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PROJECT: ELARA - Lube Change

SERIAL NO.

11119

A
Pan Arab Research Center w

DGULA! Emarat / D 51/ <4 Eppco / Enoc / & 45 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
P p"u .
1050 e madfufid | | |
Gender Height Built _ [pectacles]  Beard | Mustachef v Ethnic Groups
M| F JT M ST M I[F | 'Yes [ No [ Yes [ No [ Yes | No llndlan [Pakistani] Filipino [Expat. Arabs| Others:
ROOROOROOROROKR K O o O O
EMIRATE ";2:2’: AbuDhabi | Dubai | Sharjah | AlAin g’:‘:v“aﬁ‘" Aman | 2| Fujairah
O D O O O O O O O
SITEID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
’ 4
o9l @] ol¥ | 118 819 O |I¥A5 11750
l 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 | DAY OF
VISIT FD 0O O 0 ver | O O O O 1% O O
1. APPROACH AND CLEANLINESS -A8Ua5H ¢ 8y 1
Scores Critical Areas Toalodt ciaall PAH]]
ves BB I .
1. Was there proper sign to the Lube no [ q dilaie o AVall daal g dagd llia g€ a1
changing bay? Sy sl
NnA O] sy
_ ves A o
3 2. \é\:g:ntihzz(;%be changing area clean and NO D g T e Akl cy Sl s GhiecdS dr 213
A [ iy
ves [ &
4|3 Wasthereany oil leaking and fallingon = q e 4o s sl oyt gl s g8 a3 4
to the floor of the lube bay ? Syl yass ddlaie B =Y
na [ adiy
ves B
21 4. Were the waiting area and table clean?  NO O 't i 4 glall g UanW) dibaie cilS Ja 4|2
na O sy
5. Wasth | h YES & o
. 1l ision i iti et as s x ot
2 w;iinge?te evision in the waiting room NO D N ¢ lsuy) & T S 0558 S J 5|2
na [ iy
vyes i = e I
6. Was the board displaying complimentary [ q Lail lgde el ANl cals s 6
services neat and ciean? Caadni g A8 ye Aplaall cleadll
na O sbuy
2. GREETINGS AND INITIAL CHECKS JA ) el g a2
Scores Critical Areas EEWI L PR Jaail
3| 7. Was there any delay in approaching ves [] pd pdf B b il ol s S da 7 3
customers? Nno B2 Yy ool pas Cads gall
8. Were you greeted in a friendly manner ~ YES | pxd ) ik dicmlisds 8
(pleasant feeling)? Nno [ N ¢ (g A
TS U b gall @ sle i g1 28 2l <Y 13
5 | If no, please describe behavior: Was it © se \_::‘X . ﬁ: jiﬁ N ). ‘15
arrogant, without any expression, normal N SLRC L ED o M. 2
etc..... e
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Scores Critical Areas e LY Ly
9. Did he guide your vehicle for positioning  ygg ; Lt Sl W ol L il ol A8
3 at the stopper and asked you to switch E PL ;; 1‘:} 0 ‘;! P .J o . 5] ‘A. d‘ -9 3
the engine off? No [ ¥ el (i of e a5l Gty
10. When asked by customer, was the ; IS e edpealt (e Ll gall s Lonic "
5 attendant knowledgeable of different YES E p j:'ﬂ‘:” - )S‘t ;.l::/ ‘).TI iy-- e 10 5
grades of oil, filters and their relative NO D v I i &;’J . IR
benefits? Plede JS X0l 4d 4
YES i . .
ﬂ 1. Did he offer the waiting area to you? NO % P: € Uiy 46 e & EDY e e b 11 4
4| 12. Did the staff thank you as you were Yes B4 i €005 S ey Sy Gl pall 06 12 |4
leaving? No [ y 7 = y ¢ :
3. APPEARANCE AND BEHAVIOR OF STAFF S sl Cuiligall jgha 3
Scores Critical Areas a1 YLl - Lalasl l
o i YES M
3 13. :\:jzsﬁ; ye?umform of the attendant neat No [] Y e Gl jemlall il sall Gl S s 1313
VA [ smuy
YES o :
14. Was the attendant wearing visible e By (51 3 g sl il S 14
3 nametag? No [] 3 o . 3
NA [ smuy
YES .
15. Was he able to communicate with & dealsill e 108 Cala gl S s 15
3 customer? Nno [] ¥ P 3
. 050
NA [ iy
YES oy
4| 16. Was staff courteous / friendly? No [ ¥ fhal/la gy Caka gl S s 16 | 4
L NA [ sy
4. SERVICE sdadilf 4
Scores Critical Areas o ] el T L
: ZilS o 38ailly Caks gl L8
17. Did attendant check whether you need YES m e u-\ UL—ULJ . ,}A,_‘: S17 r
3 top up or complete oil change? S owd al Dyl ALY 2lag 5Ll 3
p up p ge: NO D y £l
3| 8. Did attendant check with you whether ~ YES B s DA S Lo lia cabi sl 333 b 18 3
only oil is to be changed or oil with filter? No [ N E Ay W ol e w3l s
19. Did he check using gauge the quantity YES B plil Ve GlE il Pida 19
3 required to be topped up and informed i Al G S G el gl 3
you? No [J Y eally il L)
P Ge 0 G (e il (il 5l
3 20. Did the attendant check for oil leakages YES & o uﬁjﬁw& )ﬂﬂl. . HJCLT i 20 3
under your car from filter and drain bolt? No [J IRy e
Sy 3l
3| 21. Did the attendant drain the used oil YEs 4 A el cy 3l S &odh b sl B8 Ja 21 3
completely from your car? NO D Y Tl s (e
2| 22. Did he ask whether you want the engine  YES A Al el Qe oy e o dls da 22 5
to be flushed and did it if you agreed? Nno [ Yy fliadl g0 Jla 4 sl
3| 23. Did the attendant fill the correct grade as YES B4 M sl s ofe g ALl Galagall W8 s 23 3
you requested? Nno [ ¥ Nl Al dspa il
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Scores Critical Areas Haulaa) Nl PR
24. Did hg requgst you to start engine and YES & a8 5y o yaall Qi o gl Q‘ dlia b Ja 24
3 leave it running for one and a half e Aads padd Ll s a 3
minutes? no O ¥ fdual y 4383 s3el Jpaddd o
.l e /A eha ol ¢ b pal X6 Ja 25
3| 25 Did the attendant ensure that the carter ves & f }g):xmﬁux jﬁ;& i 3
bolt is tightened and there are no leaks? NO D N eyl
26. Did attendant carry out the following Agadll lagaill o jalh calagal JB da 26
complimentary checks: -aalul)
ves I =
31a. Battery Water top up NO E] ¥ 3y jagll ole A8l 31a.
nAa [ by
ves A
31b. Coolant Water top up NO D b coolant/s sl sle AL} 31b.
na [ ahuy
ves B &~
1S jall JH lea s Al
31¢. Auto Transmission Fluid top up NO D k' R JL“‘,'\ ,')‘.T,“‘ Ste.
(O sdiansil il
na [ abyy
ves B
31d. Brake Fluid top up no O ¥ Qe el 31d.
na O iy
ves B
31e. Gear Oil top up no [ 3 o sllcyyiila) 3le.
na [ sdny
ves B
31f. Air filter cleaning no O N el gcaks  31f.
na O sy
ves A
31g. Wiper Water top up no O y 2ha ) Glabiad el dilial 3g.
nva OO sy
ves @ =
31h. Clean engine using air gun NO O DIRPAPS FERWHRRIECMENE JERUE-B 31h.
NA [ sy
ves A P s .
327 Were any of your questions related to n P; Abasall il (e ol e WY @i da 27 3
lube change answered? NO ey )t Alany
na O sy
. . T ves D w0 s ge Galipanabsal il 28
3 28. t[r):: (t:r;erz ’?taff piace the mileage sticker in NO D N o L 1§ 3l Ailoaall A2 sia LS 3
_ na [ sy €5l
Gpyesd
4| 29. Were you offered a receipt voluntarily? ~ NO X ! 0 jial 2l Juas e e da 29 14
 hodt mlc~|P0f>th %ecej%fﬁu\ O sy
5. REST ROOMS AND MOSQUE Tdaall g (alaadt el g5) al Mg 5
’ Scores Critical Areas Tl ol PATH]
3 YES i 3
30a. Were they adequately stocked with all % ?";’ Ay g nall e isal) goany 3 jee <ilS Ja 302
necessary supplies such as soap? NO sl Jia
nva O abiy =
3
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Scores Critical Areas Al ¥l Lﬁm
ves R
30b. Were they adequately stocked with all no [ P: sl e sl asens 3 jeae <l Ja30b
necessary supplies such as toilet tissue? Saall g3l (399 Jia
NA [ sy y
30c. Were they adequately stocked with all Yes [ ax Al @l il & 8eae <l da 30c
necessary supplies such as paper towels? NO D ¥ 48 138 Al (Fi
(Paper towels are not required where fully Glidae Jig die 4y glae e il adliall)
operational hand dryers exist) N/A Ghi Y (Y1 i
; $3ads Jubdl cols
31a. Were sinks clean? YES Q e Ll wf;,szhyﬁ 'LsdT'|‘31a
require comment when marked ‘No’ no [ ¥ sl (oa Bt
NA [ gy
: Ak U_dl s
31b. Were mirrors clean? ves X px 2 gl "_y" :;_’fyﬁ 'LSJT' "31b
require comment when marked ‘No’ no [ ¥ cat e PR SR
NvA [ sy
; ik W) Cldiae cols
31c. Were hand dryers clean? ves 4 p ol "ﬂfz[,:—,‘ l;mu: .Lsdi "310
require comment when marked ‘No’ no [J Y sl o MY A il 1y 3
NA [ Gy
N : faid ) plall ClSLe g
31d. Were dispensers clean? YES & o o .,Y.:_'{_\yﬁ .Lsdll'md
require comment when marked ‘No’ Nno [ b gt o2 s
NvA [ gy
ves 7
31e. Were toilets and urinals clean? NO D N fagdas Joal Ll el Ja 31e
NA [ gauy
; A8k o3l o
32a. Were doors clean? ves X o ol w,%;,,u ’lfy‘“fﬁsd:. “328
require comment when marked ‘No' no [J ¥ Ta Al o YT e s 1y
e N/A D ki
vEs M4 .
32b. Were walls clean? Nno [ y bk el cilS s 32b
L vA [ gy
ves B
32¢. Were ceiling clean? no [ N by Gl oS s 32¢
NA [ gay
YES I au
32d. Were vents clean? no [0 v 4k MUl kS s 324 |2
NA [ by
. ('.w [N R - B ‘ - .15
32e. Were floors clean? YES P ol m,;l,'m\fyr” ‘LSJT’ "326
require comment when marked ‘No’ Nno [ Yy Tl o Y ALY s 1y
nvA [ sy
ves )
32f. Were baseboards clean? NO D ¥ A,k sac LAl s fhaiall Db @il Ja 32f
NA [ sy
ves B
329. Were grout clean? Nno [ Y ik LI (IS s 329
NA [ gy y L
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Scores Critical Areas Tl ¥ Laal) PRI
ves A
33a. Were trash containers clean? NO D b fhidas daladll iy gla € Ja 33a
) NA [ abuy )
ves By i
33b. Were trash containers not overflowing? NO O ¥ Shais e Aaladll iy da culS Ja 33b
NA [ abuy
ves B s N .
2 34. Was the restroom smelling clean & NO D N (_si Osy) Rlinia g Ay plaall Aadl ) CwlS da 34 5
fresh (without any offensive odor)? abaall B Aga S aall
NA [ gy
3 Jaxd Alaall 8 &l jagail) azes a3
35. Were all the facilities inside the ves B ol et e <z, S
restroom in good working condition? . 3 L] el (3]
2 require comment when marked ‘No' no O ¥ sl (o MY Yl S 1Y 2
NA [ ey
; (3) Cakat amasal) Al 5l e IS
36. Was the Mosque premises clean? YES D g (b). ,:d\ ) N Mtgri“u\_sﬁ 36
2 require comment when marked ‘No’ no O ¥ el el e 2
NA B gy
Comments: ciaadlall [ galasll
FOR OFFICE USE ONLY Lagd uigaly (.u.s:.mz
Uavuall Jalaill Ll e sl ;
9 : luation: Al
t ACTUAL SCORE | _ maximum__ | - 2iuation S
Approach and Cleanliness aalbaall g ol Y1
Greetings and Initial Checks AW il g s Al [2
g{)apf?arance and Behavior of il gl sy ek |3
Service Lzl 4
Cleantiness - Restroom and Glaleall — ddlail)
Mosque daall
TOTAL £ sanall
5 +
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ADNOﬁ DISTRIBUTLON

T M..IUW'\ J o
- CHRE
GFSCRIPIION ul‘( PRICE TOVAL
famry &YL/RAV 1,0 26,00 26.00
VoyagrSitvertl. 4,50 14.C0 63.90
T0iAL 89.00
CASH FAYMENT 89.Q0
Yol were servad by Cas hmr )
CATE 18/07/2002 17.70 $2 02 25¢%

THANK YOU FUR SmPPIF\!G ..
[N







