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PROJECT: ELARA - Lube Change

SERIAL NO.

6|8

6

P e
Pan Arab Research Center &

O e wemarat | T @55 Eppeo/Enoc [ B @y Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
%O ’q Name Number Name Number | Name Number
HEEN
Gender Height Built  Bpectacles Beard | Mustache] Ethnic Groups
M F |T]M]S|T [MIF |Yes[NoJYes|No Yes | No |Indian Pakistani[Filipino [Expat. Arabs| Others:
ROROOROOORRORKO R O 0O O O
EMIRATE V;:Z‘;:‘ AbuDhabi |  Dubai Sharjah Al Ain ‘é’:;“a:: Aman | RaSA | Fujairan
O x| O O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
819 L] O3 | o4 | 6|3 ol | oll |4 05] 1435
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday] Sunday I Monday ] Tuesday lWednesdayl Thursday [ Friday
TIMEOF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
vst T 0 RO O vst | O R 0O O O M| O
1. APPROACH AND CLEANLINESS ;1."!1.2.'\313 L__i“;é:ﬂ 1
Scores Critical Areas Agabuadt Yol Jlail
YES LA . . .
1. Was there proper sign to the Lube NO % q dihie o AValldaualjdadalia S da
changing bay? Sy ) Huad
na [ sy
‘ ves
3 2. \é\ig::gzclil;be changing area clean and NO |:| g TG ey ki ) e dikie S Ja 213
nva [ shuy
ves [ = ) . -
4|3 Wasthere any oil leaking and falling on 1 51 q e 4e fgycuill i gl dlla s a3 4
to the floor of the lube bay ? Sy W ypas dihaia (i)Y
va [ iy :
Yyes X
214 Were the waiting area and table clean? NO [] ¥ aadn; Al Ul HUatVl dshie cilS Ja 4 |2
na O sy
w o - YES pad
o5 Woaﬂs(i:‘h;?telewsnon in the waiting room (o [] N U A e 8 dem op il S A 5|2
na [ asuy
ves - s
6. Was the board displaying complimentary \ o [ 9 Al lgle ks Al sl s ds 6
services neat and clean? Sadalay g Au ya Agilaall Cleaddl
na [ sy
2. GREETINGS AND INITIAL CHECKS A gV Al g cua 3 2
Scores Critical Areas Tty ¥l Jataily
3|7 Was there any delay in approaching ves [] px P | D ST JE R S T 4 3
customers? Nno ] Yy ol gas Cals sall
8. Were you greeted in a friendly manner ~ YES X px Gslaly) A sk cm i S ds 8
(pleasant feeling)? - Nno [ y (ke
NS Ja reabs gall @ gl Cia gr a8 2l Y 1)
51 If no, please describe behavior: Was it < e \:‘;X . jj; ;ﬁ ;.' J.. > 5
arrogant, without any expression, normal ERE Rl oo R () e
etc..... e
+ 1 +
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Scores Critical Areas Ll L) PR
9. Did he guide your vehicle for positioning YEs X o il Sl I il Gl da 9
3 at the stopper and asked you to switch ' ol Vol o el b e g Lol ¢ ey 13
the engine off? Nno [ ¥ el il Tty B bl slar)
10. When asked by customer, was the , JS Ja cJrandl e il galt g Loic 10
attendant knowledgeable of different YES E o <_¢L‘—u e - )‘id }w
5 S . : ul)da]l‘,uﬁ)l|u_:L.>J.>/t|y alida ale 5
grades of oil, filters and their relative NO D y o i
benefits? flado JS il
YES ; . .
4| 11. Did he offer the waiting area to you? NO g ?: LIV A8 e b Y e ja e Ja 11 |4
4| 12 Did the staff thank you as you were ves [1 € i S iy oS i gl W6 Ja 12 |4
leaving? NO N "0 . . @ .
3. APPEARANCE AND BEHAVIOR OF STAFF 1aS sl g Cpiligall selia 3
Scores Critical Areas LW AN P | Llad
. ves B
3 13. Z\r/]z(ajstigl;?umform of the attendant neat NO D Y e Gl enlall ks sl el S da 1313
NA [ swny
YEs [1 . .
14. Was the attendant wearing visible Dy Ay (53550 3 g gl Gl gl (S Ja 14
3 nametag? Nno [X] Y . 3
&7, weannaname by nA [ sy
U J ves R w . .
15. Was he able to communicate with e dral sl e 1508 Cals sl IS U 15
3 no [J ¥ - 3
‘ customer? SOl
| NA [ sy
| ves A
! 4] 16. Was staff courteous / friendly? No [ Yy fshl/lagay calasall SIS Ja 16 |4
wA [ ey
4, SERVICE daddll 4
Scores Critical Areas bl YLl Jalail
L S ) Gl il (bl o6
17. Did attendant check whether you need ~ YES B i S0l il Gia 2 sl fld o A7
3 top up or complete oil change? S5 s ol Sl AlaY pliag s 3
’ No [ P £ Sl
3| 18. Did attendant check with you whether ~ YES X e B8 S ) Led lia Cals sl (3385 Ja 18 3
only oil is to be changed or oil with fiter? ng O y ¢ dall g g 0 Bl dad ey 3l uas
19. Did he check using gauge the quantity ~ YEs [ xRS Sl (5 slse by s gl JE 8 19
3 required to be topped up and informed G Al A W el il 3
you? Nno [ Y flyy il Ll
P 0% 3 G e 383G Cala pall 28 b |
3 20. Did the attendant check for oil leakages YES E ot uﬁ):j;i} )ﬂﬂl.gﬁ bjij Qd: 20 3
under your car from filter and drain bolt? NO D y ; fcu 3
3| 21. Did the attendant drain the used oil YES [X B dantuaall W S i Call gl Qi da 21 3
completely from your car? NOo [ y feli s (e
2| 22. Did he ask whether you want the engine  YES el e 3 gk o @il Ja 22 5
to be flushed and did it if you agreed? Nno O N felidd) o Jla 8 llyy
3| 23. Did the attendant fill the correct grade as YES X pad Sl A pofp 5 Adlaly ok all B8 Ja 23 3
you requested? Nno [ N gt Al Aapaall
+ 2
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Scores Critical Areas Aula Sl PR
24. Did he request you to startengineand  ygg X a8 5ty oyl (i o of dhie b Ja .24
3 leave it running for one and a half i« i sad Ll Alla 4 3
minutes? no [ Y fbaaiy i 33l Jsddd o
. a4 e /Al peba o (e cakapall <G Ja 25
3 25. Did the attendant ensure that the carter YES E P :I Zmﬁd«j i& ;Ah.\;m 3
bolt is tightened and there are no leaks? 0 i = T
NO ! ey 5l
26. Did attendant carry out the following Liladll Clia gadll ol jaby cala ol JE Ja 26
complimentary checks: sagiul
YES pxi
31a. Battery Water top up Nno [ b A thull ola dil) 3Na.
na O] sy
YES asd
31b. Coolant Water top up NO D N coolant/2_wll cle délal 31b.
nva [ sy
ves B o Y1 AS ) Jil Sl <y ALl 31
31c. Auto Transmission Fluid top up NO D b S JL"," SR ¢
(O sipanait 53l
na [ ssyy
YES e
31d. Brake Fluid top up no [J y Saljil oy 3 Rl 31d.
na O] sy
ves &
31e. Gear Oil top up no [ Y ool mlcuydibal 31e.
nva [ shiy
YES o
31f. Airfilter cleaning no [ y ool gilicaks 31,
nA [ sy
ves B
31g. Wiper Water top up no [ N s 3l Callual ol L) 31g.
na [ sy
ves M
31h. Clean engine using air gun NO D N el el e pladiils O jaall Calaiy 31h.
na [ sduy
ves X T .
3| 27 Were any of your questions related to O ?‘; Al Sl e gl Je oYt Qi da 27 3
lube change answered? NO Syl st lany
nva [ kv
. . o ves B s sx e Gelepap i s 28
3 28. 5:: (t:r;? gtaff place the mileage sticker in NO ] N o Leinki el el e LS 3
nva [ shuy 5
ves Bl
4| 29. Were you offered a receipt voluntarily?  NO D ¥ flkaal Ml Jagelle amye o 29 (4
nva [ by
5.  REST ROOMS AND MOSQUE saaauall (plaadl feull ) dall a2 5
Scores Critical Areas Aaalul) a¥all PATH]
3 ves A o~ 3
30a. Were they adequately stocked with all O e’: Ay gl e Ylinsall mran 8 e S Jo 304
necessary supplies such as soap? NO Sosall Jia
vA O sy =
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Scores Critical Areas Al ctaal) pAH]
ves A
30b. Were they adequately stocked with all No OO ?’; sl Qe lial arens 3 jeae cailS o 30b
necessary supplies such as toilet tissue? Sl (5,599 Jia
NA [ sy
30c. Were they adequately stocked with all ves A pxi gl o Slinall aianns 3 j¢ae <l Ja.30¢

necessary supplies such as paper towels? NO E] N
(paper towels are not required where fully

e48 198 cddliall Jia

Cliine 35 2 Tyyllas 3 4850 Cadiia)

operational hand dryers exist) wva O chi Y (Y i
- ‘l" . ].. . -
31a. Were sinks clean? ves B il T ,fl:“t:d\ r‘f‘isd‘:.“ma
require comment when marked ‘No’ no [ ¥ ol oa o YT Y culs 1y
na O sy
- TN —
31b. Were mirrors clean? ves B T \f‘f\ rle—f‘tsd‘:{mb
require comment when marked ‘No’ Nno [ ¥ Tl (o YT syl s 1Y
na [ ghyy
- (‘A"’ .. PN - o
31c. Were hand dryers clean? ves O . Tula "“f?‘:fh‘z‘ ‘W\S JT 31c
3 require comment when marked ‘No’ Nno [ ¥ sl (o MY syl s 1y
nvAa B sy
31d. Were dispensers clean? ves B ‘Lu:” "u"hfn ,ﬁbiu r‘jlslsdt 31d
require comment when marked ‘No’ no O b il (o Y Y s 1y
nva [ abuy
YES o
31e. Were toilets and urinals clean? Nno O Yy fagudes Joall 1) il o 31e
NA [ gy
32a. Were doors clean? YES m px ol ?M‘%j,,g'_,“{f ‘ d:flisd?.?ﬁa
require comment when marked ‘No' no [ ¥ gl oa o Y sy s 1y
na [ sy
YES ai
32b. Were walls clean? Nno O N gk JUaadl S Ja 32b
NvA [ ahuy
YEs 4
32c. Were ceiling clean? no [ y iy Gl (IS Ja 326
NA [ sy
YES pai
2| 32d. Were vents clean? No O N faiks Bl cuilS s 32d
na [T sy
. faaday e )
32e. Were floors clean? ves ] oAl 'M#,,Y}f’fﬂf\;‘ EL;LT."Bze
require comment when marked ‘No’ no [ b grasl o Gl B )
Nna [ sy
ves Kl o
32f. Were baseboards clean? NO I:I ¥ il sacldll & o Jlailadl )5 cilS Ja 32f
na [ sy
ves A
32g. Were grout clean? Nno [ b feadas B3 S s 32g
nva [ ghuy
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Scores Critical Areas FIRI Y REN PO pATH]
ves ] o
33a. Were trash containers clean? no [ 3 i dalaill s <ilS J» 33a
) NA [ auy ”
YES [A o
33b. Were trash containers not overflowing? NO |:| ¥ faili e daladll clysla <ilS Ja 33b
NA [ iy
YES g o .
2 34. Was the restroom smelling clean & no [ N ) Osn) Alimiag Al Jleall Al ) S o 34 2
fresh (without any offensive odor)? obanll & A S Aad)
NA [ Gy
3 Jaxd slealdl 8 &l jagatl aras 28 da 35
35. Were all the facilities inside the ves el e it
restroom in good working condition? . wn = e
2 require comment when marked ‘No’ no O ¥ gaa sl e Y Al il Y 2
NA [ ahuy
3 £(5) s daanal AclE f e (S
36. Was the Mosque premises clean? YES D P ( ), )‘ﬂ‘ ’ ,,:j,', :hir“:\s‘f\ 36
2 require comment when marked ‘No’ NO D ¥ (ot T : 2
NA A aaany
Comments: rlaaall [ aalaall
FOR OFFICE USE ONLY Jadd Cigall ?\.\ﬁw‘!
Uaall Jalddl) LA Je¥) sl . .
9 K Evaluation: 1)
‘o ACTUAL SCORE MAXIMUM valuation il
Approach and Cleanliness AaUaill 5 b y8Y1 |1
Greetings and Initial Checks | ¥} ClSudall 5 Cus i1 12
gfapf?arance and Behavior of il pall gy sedaa |3
Service aadll |4
Cleanliness - Restroom and ilaleall — ddlkill 5
Mosque daaaall g
TOTAL & gaxall
5
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al. FAYA S/S 891
ABU DHABI-AL AIN ROAD
ADNOC DISTRIBUTION
ABU DHaABI
DESCRIPTION 0Ty PRICE TOTAL
VoyagrSilveral 1,00 63.00 63.00
TOTAL 63.00
CASH PAYMENT 63.00

You were served by Operator ]
DATE 04/03/2012 14:35 12 53 01 4925

THANKS FOR SHOPPING. .

SERIAL NO.







