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PROJECT: ELARA - Lube Change

] " SERIAL NO.

;219

Pan Arab Research

P
Center &

O < w Emarat 10 ams Eppco / Enoc | B a9 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
\ Name Number Name Number | Name Number
204 [Zaca Aol | =aqa ool | Grecy 218 [0 gl |
Gender Height Built Bpectacled Beard Mustache] Ethnic Groups
TIMIS|T [MJF JYes[No Yes | No | Yes | No |Indian [PakostanllFlllpmo [Expat. Arabs]| Others:
DIDDDDIDIDIDIDD O O
EMIRATE V;z‘;i:‘ AbuDhabi |  Dubai Shajah | Al Ain ey | Aman xas M| Fuiairah
O O O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
olq a |2 ol b |8 5o loo ol 3 Al 130 €47
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday l Sunday | Monday ] Tuesday lWednesday | Thursday I Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAYOF
vt Tl g O O 2O vsit | O @O d O O O
1. APPROACH AND CLEANLINESS ::GUAS!\J x.,.ab:'é‘j\ A
Scores Critical Areas EEWI U PO Laath
YES |X P ) ) B} )
1. Was there proper sign to the Lube no [ q dalaie Je AVl daaljdadalia S a1
changing bay? Sy Ml s
nAa [ sy
_ YES X px
3 2. \é\:g:r:ir::clj%be changing area clean and no [ TS ey Akl cy it Aikie cilS Ja 2 |3
NA [ ey
ves [ =
4|3 Was there any oil leaking and fallingon q e 4e gy il s gl dua S da 3 4
to the floor of the lube bay ? Sl sl Adlaie ey
nAa [ ahiy
ves B =
21 4.  Were the waiting area and table clean?  NO I:] b faglat A5l HUaiVl ddhaie cilS Ja 41 2
NAa [ shiy
) o N YES o
2 5. &Voariitnge?telewsmn in the waiting room no [ y YA b Jen ol S Js 5|2
NA [ by
YES o - s
6. Was the board displaying complimentary [ q Aald lgle jeds Al Aall S da 6
services neat and clean? Shikai 45 ye Anlaall Cleadd)
na O aduy
2. GREETINGS AND INITIAL CHECKS A Y el g cua 5 2
Scores Critical Areas Toubad) ¥t el
3|7 Was there any delay in approaching ves [ p sl i il ia JSda 7 3
customers? NO Yy Sl gan Cals gall
8. Were you greeted in a friendly manner ~ YES px Gsluly) Loy Al b cua i G5 da .8
(pleasant feeling)? Nno [ Y (g e
S O cabh sall & gli Coiam ga ad Bla <Y 1)
5| If no, please describe behavior: Was it v e le] . ﬁ; j;i N J,‘ ‘15
arrogant, without any expression, normal NS R Oe P ) 2R R
etc..... ..
+ 1 +
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Scores Critical Areas Al YLaall Llail
9. Did he guide your vehicle for positioning  ygs [X ; Ll Sl I ol L s oalf Al
3 at the stopper and asked you to switch = ™ :,—:‘ o ‘515 ,J 2 ;,LLJA « dm 9 3
the engine off? No [ Yl ikt o e il g 5l ey
10. When asked by customer, was the : S 38 Jsaadl o ol padl s Lonie
5 attendant knowledgeable of different YES p :t\lj‘ & ‘).]" d:’:/ ‘}ff dly e 10 5
grades of oil, filters and their relative No [] g S aalide e
benefits? flela JS il 4
YES i .. .
41 11. Did he offer the waiting area to you? NO % ?’; ¢ ohuy 4s e G oY ede e 11 |4
4| 12- Did the staff thank you as you were YEs 4 p € olas € Lty ol S8y Cala gl 8 b 12 |4
leaving? No [J N = Sy @ .
3. APPEARANCE AND BEHAVIOR OF STAFF speS sy cpilisall jeha 3
Scores Critical Areas Aguaeall) Y Lanall P HI]
YES ek
3 13. Z\rll?jst itglf?umform of the attendant neat o D Y oL yay G ealall Gila gl Ll S da 13 3
NA [ sy
YES prd ” .
14. Was the attendant wearing visible ey &ty (o 3 3 sa sall Calh el (S Ja 14
3 Nno [] Y A 3
nametag? $z im 50 danl Lgile
va Dl sk G
YEs [X] .
15. Was he able to communicate with Eedhalsilh e T Gala gl S Ja 15
3 p Nno [ ¥ e .1 3
customer? i SOl
NA [ sbuy
YES pd
4| 16. Was staff courteous / friendly? No [] ¥ Hladal/la g5 Cala sall S Ja 16 |4
NAa [ sy
4. SERVICE sdaddl 4
Scores ‘ Critical Areas Lol ¥l LG
. 2lS o) e Saall Cals 1@ Ja 17
17. Did attendant check whether you need ~ YES i SRl Gl ikl ¢
3 top up or complete oil change? S0 ol Sl kel Fliad s 3
pup ge? NO y ¢Sl
g | 18. Did attendant check with you whether ~ YES ax S 1Y Lagd lie <ib gall Gia3 s 18 3
only oil is to be changed or oil with filter? € il g g 30 af dasd ol s
NO N 3 o D 8
19. Did he check using gauge the quantity ~ YES pad plAEb ol s e Gl Cala gl JE Ja 19
3 required to be topped up and informed g Al Gl S N il il 3
you? NO | fellly lalif g Lgialia)

YES Or il Gyl e L Gilasall JE o 20

20. Did the attendant check for oil leakages o A o

3 under your car from filter and drain bolt? N B Asabas A Ga s o _— 3
Ty 3l

3| 21. Did the attendant drain the used oil YES P el 3l S g i Gl sl 8 Ja 21 3
completely from your car? NO y el jn (e

2| 22. Did he ask whether you want the engine  YES M Al el dae oy e o @il Ja 22 2
to be flushed and did it if you agreed? NO y Cslidd) oo Jla JPLREIAT

3| 23. Did the attendant fill the correct grade as  YES o ol A e s Al Cala gl B8 Ja 23 3

b

you requested? NO

OMNONONDO NO RON O X

il 3l dasaall
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Scores Critical Areas IR A POA] pATH]

24. Did he request you to startengineand  ygg X A4S s o jaall Qi o of lie alla Ja 24
3 leave it running for one and a half O Ciat s Ao 200 il Alla a 3
minutes? NO Y 3= ? o
3 25. Eid t'he.attendant ensure that the carter YES E p uiﬁﬁd}rj:i\:b ‘ﬁfﬁ 25 3
olt is tightened and there are no leaks? NO D N < e 3l
26. Did attendant carry out the following Aladl Cilea il of b calagall A8 Ja 26
complimentary checks: ' -aull
ves O
31a. Battery Water top up no [ ¥ il sl iilal 31a.
na B sy
ves L1
31b. Coolant Water top up NO D Y coolant/a_swll ¢la dilial 31b.
na DA abiy
ves L “ S AS el J8G Slen ) Wbl 31c
31c. Auto Transmission Fluid top up NO D N * (u;»wu‘ )ﬂ\j ’
na B adbuy
ves [1 =
31d. Brake Fluid top up no [ Y Qi eyydlsl 31d.
nva B iy
ves [1 &
31e. Gear Oil top up no OO ¥ ool [l sl 3l
na X sy
ves [1 =
31f.  Air filter cleaning no [ ¥ osed ks 31F
nva XD iy
ves [ a
31g. Wiper Water top up NO D N gla M laliaal ol il 31g.
na B sy
ves [0 w
31h. Clean engine using air gun NO a Y el (edese pladiuly o el Calas 31h.
na X adny
3|27 Were any of your questions related to :lis E ?: Aalatall clilind g (sl e %‘-?}“ ‘—w da 27 3
jube change answered? , PGETI VT S P
na B sy
3 28. {Zr)]ig (t:t;? gtaff place the mileage sticker in :is B ?’; = &mc‘:ijl;ﬁ;\;ﬁ 28 3
' nva B oaduy 5 e
ves [1
4| 29. Were you offered a receipt voluntarily? ~ NO O Yy L) 30 Jeas e (e da 2914
na B shuy
5.  REST ROOMS AND MOSQUE saaeall g (plaad el g5) dai N i g 5
Scores Critical Areas At Ly Liail
3 30a. Were they adequately stocked with all YES X = gl Ol il azang 8 e SIS Ja 30a 3
necessary supplies such as soap? NO .| ¥ S ogiall Jia
na O gy E—
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Scores

Critical Areas

Lyl Ll

30b. Were they adequately stocked with all

necessary supplies such as toilet tissue? NO

YES K] s

N/A

sl il Sliall arans 3 jeae cilS Ja 30b
Cull gl 399 o

30c. Were they adequately stocked with all

necessary supplies such as paper towels?
(paper towels are not required where fully

operational hand dryers exist)

O
O
ves I
no O v
NA X by

s all il Sl wiens 3 jgae <ilS Ja. 300
48 !2_.“ wadlall (Fie
litas Ji5i e dyslhae e 485l Cadliall)
(A1 o

31a. Were sinks clean? YES pd ol %'L,I,:;,‘,‘L:"L‘L:S\‘Jrutslsd‘; "313
require comment when marked ‘No’ NO D b g2l o Ay Qs )
NA [ gy
31b. Were mirrors clean? YES pxd ol QAT;': Uf;rflstsdtlsw
require comment when marked ‘No’ NO b geasil (o Al il )

31c. Were hand dryers clean?
require comment when marked ‘No’

ik (oY) Cliise cil<'da 31¢
st o MY Y s 1)

31d. Were dispensers clean?
require comment when marked ‘No’

fadks ¢ plaall cliSle il s 31d
gl (xRl s 1)

31e. Were toilets and urinals clean?

Ak Joal) A4 il o 31e

32a. Were doors clean?
require comment when marked ‘No’

a5k il Y cilS Ja 323
il Ga o Y ALY cul 1y

32b. Were walls clean?

N/A ki Y
YES axd
NO ¥

fAdks ol S Ja 32b

32¢. Were ceiling clean?

feaks il S Ja 32¢

32d. Were vents clean?

faddal MUl cuilS da . 32(

32e. Were floors clean?
require comment when marked ‘No’

Fgdss Gl )Y il Ja 32
c.ua}ﬂl > "y LBY\ <l |:)j

32f. Were baseboards clean?

N/A Gy
YES axi
NO Yy
N/A by Y
YES X
NO ¥

ik sacldl & o Jlailall 1,51 cilS Ja 32f

YES prd
32g. Were grout clean? No [ ¥ el LI IS Ja 329
NA O guy
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Scores Critical Areas PV (LAY PO Jaldil
YES pa
33a. Were trash containers clean? NO D b gaads; aladl) iy gla i€ Ja 333
NA [ Gy
2 = 2
YES pad
33b. Were trash containers not overflowing? NO O ¥ $hmild e ddaidll cills i< Ja 33b
NA [ Gy
ves A e e .
2 34. Was the restroom smelling clean & no [ N b ) Loimia g Alas plasd) Andl ) S da 34 5
fresh (without any offensive odor)? fplenll A S A
NA [ gy
[X] H Jazs alaall & & jagadll A S da 3
35. Were all the facilities inside the Yes e ¢ o @A?: IS 5
restroom in good working condition? . - e it
2 require comment when marked ‘No’ no [0 ¥ g sl o2 MY el s 1 2
NA [ @iy
X 3 ¢(5) Ll sawwall Al 4l e ()
36. Was the Mosque premises clean? YES i ( ), ,;d\ ' ,,:;, LLGTA*L%\S‘\’: 36
2 require comment when marked ‘No’ Nno [ ¥ & R Ayl s ) 2
NA [ gy
Comments: sclaadlall [ galasll
FOR OFFICE USE ONLY Jagd Cagal) (a\.\ilu'i
Aaual) S} LAl e aal
0, ? PPN 2
h ACTUAL SCORE MAXIMUM | FV@luation: sl
Approach and Cleanliness aadaill 5 ) Y 1
Greetings and Initial Checks | 4s5Y) iSudill y s il 2
gi)apf?arance and Behavior of i sl @lgl s sekaa [3
Service aeall |4
Cleanliness - Restroom and Clabeall — 2ddal) |
Mosque ol 5
TOTAL & saaall
+ 5
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PRI

AL G zu QFAH;
o A-;RP@R:T)
ADNOC DISTR

DESCRIPTION - ary
VoyagerBronz4l 1,00

T0TAL 500

re gerven by Uzefai.)_ f
/FL 29172 (i3 -
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