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PROJECT: ELARA - Lube Change
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SERIAL NO.

1122

Pan Arab Research Center “

[ i Emarat 10 e Eppco / Enoc | B 45 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
/6 Name Number | Name Number | Name Number
-
Z"’g : O AW igéo[ l l l
Gender Height Built _ [Bpectacle Beard | Mustache] Ethnic Groups
M]F JTIMISs]|T[MIF [Yes | No | Yes [ No | Yes [ No [indian Pakistani|Filipino [Expat. Arabs] Others: bqv\%g\,
EDDDDIDD@DIDIDDD O X
EMIRATE ";2:‘;’: Abu Dhabi |  Dubai Sharjah Al Ain g’:;‘aﬁ" Ajman Kﬁ:ism'gh Fujairah
O X O O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
A olnl o9 {2181 8lz | ol 1S y llozcollo: o8
07:00- | 10:01- | 13:01- | 17:01- | 20:01- SaturdaylSundayI Monday | Tuesday IWednesday] Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
VISIT O X Ol 0O O visit | [ | O O O X O
1. APPROACH AND CLEANLINESS -d8Uail 4 g\)ﬁ\g\ A
Scores Critical Areas Foubult Lol PR
YES o - .
1. Was there proper sign to the Lube no [ q dibie o AVl sl jda ddia g8 da 1
changing bay? ey W s
wa [ sy
, ves &) =
3 2. \é\ig:ntit;eeg;be changing area clean and NO D g T ey Akl s e cuS ds 213
wA O sy
YES o
4|3 Wwas there any ol leaking and fallingon o q e ae gyl oy gl dua S s 3 4
to the floor of the lube bay ? ey it ddlaia RPN
N/@_El 5l Y ¢
YES pos
21 4. Were the waiting area and table clean?  NO D N aayay Al all 5 HUanY dshie S Ja 4|2
na O ssy
o N YES o
2 5. \vaoar‘s(itnhge?telewston in the waiting room NO D N ¢ Y de 3 Jens sl S Js 52
na O sy
ves . s
6. Was the board displaying complimentary 0O y dalilgle jed AW Aa i oS g 6
services neat and clean? Caagdal g A pe dxdlaall leaad)
wa O sy
2. GREETINGS AND INITIAL CHECKS AV cASpdal g cus A 2
Scores Critical Areas Taalud Yl )]
3| 7. Was there any delay in approaching YES e A g8 3 el gldia glsds 7
customers? no [ N ¢ gl sas Cals sl 3
8. Were you greeted in a friendly manner ~ YES X px sl s ds e cm il S ds 8
(pleasant feeling)? Nno [ N ¢ (7 e
S Ja b gl @ gla Cain g a8 Bla (Y 1Y
51 If no, please describe behavior: Was it L'i ‘e ::\l Jj; j;i o “15
arrogant, without any expression, normal (S S SN RED ;4.;4\
etc.....
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Scores Critical Areas Al SYLa) Latai
9.  Did he guide your vehicle for positioning  ygs ; Ll Sl 1 Gl b s o) A
3 at the stopper and asked you to switch bd - :: ﬁ o ‘5‘1&“ ui . dj‘ ¢ L:JA 9 3
the engine off? No [ ¥ fel el ik a5 8 bl ey
10. When asked by customer, was the v , S Ja Jrandl o il gall e Lonie
5 attendant knowledgeable of different YES K] e j‘:;‘ o ‘).]" Q:AJ/ ‘}T‘ ?“ e 10 5
grades of oil, filters and their relative no [] y 2= TS R o
benefits? Tleie JS 230 48 4
YES X i . .
4| 11. Did he offer the waiting area to you? NO E ?: Uyl ds e B e a e Ja 11 (4
4| 12 Did the staff thank you as you were ves I € )38 S Laigy o aliyll 5 Ja 12 | 4
leaving? Nno [J y ") o Sy ¢ :
3. APPEARANCE AND BEHAVIOR OF STAFF pgS sl g il gall Ha 3
Scores Critical Areas Ll el PRI
. YES [
3 1?. Z\[l]zstitélf?umform of the attendant neat no [J ¥ 9L ey Gl enlall ol u*‘-.)l S da 13 |3
NA [ gy
ves [0 .
14. Was the attendant wearing visible ey Aty (50 5 3 gl s gl IS 8 14
3 nametag? NO v Cr gus 3
g . T s 5 A m
N/A Djah.g\' NO AdCime —LQ\,.. C,J‘ \'qv
YEs [X] . VOR M\_/
15. Was he able to communicate with & doal sl e 10 Cals galt 15
3 customer? No [J Y o . 3
! FO 0
WA O sy
ves [«
4| 16. Was staff courteous / friendly? No [ Y Slakal/la gy calssdl S Ja 16 | 4
NA [ by
a. SERVICE il 4
Scores "~ Critical Areas I O Radanss L
o LS O e Baaall Caly Fa8 17
17. Did attendant check whether you need ~ YES E = = uq)d . )Aj ¢ 1
3 t or complete oil change? ) ot ol D AR gl 3
op up or complete o ge’ no [ y ¢ L,
3| 18. Did attendant check with you whether ~ YES X . A S 1 Lad e Cala all (3a3 Ja 18 3
only oil is to be changed or oil with filter? NOo [] ¥ € el gy 30 ol sy 3l s
19. Did he check using gauge the quantity ~ YES X cad phEb Gl s e Gy Calasall i s 1Q
3 required to be topped up and informed g A ARSI ol uldall 3
you? no [ ¥ Cullly il Lsila)
ES K] ax 00 o o On 3imill il oa JG s 20
5| 20. Did the attendant check for oil leakages ves i] pri ﬁ;ﬁi} R aj\ij e 3
under your car from filter and drain bolt? NO D y B ocu 3l
| 21. Did the attendant drain the used oil YES P Janaadl 3l JS g s cals sall W6 b 21 3
completely from your car? Nno [ N Sl jla (ye
o | 22. Did he ask whether you want the engine  YES M s el ey e ) el Ja 22 5
to be flushed and did it if you agreed? Nno O ¥ felidd) 0 Jla 4 ellyy
| 23. Did the attendant fill the correct grade as  YES B ax Cu 5l A e 5 Alal il gl 6 Ja 23 3
you requested? no [ N gl ) damial)
2
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Scores Critical Areas Apudadl) i Laall La\ait
3 24. :Did he_trequgst );ou to startden%inlefa and  yes & aa aS oy @ yaal Sty a8 of e s o 24 3
eave it running for one and a ha PR e o .
minutes? NO D 3 fual s Aada sad Jonldl) Als (3
' .l A8 e /Al gaia O (e il pall SG Ja 25
. Di that th ves B S e e aes
3| 2 D e o heve are o loake? St i Gl s LS a1
 no O 3 ¢y
26. Did attendant carry out the following Lalaall Gla il ol by cabasall i Ja 26
complimentary checks: Al
ves Kl a
31a. Battery Water top up NO D b A tall e Al 31a.
na O sy
ves i
31b. Coolant Water top up no O y coolant/spal sl dilal  31b.
na [ sy
ves KI =~
P38l JBG Jlea <) dbia)
31c. Auto Transmission Fluid top up NO D b} NS )L("j; 0 T)ﬂ\j 31c.
na O] ahiy o
ves X
31d. Brake Fluid top up no OO v Qi3 il 31d,
na [ sy
ves ] m
31e. Gear Oil top up no O v s omlleyydilsl 3e.
NA [ by
YES o
31f.  Air filter cleaning no [ y elgell il Calati 31f.
na [ sy
‘ YES % o
31g. Wiper Water top up NO N e U el cla 2Ll 31g.
na O sy
ves Kl o
31h. Clean engine using air gun NO D Y el (etan pladiuly o jaall oyl 31h.
wa [ adsy
ves [X o t L 4t
4| 27 Were any of your questions related to m ?’; Aabaiall lilind (e ) Gle DY s b 27 3
fube change answered? NO e 3l il Anlany
na O sy
. ‘ T YES B a0 e e Gebipammcibid 5 s 28
3 28. alg (_t:r;erz gtaff place the mileage sticker in NO D N o e L Aol /) sia LS 3
N/A D jfh"‘:! N ?3)\_}...4]\
ves AL
4| 29. Were you offered a receipt voluntarily? ~ NO M y S liat D) Jemy e (me ds 29 |4
nva [ seny
5.  REST ROOMS AND MOSQUE ;.s.:.;ﬁmn 5 (s fedl ) Aai i g 5
‘Scores Critical Areas ’ FURRI AN PO Jalail
3 YES o 3
30a. Were they adequately stocked with all 0 P’; L gl e el qaang 3 e <8 Ja 302
necessary supplies such as soap? NO S sball Jia
va [ gy i
3 +
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Scores Critical Areas Apabaall) Lol pATH]

YES i .
30b. Were they adequately stocked with all % ?: s pall e il gan 3 jeas cuilS Ja 30b
necessary supplies such as toilet tissue? Sull il (3599 Jie
Na [0 skuy =
30c. Were they adequately stocked with all ves [ i sl il il & 3 eaa S s 30c
necessary supplies such as paper towels? no O v 48 )9l ddliall Jia
(paper towels are not required where fully Gldiae 865 vie dyglha e i, Cadlidl)
operational hand dryers exist) NA B gy (A4 A
31a. Were sinks clean? ves [X pai o all * ..y.?luf;rds&dﬁ 31a
require comment when marked ‘No’ no [ Yy el o MY eyl il 1y
NA [ Goyy
: Ak U ,d) ol
31b. Were mirrors clean? YES E i -l ,,‘y,, b f:]\y‘u 'LSJT'!.31b
require comment when marked ‘No’ no [ Y a0 "Y' Ay culs 1y
Na [ asyy
; faddai gl Cildia. culS
31c. Were hand dryers clean? YES m (s Ll ‘5?;,,“ gyrf 'tsd‘r' "310
3 require comment when marked ‘No’ Nno [ Y sl o MY Ala Yl il 1Y 3
A [ gy
Xi s Ak ) slall ClasSla s
31d. Were dispensers clean? YES [N o el ,,y,,u, Ly‘uf 'LSJT‘ "31d
require comment when marked ‘No’ no [ Yy st oo "Y' Ala Yl s 1y
NA [ abyy
ves X o
31e. Were toilets and urinals clean? NO E] ¥ ks Jall A4l cils Ja 316
NA [ gy y
; L EN X FINIRNTIENTY
32a. Were doors clean? YES pr o al ",,Y,,‘T;jfyr‘f 'LSJT"l.32a
require comment when marked ‘No’ no [ Y g sl o2 PRl s
NA [ Gy
ves 1
32b. Were walls clean? no [0 v £l laall cilS s 32h
NA [ ghuy
YES pri
32c. Were ceiling clean? no [ ¥ Sl il S Ua 320
Nna [ sy
ves & .
2| 32d. Were vents clean? no [ Y ik Ml oS da 329 [ 2
- NA [ Gy
; il Sl Y1 Cuilg
32e. Were floors clean? YES m # a3l ) "Y"“:\J;\J\ u 'LSJTM.SZ(E
require comment when marked ‘No' no O Y e e SRS
na [ gy
YES % pri
32f. Were baseboards clean? NO ¥ PAayiny sac (4l A Maladl i 5 cilg ds 32F
NA [ gy
YES pad
32g. Were grout clean? no [ Y feadai LU IS U 32g
Nna [ sy
4
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Scores Critical Areas . FENI JLA PON | Ll
YEs B o
33a. Were trash containers clean? NO L__l ¥ $asydas Asladll iy gla il Ja 332
) NA [ @y )
ves K
33h. Were trash containers not overflowing? NO O ¥ Sy e Adadl cilyda cilS Ja 33D
NA [ @iy
YES ps
2 34. Was the restroom smelling clean & NOTE‘;% N (5\ OsN) Adaday Ak Slaal) A culs s 34 2
fresh (without any offensive odor)? falanll 8 Agy S Aah
NA [ ey
Caad alaall 3 & jaeadll apea il Ja 35
35. Were all the facilities inside the YES m e ¢ « Eﬁe: s
restroom in good working condition? L. w4 e i
2 require comment when marked ‘No’ no O v sl o2 Y ) s 1Y) 2
NA [ ey
€(5) Caahi dawadl dcld 5 i oS
36. Was the Mosque premises clean? ves O o ( ), _543\ i ,,:; LL?\M'L'JS T):; 36
2 require comment when marked ‘No’ Nno [ ¥ [l Rt Sl 2
NA B by
Comments: cBadiall f galedll
FOR OFFICE USE ONLY 18l (iigall PAREAW N
Alasall TGS JERHTRILIN . .
0, g . o) ‘
% ACTUAL SCORE MAXIMUM | Evaluation: o
Approach and Cleanliness adladll g b 8V 11
Greetings and Initial Checks A5V il 5 cus 12
gtpapf?arance and Behavior of il pall sy sekae |3
Service iLadll 14
Cleanliness - Restroom and Slalasdl — adlhill 5
Mosque . daaeall
TOTAL £ saxall
5 +
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ADNOC DISTRIBUTION
KHALIDIVA S/5 922
'ABU DHABI i

- DESCRIPTION QTY PRICE  “TOTAL
Honda Civic 15 1,00 26.00 26.00
: VoyagrSilverlL 4,50 14.00 63.00

= CASH PAYMENT 89..00

You were served by Cashi E
DATE 2870972012 10:07 T1 S101 7813

_ THANK YOU FOR SHOPPING ..
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SERIAL NO.

1

2

2
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