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PROJECT: ELARA - Lube Change

SERIAL NO.

111 2

e
Pan Arab Research Center &

O < Emarat | [0 4595 Eppeo / Enoc | A a5 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR.#
. Name Number Name Number | Name Number
W\ [2a Qo | =oea | 00l [cou*raed thd vibule |
Gender Height Built _ [Bpectacles  Beard | Mustache] Ethnic Groups
M]F [T IMIS|TIMI]F [ 'Yes [ No [ Yes [ No | Yes [ No [indian [Pakistani[Filipino [Expat. Arabs] Others:
ROXODOOROOROROR O O || O
EMIRATE ";:;fi’: Abu Dhabi |  Dubai Sharjah | Al AIn lé':&“a:" Aman | | RasM | Fujairan
O O O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
ci 4]\ ~Cl o |6 2% g | 6 o |\ ol 2\ YDV ST
l 07:00- | 10:01- l 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 | DAY OF
VisIT l OO oo R vsr | O O R O O O O
1. APPROACH AND CLEANLINESS P PRI
Scores Critical Areas Toulad) ) Jataih
YES L - )
1. Was there proper sign to the Lube dilie Jle AVl Al j s ddia g8 1
. no O ¥ e
changing bay? Sy Wy
va [ sy
. ves [ a
3 2. \é\i;:ntirzclﬁ?be changing area clean and NO D Y TRy Akl G s e cdS s 203
na [ suy
ves [ & . .
4l® Was there any oil leaking and falingon s 1= q Sleae gy cuillcs gl dla s da 3 4
to the floor of the lube bay ? 0y 3 st dilaia 3 Y
va O sy ]
vEs 4
21 4. Were the waiting area and table clean?  NO O b Ay Al Ul eyl ddhie culS Ja 4|2
na O sy :
. y YES o
2 5 :,/VVOariiltqhge?telewsnon in the waiting room 'NO D v ¢ Uyl 42 b Jans sl S da 5(2
wa O sssy
ves [ & s s
6. Was the board displaying complimentary o [ g Al e el Alda s a6
services neat and clean? $aaudat ¢ A5 e Aplaall ileaall
nva B by
2. GREETINGS AND INITIAL CHECKS Sl g Sl g qua A 2
Scores Critical Areas Al Yl il
3|7 Was there any delay in approaching ves [] o> ad/c B 4 pali gl dia S de 7 3
customers? NO Yy ol il g Calh gall
8. Were you greeted in a friendly manner ~ YES e sl Adyda kb il ds 8
(pleasant feeling)? Nno [ y § (g e
S Ja ccalh gall &b Caia g o8 Bl Y 1)
51 If no, please describe behavior: Was it U‘ se :;‘l . ﬁ: . j‘ﬁ N J,‘ 15
arrogant, without any expression, normal G o O I3 o ‘;"'\
etc.....
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Scores Critical Areas Aottt il Ltai
9. Did he guide your vehicle for positioning YES [X il IS ) il il i da

3 at the stopper and asked you to switch ";ﬂ)_ull ol o el u.lL 2 Ll ¢ ey T3

the engine off? Nno [ L ikt o e Pkl
10. When asked by customer, was the \ IS S caaadl e ol gall s Lonie 10
attendant knowledgeable of different ves [X] i uJGu L e J}J i ’

5 e - : ul)ahl|_5uﬁ)!|ul.ajd/&|yuhaq?{n 5
grades of oil, filters and their relative No [J y o - I
benefits? fleta JS il 4o g

YES i .. .

4| 11. Did he offer the waiting area to you? NO g P: SLEYI A e 3 Uany) elle vae da 11 |4

4| 12 Did the staff thank you as you were YES [ 9 50li3 S Ly oSty iyl 5 Ja 12 |4
leaving? Nno [ y "o = S ¢ :

3. APPEARANCE AND BEHAVIOR OF STAFF iaeS sl Cpiligall jela 3

Scores Critical Areas Dl YLl PRV

_ YES ]
3 13. Z\r/]z;sﬁ?;?umform of the attendant neat NO D Y Uy Gyl el Gl gl Gl S 13 3
va [ sy
YES ’ .
14. Was the attendant wearing visible = Dby AUy (5 53 3 53 gl il sall (S Ja .14

3 Nno [] y , 3

nametag? Tz s dal Lgale
N/A D bl ¥ C'(/\VL-\ VA aYer A ve VAN - @
YES ) ) . L
15. Was he able to communicate with &o el sl e 1508 Gl gall S S 15
3 fomer? No O Y o s 3
customer? ) sl
vA [ sy
YES X
4| 16. Was staff courteous / friendly? No [ N flaal/lagay Cabisall S o 16 |4
A [ sayy
4. SERVICE dandl) 4
[Scores Critical Areas Lol ¥l Laasy
: S ) s il Cabs golt A6
3 17. Did attendant check whether you need YES px ;:j)igffjﬂ RAL;;\J Céi “F)Li; A7 3
; 4 bl al Cy 4 zhads )l
top up or complete oil change? NO D y e sl

3| 18. Did attendant check with you whether ~ YES prd R A S 1Y Lo oflie Gals sall (3853 Ja 18 3

only oil is to be changed or oil with filter? ng O y el 5 3l aT dadd e 0 s
19. Did he check using gauge the quantity ~ YES pad eluls W (5 e iy Galh gl B 49

3 required to be topped up and informed G Al AaS I Gl Ll 3

you? No O ¥ fllly il Ll
§ O Sl o n il Gyl G O

3| 20. Did the attendant check for oil leakages YES 3 s 0 “ﬁ 73“ o "l ’ij _i 20 3

under your car from filter and drain bolt? No [J y S et oo
pYSTR]

3| 21, Did the attendant drain the used oil YES o Jasanall Cy 3l S ity Gl pall A5 Ja 21 3
completely from your car? NO D Y el Hla (e

2| 22. Did he ask whether you want the engine  YES [] TN el Jae 55 S of il Ja 22 2
to be flushed and did it if you agreed? no R (]} oV pd Tl 5e Jla 3 el

3| 23 Did the attendant fill the correct grade as YES [ pa -_)4)3‘,:\%))/&)3 Alal Cals gl a3 Ja 23 3
you requested? Nno [ Yy il Al dagmiall
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Scores Critical Areas uludd) el Laait

3 e o oo and apalr VS A5 gl Gy 5 o e Sl 0n 24| 5
minutes? no O N fbunty A8 badd Joddl Ala B
3 25. Eid t.he_attendant ensure that the carter YES m pud ufﬁﬁﬁj;ﬁj jﬁﬂ 25 3
olt is tightened and there are no leaks? NO D N el
26. Did attendant carry out the following ilaall Clasaidll ol jaly cabasall 3 Ja 26
complimentary checks: -4l
ves B w
31a. Battery Water top up NO D N 4ol ple dilia) 3a.
na O sy
ves M4 m
31b. Coolant Water top up no [ ¥ coolant/syall sadilsl 31D,
na [ adiy
ves [] o~ YAt G lea <y ) il 31¢c
31c. Auto Transmission Fluid top up NO D N " (L,')Mbmi '
nva BD sbiy
YES ol
31d. Brake Fluid top up no [ Y dajilcyyils) 31d.
Nna D] sbuy
ves 00
31e. Gear Oil top up no O Y ool ol cuydilal 3le.
va K aisy
ves i
31f.  Air filter cleaning no [ b} el sell yilh Caglass 31f.
na O abiy
YES o
31g. Wiper Water top up no [ y b cilalinal <l Bil) 31g.
nA O iy
ves B &
31h. Clean engine using air gun NO O Y elsgll eane pladily o aall Caplats 31h.
va [ siiy
3|27 Were any of your questions related to :lf)s % ?: dalaid) clilind G gl éf: 37'\—7-‘;“ t—»:u da .27 3
lube change answered? eyl s Adeny
nva O sk
3 28. Ewig (t:r:? gtaff place the mileage sticker in :f)s S ?: = @miidﬁf)tm 28 3
' na B sy £l
ves Kl =
41 29. Were you offered a receipt voluntarily? ~ NO O Y LAl Ml Juas dile e da 29 14
nva O sy
5. REST ROOMS AND MOSQUE * davwall g (?Cad\ l‘:&d\‘,ﬁ) Aaldiég 5
Scores Critical Areas Al il PR}
3 30a. Were they adequately stocked with all ves i e Ly g pall e Sl aaans 3 3¢ S Ja 30a 3
necessary supplies such as soap? NO D ¥ o eball Jia
na O absiy =

3

Lube change.doc




4 +
Scores Critical Areas Lo c¥taal) Lalasl
. vesbd e
30b. Were they adequately stocked with all no LI ¥ sl e il aaens 3 jeme <ilS o 30b
necessary supplies such as toilet tissue? cudigill g 199 Jie
NA [ sbuy
30c. Were they adequately stocked with all ves B axd 4l a3l & B e ilS Ja 30c
necessary supplies such as paper towels? NO D v 4 !ﬂ‘ adliall Fia
(paper towels are not required where fully Cliiae B¢ die 455k 2 448 )l adliall)
operational hand dryers exist) N/A Ghiy Y (1
31a. Were sinks clean? YES E pd o all f L“;(':J:"t!;r’-f‘i;l?‘.31a
require comment when marked ‘No’ Nno [J ¥ Gl oy YT ey s 1y
NA [ gy y
- TR —
31b. Were mirrors clean? YES o o i ':y" Eslf;r-\j\id?'.mb
require comment when marked ‘No’ Nno [ ¥ il (o2 0 YT Yl S 1y
NA [ sbsy
. e’ . ]. . A PR -
31c. Were hand dryers clean? YES (e . :" "s'lf?‘,:fucz‘ ‘uﬂS‘Sd«‘x 31c
3 require comment when marked ‘No’ no [ ¥ sl o2 MY Ala )l 1y 3
NA OO Gbyy
- PRI TR
31d. Were dispensers clean? YES E p . 4%,1‘,, Uﬁhfj ,,%L'iu ‘u:ligh. "31 d
require comment when marked ‘No' No [ Y gl (o2 MY Al s 1y
NA [ sbuy
ves D
31e. Were toilets and urinals clean? NO D ¥ faghs Joal 4l culs Ja 31e
NA O gy
32a. Were doors clean? YES Iz P ol f '““”,,L","ff‘ ‘ifL.SlSdA.BZa
require comment when marked ‘No’ Nno [ v sl o MY Ay i 1y
nA [ gy
YEs B
32b. Were walls clean? Nno [ ¥ faglai ol cilK s 32p
NA [ sy
ves ]
32c. Were ceiling clean? Nno O ¥ fad il S Ja 32¢
NA [ sy
YES pd
2| 32d. Were vents clean? no [ ¥ fdalas Mliall il Ja 329 |2
NA [ sbuy
32e. Were floors clean? YES g pri ol M#..Q.lﬁh Jk:” ‘if‘isd?‘.%e
require comment when marked ‘No’ no [J Y el (o2 YT ALY cals 1y
NA [ sy
ves X s
32f. Were baseboards clean? No [ N 4055 5ac 8l &~ o) fladladt i 5 culS Ja 32f
NA [ sayy
YEs ]
32g. Were grout clean? NO D ¥ Sandas L S Ja .32g
NvA [ sy
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Scores Critical Areas EIW IR P PAYH|]

YEs B

33a. Were trash containers clean? NO D b Sdaadns daladll iy s cilS Ja 333
NA [ Gy

2 - 2

YES [

33b. Were trash containers not overflowing? NO D b flaild e daladll cbygla <ils Ja 33b
NA [ asuy
YeEs [

2 34. Was the restroom smelling clean & no [ N & ) Alaia s ik slesdl da) ) il b .34 5
fresh (without any offensive odor)? fabandl & dg S Aa31

NA [ abuy
RY ; Jandi alaall A < gl asaa il Ja 35
35. Were all the facilities inside the YES o e e L
restroom in good working condition? L. I A
2 require comment when marked ‘No’ no O v gl (o2 "Y" AaY) cals 1) 2
NA [ by
5 £(5) ki daeedl deld e €
36. Was the Mosque premises clean? ves L1 o ( ). );J‘ : wyge LL“;E‘:S ﬁ: 36
2 require comment when marked ‘No’ NO D b T > S . 2
NA B sy
Comments: rdBadlall [ galadl)
FOR OFFICE USE ONLY Laad iSall P\Aﬁu\]
FINRT XTI Ll e aal . .
9 : E : » Al
% ACTUAL SCORE | MAXIMUM valuation P
Approach and Cleanliness adlaill 5 ol @Y1 |1

Greetings and Initial Checks | 4als¥! SilSuiill y cua il |2

Appearance and Behavior of il el gy sekaa |3

Staff

Service da0all |4
Cleanliness - Restroom and Slelaall — AdUail 5
Mosque daasall g
TOTAL £ saaall
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ADNOC
AL 1

“ESCRIPTTON

DLSTRIBUTIO

N
AAWUN S8 9189

#TRPOST ROAD
A3U DMAT, U AE

¢ FRICE 101 A'ﬁ

yovagrsilverdl 6,07 14.00 84.0

TOTAL

CASH PAYMENY

54.0C

84.00

You were served by Csshier 1
ATE £,06/2012 21:33 71 6101 3962

THARK YOU FOR SHOFPING .. ..

B AL AL

SERIAL NO.

1

1

2







