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PROJECT: ELARA - Lube Change

SERIAL NO.

2

3

8

=+

e
Pan Arab Research Center E

O < Emarat [ T @55 Eppeo/Enoc | B @5 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
%0’?5’" SoxXa col | Scva 1Acel | Mokawed, HEER
Gender Height Built Bpectacled Beard Mustachel Ethnic Groups
M1 F JTIM]S|T [MIF JYes[NoJYes[NoJYes[No [indian [Pakistani]Filipino [Expat. Arabs| Others:
ROORODOROMOROOK KE O O O |
EMIRATE ";:Zt‘:’" Abu Dhabi |  Dubai Sharjah Al Ain g’:‘:v“ai‘:" Aman | RasAl { Eyjairan
O O O O [ O O ]
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
slgmn 3] 61F | 116 (63l o |2 | 0|2 [2ooo 2052
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
L T B R vsr | [ O K O O O O
1. APPROACH AND CLEANLINESS SABUAIN g ol Y1 4
Scores Critical Areas Toulud Sl Laa
YES o o g
1. Was there proper sign to the Lube no [ q dihia e AYall daaljdagl dllia S da 1
changing bay? ey 3l s
na O sy
_ YES o
3 2. Z\:g:;ir;ee(l;;be changing area clean and NO D Y F e Ak cy i ddhl e Ja 2 (3
na [ iy
Yyes 1 = . g
4l Was there any oil leaking and fallingon = q Seacdgycnlioaigldua glsds 3 4
to the floor of the lube bay ? SCuy 3l yuas Aalaia & ()Y
wa [ sy ’
YES pex
21 4. Were the waiting area and table clean? NO O Y fagdas al Uall g iyl dddia cilS Ja 4 |2
na [ adsy
L N ves O«
2 5. VWVOarls(i;hge?telewsmn in the waiting room NO E N ?)M?j)gé Je ol S Js 521
v L sty 20) Qe Y iailt ||
ves [1 L s
6. Was the board displaying complimentary o 7] g Aaild lgde el A daslll oS s 6
services neat and clean? 0 Caada) 5 A0 e Anilaall Cileaadt
va B sy
2. GREETINGS AND INITIAL CHECKS A ) Sl g cua A2
Scores Critical Areas Tl Y Laal) L
3| 7. Wasthere any delay in approaching ves [] prd I | B RV P T NS S 3
customers? NO N Sonb ol gad Cala gall
8. Were you greeted in a friendly manner ~ YES pr sl L da dadhcan il i de 8
(pleasant feeling)? Nno [ y ¢ (e
S Ja ccalh gall O gla Coim g 28 Ela ;<Y 1D
5| If no, please describe behavior: Was it Lj e L::;S Jj\; jjﬁ g.'{‘ K 5
arrogant, without any expression, normal e ol O R £ 5 xh el
etc..... ?---CJ‘
1
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Scores Critical Areas Ll Y Laalt PATH]
9. Did he guide your vehicle for positioning  ygg K A il S el b g
3 at the stopper and asked you to switch e;g lL‘J b o i u_l)l, 5 ol - i3
the engine off? No [0 ¥ el i ik g 5 bwl alayy
10. When asked by customer, was the [0 . IS cdaeadl (pa il gall Jus Laric 1
5 attendant knowledgeable of different YES e :tﬂj‘ = JSl Q:': p ‘J.‘id !J“ e 10 5
grades of oil, filters and their relative Nno [J N I i goy. i
benefits? leia JS 2l g g
YES o G
4| 11. Did he offer the waiting area to you? No [ g FOLYN 4 e 4 Yl @bl ja e Ja 11 |4
12. Did the staff thank you as you were YES pri ¢ dan et s . <
4| T2 i the No [y TSl e Gl s s 12 |4
3. APPEARANCE AND BEHAVIOR OF STAFF (S sl Cuiligall jelia 3
Scores Critical Areas LYy eyl PAHI]
_ YES o
3 13. Z\rl.zsﬁ?ﬁ?umform of the attendant neat No [] Y 6L e, Gl elal Gl Gl S s 13 (3
NA [ sy
YES o
14. Was the attendant wearing visible e A8y (o1 5y 3 g sl Cala ol S Ja 14
3 nametag? Nno [ 3 e - 3
N/A E Y Malawmen]
YES [X pri .
15. Was he able to communicate with &o dualsill e 108 Cala gl S Ja 15
3 customer? No [] ¥ €yl 3
. _ 05l
NA [ sy
YES [
4] 16. Was staff courteous / friendly? No [ y flakl/lagay abisall S Ja 16 (4
nA [ sy
4. SERVICE ardll 4
Scores  Critical Aveas N Ly
; 28 o) sl Caly ool A .
17. Did attendant check whether you need ~ YES iy u < u)d P )Aj i A7
3 top up or complete oil change? S0 o el Sl AlaY pliag s 3
: Nno [] el
3| 18. Did attendant check with you whether ~ YES px 28 S 1Y) Lad lis Cakagall 3ia3 s 18 3
only oil is to be changed or oil with filter? NO [] ¥ ¢ el 5 sl ol dadd ey 3l s
19. Did he check using gauge the quantity ~ YES % aad ehials (6 e by il gl JE s 19
3 required to be topped up and informed B R R UV O WS R I | 3
you? No [ v Sl il g Lila)
B ool G o Gl ik, G a3
3 20. Did the attendant check for oil leakages YES m o uj:u/ft: Al D}C‘L‘T s 0 3
under your car from filter and drain bolt? no [ HIEas e .
ey 3
3| 21. Did the attendant drain the-used oil Yes [ P el 3 S i (il gall pl da 21 3
completely from your car? No [ Y 0l s (pa
2| 22. Did he ask whether you want the engine  YES [] pe iy )Aﬂil daed 3y g o il da 22 5
to be flushed and did it if you agreed? NO v 77/ L \JJ)/)D’?d:ml}A Jda ey
3| 23. Did the attendant fill the correct grade as  YES px 20 s /g 5 Ll Cali gl s 23 3
you requested? Nno [ y il Al dapaall
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Scores Critical Areas Tl claalt L
24. Did he request you to startengineand  ygs A iy o aall Jaadiy o gl o i il Ja 24
3 Iegve it running for one and a half D b 456 500 Ll Alla 3 3
minutes? NO 3 5 A8 ? «*
3 25. t[))id t.he.attendant ensure that the carter YES o %fﬁgdjjj‘;ii ‘;Eﬁ 25 3
olt is tightened and there are no leaks? NO D y ecu sl
26. Did attendant carry out the following Lol Clia sadll ol el calasall ol o 26
complimentary checks: sl
YES pad
31a. Battery Water top up NO D b Ay bl ele Adluc) 31a.
na O by
YES o
31b. Coolant Water top up no [ b coolant/a yall sle Al 31b.
na [ sy
ves I~ -
31c. Auto Transmission Fluid top up NO D b e JLP u“ m"‘ 3te.
(0 senst AN
na [ sy
YES s
31d. Brake Fluid top up NO D b Jal el oy ) Adlial 31d.
na [ akiy
ves X
31e. Gear Oil top up no O b Ol [l cy )y Adla) 31e.
na [ sduy
YES ol
31f.  Air filter cleaning no [ ¥ el b cabs 31F,
nA [ asiy
YES o
31g. Wiper Water top up no y o Claliad ol Bl 31g.
va [ sy
ves &
31h. Clean engine using air gun no [ N ehsall et phadiuly o jadll Crilas 31h.
wa O sy
5| 27. Were any of your questions related to ::—;S % ?: Aalaiall clilid e sl e :*T'\é\,i‘ Tw da 27 3
lube change answered? Sy M it Agleny
nva O by
3 28. g)jig (t;t;e: 2taff place the mileage sticker in :KE)S % (: Jmﬁ%ﬁ&ﬁﬁ;ﬁ 28 3
' A [ sy €5l
YES o
4| 29. Were you offered a receipt voluntarily? ~ NO O ¥ S bis poul Juay e e b 29 14
na O sy
5.  REST ROOMS AND MOSQUE s daall  (pLaadl el $5) Aal M i 5
Scores Critical Areas PO (LAY EWN) Jalaih
3 30a. Were they adequately stocked with all YES m s all e il ey 8¢ il Ja 304 3
necessary supplies such as soap? NO D ¥ toslall Jia
wa O gany =
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Scores Critical Areas E VR I EAN PR Jatast
30b. Were they adequately stocked with all D aﬂ; el e liall gans 3 jeae il Ja 30b
necessary supplies such as toilet tissue'? D oy u,g.‘l il (399 Jia
30c. Were they adequately stocked with all s O pri L sl Cle il &2 8 jene <l s 30c
necessary supplies such as paper towels ? E] ¥ 8 ) o)) il Jie
(paper towels are not required where fully 7 Clitaa Jig die 4y glha e 48 adliall)
operational hand dryers exist) N/A d*hg (A1 o
31a. Were sinks clean? ves [ g gl m"f;:":tl;r“lsksd‘: ‘313
require comment when marked ‘No’ no [ ¥ el o2 s
NA [ gy
s Paadas U yall culg
31b. Were mirrors clean? ves D | g a_ﬁjyru Lsdt 131 b
require comment when marked ‘No’ no [ ¥ gl o2 s
NA [ ayy
Saata; N HYNERTS
31c. Were hand dryers clean? ves KX o 4l i ‘;Af'i{"kli_;yrf '15‘1? "31C
require comment when marked ‘No’ No [ Y T A A s
nva [ gy
faakyy ) steall LSL i€
31d. Were dispensers clean? YES o ; 33“” o "Y"ua_,i_\\.lr‘j .LSJTS"BM
require comment when marked ‘No’ no [ Y Gt el
NA [ Gaayy
ves bd
31e. Were toilets and urinals clean? NO D ¥ fhgdas Joall A cuilk Ja 31e
NA [ gy
32a. Were doors clean? ves X i 1 %-:.L;..u fl_f\;ﬁﬁsdl{sza
require comment when marked ‘No’ Nno [ ¥ Gt et o AR R
NvAa [ gasy
YES IX]
32b. Were walls clean? No O Y $agdai el @il s 32p
Na [ goyy
vES ]
32c. Were ceiling clean? Nno [ ¥ fabas Gl IS Ja 32¢
Na [ sy
ves D
32d. Were vents clean? Nno [ Y fhidas MLl culS s 324
na [ gy
ISR X T
32e. Were floors clean? YES m e o il Mém..?%:f!{\tfémaze
require comment when marked ‘No' Nno [ Y & e gk .
NvA O Ghuy
ves X
32f. Were baseboards clean? Nno O ¥ 2405 320l - ) /Lailall 150 culS Ja  32F
nva [ geuy
ves ] s
32g. Were grout clean? Nno [ ¥ feadai LU (IS Ja 329
na [ sy
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Scores Critical Areas . Tl ¥l Jatait
ves K w
33a. Were trash containers clean? NO |:| b faslas Aaladll Cily e i< Ja 33a
’ NA [ sy )
YES pai
33b. Were trash containers not overflowing? NO I:I ¥ Shoaild e Aaladll clyda <ilS Ja .33b
NA [ gy
e’ = .
9 34. Was the restroom smelling clean & o O ¥ sl %) Ainia s diglas planll Aadl, cilS Ja 34 2
fresh (without any offensive odor)? $(olanll (B A S Aadl)
NA [ gy
3 and plaalt & il 3l azea <SS Ja 35
35. Were all the facilities inside the ves el = e
restroom in good working condition? L g e
2 require comment when marked ‘No’ no [0 ¥ g sl o2 MY Y S 1 2
NA [ abiy
; (5) i anwall dcld o Jue S
36. Was the Mosque premises clean? ves [d ( ), );n ‘ ,,f; :\j\;ﬁtﬁs ‘\3; 36
2 require comment when marked ‘No’ NO D ¥ catagtals ek . 2
nA [ ey
Comments: sUaadall / gabesll
FOR OFFICE USE ONLY Jagd (igall e\.\.s.u.u' o}
Uacuall ) LW 191 sl _ <
9 : : el
o ACTUAL SCORE MAXIMUM | CAluation P

Approach and Cleanliness aalall y b B |1

N

Greetings and Initial Checks

agd ¥ el s il
Appearance and Behavior of il i ol e
Staff Gyl by e |3

Service iaaalt 14

Cleanliness - Restroom and Slalaall — daldail) 5
Mosque daaaall

TOTAL £ ganmall
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ADNOC DI?TRIBMTIDN
-~ AL FAQA REST AREA (§~173

DUBAI—
DESCRIPTION QTY PRICE TOTAL
VoyagrSilver4l 1,00 63.00°  62.00
TOTAL . 63.00

CASH PAYMENT v "~ 63.00
You were. served b§ perator

DATE 16/07/2012 20:2 T1 93 01 3694
THANKS FOR SHOPPING.

’
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2,3







