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PROJECT: ELARA - Lube Change
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0
Pan Arab Research Center w

Dabu! Emarat [ O« Eppco / Enoc & gt Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
26| |Zaga ool __=oca 00! [Shapeer|alz][3lo] |
Gender Height Built Spectacled Beard | Mustachej Ethnic Groups
M ] F |[TIM][S]T [MI]F fYes[No [Yes [ No | Yes | No |indian [Pakistani[Fiiipino [Expat. Arabs] Others:
ROROOROOORROOR K O 0O 0O O
EMIRATE V;Z;:z:‘ Abu Dhabi | Dubai Sharjah Al Ain gr:‘:v“aﬁ‘" Ajman Kﬁ:?mA;h Fujairah
O O O O O O | O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
o911 o4 112 | ZFbjoo | ol o |7 s (W30
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 | DAYOF
visiT T 0O O O wsr | O O 0O O O O
1. APPROACH AND CLEANLINESS PRI, (|
Scores Critical Areas Al il Lta
ves X A .
1. Was there proper sign to the Lube no [ q Ghaia Lo YAl daal g dadolia S a1
changing bay? Syl Hurs
na [ akay
A ves ] o
3 2. gg:ggzé%be changing area clean and NO D g TG ey Al i dikieciS Ja 2(3
na [ seuy
ves [
4|3 Wasthere any oil leaking and fallingon o 7] q e ae gy sl e o s S ds 3 4
to the floor of the lube bay ? Sy i jusd Ashaia 8 RN
N‘IAA EI ki Y
o
21 4. Were the waiting area and table clean?  NO [:] N Caaydny Al gl Uiy dahie cilS Ja 4|2
na [ shuy
W h levision in th iti YES m o
2 5. Woar‘s(i;ge?te evision in the waiting room NG D Y Y A b ey Oslll S s 512
nA [ sy
YES o s N
6. Was the board displaying complimentary 7] q Wl lle elas M As sl cniS da 6
services neat and clean? $ailai g A ye Aglaall Cleaddl
na [ sy
2.  GREETINGS AND INITIAL CHECKS AW clsdall g a3l 2
Scores Critical Areas Al CYLaall Iatain
3|7 Was there any delay in approaching ves [ pr i i) byl gl e S da 7 3
customers? Nno [A ¥ St gad Cals gall
8. Were you greeted in a friendly manner ves X pad Gsbly) A da ke eh il S da 8
(pleasant feeling)? NO D ¥ ¢ (z e
S I8 ccaks sall o li Cacm gn a8 Sla y Y 1)
5| If no, please describe behavior: Was it L‘: e \:‘;& }S; j:ﬁ N J,‘ ‘15
arrogant, without any expression, normal A oA ol (BY) ?um;“
etc.....
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Scores Critical Areas Ll Yol PATH]]
9. Did he guide your vehicle for positioning YES [X] ; Ll Sl ) ol o s o) A5
3 at the stopper and asked you to switch @ - :“ <" R ""J o . 5l e dA -9 3
the engine off? NO D N d)&d‘@hulé&u;&[{, a‘)\:b.n” ul.g}{
10. When asked by customer, was the , JS o cJranll (pa s gall pns Lonie
5 attendant knowledgeable of different Yes [X] p :ﬁjﬁ“ 5 ‘)‘fl c_l\_:}: / ‘);S .F‘.ﬂ e 10 5
grades of oil, filters and their relative no [] q J= patie g e
benefits? Tleia JS 24 g
YES : .. :
4] 11. Did he offer the waiting area to you? NO % ‘”; ¢ oUany) ds e MY dle (e da 11 (4
12. Did the staff thank you as you were YEs I € i i€ Laiy ol S s oalf L3
4 leaving? NO D v VoS S Laiy o S5 (ol 5l Pdda 12 (4
3. APPEARANCE AND BEHAVIOR OF STAFF (S oty Cuiligall elia 3
FS?Jres Critical Areas At YLl Jatasl)
_ YES [
3 13. Z\rllzsﬁ?ye?umform of the attendant neat NO D Y 0L e Gl el il sl Gl oS da 13 (3
NA O sy
YEs A . .
3| 14. Was the attendant wearing visible o [ q Dy Ay (5 33 3 m gl Gala el S Ja 14 3
nametag? N . $ 320 99 danl Lgde
N/A I% Y =g Qeer
YES o -
3| 15. Was he able to communicate with No [] g &e dualsill e 138 Gl gall S Ja 15 3
customer? Szl
VA L1 sy
YES [f]
4| 16. Was staff courteous / friendly? No [ Yy flakal/lagay cab sl IS s 16 [ 4
NvAa [ say
4. SERVICE il 4
Scores T Citealdress T T T ——  hadaved T T Ry
: 2SO G ed GEaall Ll bald da
17. Did attendant check whether you need YES m o w uuﬂ Sa - }A ? 7
3 top up or complete oil change? =0 i el Sl Ala plias s ) 3
P up P ge’ no [0y il
3| 18. Did attendant check with you whether ~ YES [X] pad R8I Lad elia b all 305 Jn 18 3
only il is to be changed or oil with filtter? No [ Yy € el 311 of e 3l s
19. Did he check using gauge the quantity ~ YES Xl pad oy o (6 e bk a5l WG 19
3 required to be topped up and informed i e 3l A (G pal] i) 3
you? No [ Y Sl Glal ; i
PO Cu il G e Gl als gl L8
3 20. Did the attendant check for oil leakages YES IZ el wjjjuc: )Ml }Li; dk 20 3
under your car from filter and drain bolt? No [ N S e O e R ey
ST
3| 21. Did the attendant drain the used oil YES E P el 3 S i Cals gl A& Jda 21 3
completely from your car? No [ N el Sl e
2| 22. Did he ask whether you want the engine  YES [X] M el dast oS o) il s 22 5
to be flushed and did it if you agreed? NO D y Tl 50 Jla PLRTiAY
3| 23 Didthe attendant fill the correct grade as YES [XI s i3l A g 5 Alaly Cala ol Ll Ja 23 3
you requested? Nno [ y il Al dapaial)
2
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Scores Critical Areas Lualelt c¥laall Jalail
24. Did he request you to start engine and  ygs [X D aS e yaall i a i of Glie calla
3 leave it running for one and a half B f“s PN "‘i:u sl ‘dbdh 24 3
minutes? no O k! fibual s 4 5ad Jpolil «*
. oV 48 5o /Al gaba off (e ki sall 5B s 25
3 25. Did the attendant ensure that the carter YES E [ :x)m);mi:m j} LS i Tasm Adia 3
bolt is tightened and there are no leaks? NO D N .
26. Did attendant carry out the following aplaall Cla il ol jaly calasall JB da 26
complimentary checks: saqiall
ves 4
31a. Battery Water top up no O ) ijhdl Ll 3.
na O sy
YES % ool
31b. Coolant Water top up NO b coolant/s el cla 4L} 31b.
na [ sy
ves [X o 91 A jall JBU jlea <y Adlia)
31c. Auto Transmission Fluid top up NO D b} A Jl*',} o :3)3“' 31c.
na [ sy (05
ves I o
31d. Brake Fluid top up no [ Y Qi cyyislal 31d.
nva O ssy
ves B
31e. Gear Oil top up no [ ¥ ool oalyydia 3te.
na O sy
‘ ves D o
31f.  Air filter cleaning no [ ¥ el licwhi  31F,
na [ sy
YES o
31g. Wiper Water top up no O N o sl cilaliual el ilal 31g.
nva [ ahuy
ves X] o
31h. Clean engine using air gun NO O NIRRT PERWORREELIRERC SESER B 31h.
va [ sy
YES oL S ‘ . .
3127 Were any of your questions related to % : bl clilind e gl e eyl i da 27 3
lube change answered? NO ol by
na O sy
ves X o s e Gualipapabiallids 28
28. Did the staff pi t il ti i P .
3 thle C; s aff place the mileage sticker in NO El N o Ll Adlaall /il sia LS 3
na [ sduy €5 sl
ves A -
4| 29. Were you offered a receipt voluntarily? ~ NO O ¥ st Ol Jeas e Gaje J» 29 14
na O sy
5.  REST ROOMS AND MOSQUE saneall g (alaadl foull g5) Aai i g 5
lScores Critical Areas Fgulad @¥laal) Lail
3 _ veEs IX] a8 o 3
30a. Were they adequately stocked with all D v g pal) il Hliwd) mran 8 jeme ClS Jda 30a
necessary supplies such as soap? :IOA D Ly S gall Jia
3
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Scores Critical Areas Al @YLaall pATH}
. ves O s T .
30b. Were they adequately stocked with all n v s el il Sl waeny 5 jeae cilS Ja 30b
necessary supplies such as toilet tissue? NO Call gl 3599 Jia
nA O ey e
30c. Were they adequately stocked with all ves [] i A pall e i) & B e <ilS s 30c
necessary supplies such as paper towels? no [ N 48, ol LAdiliall e
(paper towels are not required where fully Glilae 5 dic Ay llas e i, Cailial)
operational hand dryers exist) na X Gehi ¥ (A i
- s Lo
31a. Were sinks clean? ves [X] o ol ',,y,,di“fyr‘jid“‘.‘ma
require comment when marked ‘No’ no O Y gl sl o MY Aday) s 1y
NA [T guy
; ik Ul oS
31b. Were mirrors clean? YES pr ol AT\J; :C:j\.(luj .SJT. |'31b
require comment when marked ‘No’ Nno [ ¥ gl o2 MY A Y) s 1y
NA [ sy
- TR Yo
31c. Were hand dryers clean? ves B , Tm'” ‘ﬁfzj,:fu;”u"&sd? |'31C
3 require comment when marked ‘No’ no [J Y el om o MY ALY S 1y 3
NA [ gy y
s A8 o plall Sl culS
31d. Were dispensers clean? ves [X] i - o "Y':_ILLYI% EdT_|.31d
require comment when marked ‘No’ Nno [J ¥ sl oa TR
NA [T sy
ves ]
31e. Were toilets and urinals clean? NO I:I ¥ s Joall 23Sl ilS Ja 31e
NA [ sy
; AP TIEXTS
32a. Were doors clean? YES % = 2 3l uf:‘f;,,"f )lf\Jl . 'LSJT' "328
require comment when marked ‘No’ NO Yy el o MY ALY s 1y
(77 I PR
YES % asd
32b. Were walls clean? NO Y $aduhai sl il Ua 32D
NA [ sy
ves X]
32c. Were ceiling clean? No [ Y fephi caiad) oS Ja 32¢
NA [ ghyy
ves
2] 32d. Were vents clean? Nno [ b faaai MUl wilS Ja 32d (2
Na [ gauy
: [T IENEVTIERTS
32e. Were floors clean? YES m p 2 - ,,\j,,’ li_.iy;_\j .LSJE‘.SZe
require comment when marked ‘No’ no [ Yy St et Tl s
NA [T gy
ves R
32f. Were baseboards clean? NO Y faa ks sac sl gt Aaiall Sl 5wl Ja 32F

329. Were grout clean?

feilas LU olS s 32g
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Scores Critical Areas Bl il Liath
YES [X]
33a. Were trash containers clean? no [ ¥ fagdas Adladll iy a il Ja 33a
9 NA [ asuy 5
Yes [] e
33b. Were trash containers not overflowing? NO O ¥ fhals pe daladll Clygla il Ja 33b
NA [ absy
ves I o ]
2 34. Was the restroom smelling clean & NO I:I v 6} ) Aty Aigdas alaall Aail ) il Ja 34 2
fresh (without any offensive odor)? alesdl 3 A SAal )
NA [ gy
; s aleadl (3 Ol gl agen <€ Ja
35. Were all the faciities inside the ves B e L 4 s Ut 3
restroom in good working condition? L 4 T e
2 require comment when marked ‘No’ no O v gaasill o2 MY Yl S ) 2
NA [ asiy
; £(5) sk dsunall Al gl e S
36. Was the Mosque premises clean? ves [ ( ). }E\l\ i ,,:; &_\J\:\j#’g&ﬁ 36
2 require comment when marked ‘N~ No [] ¥ e Sl 2
NA [ asy
Comments: rlBadtall [ galedl)
FOR OFFICE USE ONLY Jadd iSal) pladiu
Uaall Jalasl) FEFRTISIRN ;
o 2 P . .
Yo ACTUAL SCORE |  maximum | - valuation: st
Approach and Cleanliness aaldaill g ol B 11
Greetings and Initial Checks | &85Y1 ClSpiall s cus 31 12
/S\{)apﬁearance and Behavior of oyt gl sy selae [3
Service aaaall (4
Cleanliness - Restroom and Glabesd — aladl |
Mosque auall g
TOTAL £ sanall
5
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AL. SALAM "S/S 915
AL SALLAM: STREET |
ADNOC DISTRIBUTION
DHABT '
DESCRIPTION QTY  PRICE TOTAL
VoyagerBronzdlL 1,00 50.00- 50.00
VoyagerBronzilL 2,00 13.00 26.00
TOTAL 76.00
CASH PAYMENT 76.00

You were served by Operator 1
DATE 12/07/2012 11:29 T1 52 01 8082

THANKS FOR SHOPPING. .

SERIAL NO.







