 306
32e. Were floors clean? YES % = o gl sy &_di\_(:;als 5
require comment when marked ‘No’ NO 3 & A T ‘
va [ gy
YES axd
32f. Were baseboards clean? no [ Y fadlai saelall - o [lalall b5 cilS Ja 32f
va O gy
ves XA
32g. Were grout clean? no [ Y fadas LM oS s .32g
na [ sy
+ 4
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Scores Critical Areas Aol c¥al Laa
ves ] o
33a. Were trash containers ciean? NO D ¥ Caaa; Al by s i€ Ja 332
) NA [ asuy
YES ad
33b. Were trash containers not overflowing? NO | ¥ Siaili e Aalaill iy sla cul€ da 33b
NA [ iy
YES o L ]
2 34. Was the restroom smelling clean & NO D v ‘__5‘ Cs) Adalagg Al pleall Aadl ) culs Ja 34 2
fresh (without any offensive odor)? Soleall B Ay S A
NA [ gy
; Gand pleall 3 Gl jgail asea S Ja .35
35. Were all the facilities inside the ves D4 o e e e s, 3
restroom in good working condition? . w4 e it
2 require comment when marked ‘No’ NO D ¥ C,“»“"J‘li e T ALY s 2
NA [ by
3 $(5) it amanall AclE ) i (IS
36. Was the Mosque premises clean? YES D P ( ). JEJ\ ’ ,,:;', Ltﬁﬁksﬁ .36
2 require comment when marked ‘No'  NO | st e S R 2
N/A ks
Comments: scaadlall / gadadll
FOR OFFICE USE ONLY Ladd Cagall aladiu
Alaall Jalail) Lzl el sall . .
0, . . - ‘
t ACTUAL SCORE | _ MAXiMum | -vaiuation P

Approach and Cleanliness

LUl 5 o BY |1

Greetings and Initial Checks

Y il cus 312

Appearance and Behavior of
Staff

G sall slay setaa |3

Service dandll 14
Cleanliness - Restroom and lalasll — 2kl |
Mosque aaaall

TOTAL & sanall
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NEW SHAHAM s/8 861
BU DHABL ~DUBAL ROAD
ADNOL ODISTRIBUTION

ABU DHABI

OESCRIFIION - O1Y  FRICE TOTAL

Voyagrsilveril 4.50 14.00 63.00

New Nigsan Alt 26.00 26,00

TOTAL o 8900

CASH PAYMENT ' . 89.00

You were served by Operator
DAYF ) 0670872012 11: 16 T aA 01 3293

) THANKS FOR SHOPPING. .

SERIAL NO.

5|7

S SRS







