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PROJECT: ELARA - Lube Change

SERIAL NO.

26

PN
Pan Arab Research Center g5

Dabul Emarat / D &4/ < Eppco / Enoc I E 453 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
10%% [#za(q CQop i | Sae Geol [Nofal | | | |
Gender Height Built _ Bpectacle§ Beard | Mustachel Ethnic Groups
M| F [TIM]s|TIMIF ['Yes [ No | Yes | No | Yes [ No [Indian [Pakistani| Filipino [Expat. Arabs[ Others:
NOOROOROORORKOR K O O 0O O
EMIRATE V;z;:z’: AbuDhabi |  Dubai Sharjah Al Ain g’:&“;:' Ajman Kﬁ:?mAlah Fujairah
O | O O Kl O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
o4z 6|3 | 2|2 2 ol | ol2 pg.c57| 1K
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
vst TR O O 0 vsir | O O O O O O
1. APPROACH AND CLEANLINESS B g i By 1
Scores Critical Areas Apudu) YLl PR
ves A o
1. Was there proper sign to the Lube dhie e WYlldaaljdaddia gl ds 1
. no OO ¥ o
changing bay? AT T
nA [ sy
. YES pad
3 2. \c/)\:g:r:iii(ljl’i?be changing area clean and no [ U e iyl s dilie S Ja 2|3
na O sy
vés [ . . R
4l 3 Was there any oil leaking and falingon 1= q PP PPREIE\| RURR T FPLRC T R S TG 4
to the floor of the lube bay ? Sy M s dalaia 3 Y
nA [0 sy "
YES pxi
2| 4. Were the waiting area and table clean? No [ g Saade Al gl Uiy dikie calS ds 4|2
wva O sy
5 Wasth YES X Jes:
. tl levision i iti T
2 Woariinge?te evision in the waiting room NO D N ¢ Uyl 4 ¢ o S sl GS Ja 5 |2
nva [ sy
vés [1 & s s
6. Was the board displaying complimentary o ] q aalilgle el Alda el a6
services neat and clean? - £3ahl 5 A5 e Apilaall calanall
na B sy
2. GREETINGS AND INITIAL CHECKS A Y sl qua 3l 2
Scores Critical Areas Dbl laalt Ll
3| 7. Was there any delay in approaching ves [] px i/ 8 pali gl s oS e 7 3
customers? NO ¥ Sonlll gai cala gall
8. Were you greeted in a friendly manner ~ YES H ~ Gl Ay aa iz ds 8
(pleasant feeling)? NO D N S (z s
S b sl gall Sl Caa ga 8 Bl Y 1A
51 If no, please describe behavior: Was it Lf de . \:‘;X . }j; ji_\fj RIS 5
arrogant, without any expression, normal $ o e e e ) il ;—ﬁ-:\
etc.....
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Scores Critical Areas Al Y PRI
9. Did he guide your vehicle for positioning ygs [x ; L) Sl I il b s oadf A
3 at the stopper and asked you to switch . ~ :: ‘U . ‘,f“é ,J 2 . 5l e dA 9 3
the engine off? No [ ¥ feladl ikl of e lla s 5 ) ity
10. When asked by customer, was the . S da edsandl (e s gl s Laric 1
5 attendant knowledgeable of different YES - L‘j;:, - ‘ )Il al:: / ﬁf Iy A 10 5
grades of oil, filters and their relative no [] g ST i &:‘ ) } e
benefits? flede JS 23l 4
YES i .. .
4] 11. Did he offer the waiting area to you? NO g e: FOLRTYI 48 e b Yl elle a e Ja 11 4
12. Did the staff thank you as you were YES pd et - .
EJ leaving? No [] g TN S Ly S8 Gl gall 5 s 12 (4
3. APPEARANCE AND BEHAVIOR OF STAFF (S sl Cuiligall glia 3
Scores Critical Areas Al Lol L
. YEs [
3 13. \;\ézsﬁ?;}umform of the attendant neat No [J Y 00 ey Gl ealall Gils sl Gl IS Ja 13 (3
na [ pasy
YES axd . .
3| 14. Was the attendant wearing visible NO gl y o Ay (635 59 3 g el s sall S o 14 3
nametag? fz a5 dand Lele
N/A E 308y MGy
YEs A ]
3| 15. Was he able to communicate with No [ y & ol gl o 106 el gl IS Ja 15 3
customer? SO0
NA [ sy
YES axi
4] 16. Was staff courteous / friendly? Nno [ N $lashal/la o5 Cala sl S Ja 16 [ 4
| NA [ adyy
4. SERVICE el 4
Scores Critical Areas Ll ¥l L
: S O G Gaailly cala gall A8 Ja g
17. Did attendant check whether you need ~ YES B~ o u,u)’-ﬂ a }d £ 7
3 top up or complete oil change? S ol ALSY g ling s ) 3
p up p ge” No [ Yy ¢ JalSIl
| 18. Did attendant check with you whether ~ YES [¥] pd A S 1) Lag elia Cals gall (3883 Ja 18 3
only oil is to be changed or oil with fitter? No [ Yy € il g a3l ol dadd ol s -
19. Did he check using gauge the quantity ~ YES X prd @l Cu Sl (s s (s il all B Ja 19
3 required to be topped up and informed g Al 5l AaS I il i) 3
you? No [] Y fallyy il Ll
s e gyl 3 e Gaadly Cals gall L8 Ja
3 20. Did the attendant check for oil leakages YES lz Ot uﬁ;ﬁi} )315]\.0: ajij e 20 3
under your car from filter and drain bolt? NO D y ; ecy
21. Did the attendant drain the used oil Yes K] o Jaateadl 3l S i Calasall o5 Ja 21
3 3
completely from your car? No [ Y Sl Jls (e
22. Did he ask whether you want the engine  YES [X] B s aall ey S o il Ja 22
2 2
to be flushed and did it if you agreed? Nno OO v Cuslia) ga Jla &t iy
| 23. Did the attendant fill the correct grade as  YES [X] i ol A g g Al cali sl B8 Ja 23 3
you requested? Nno [ y feidh Al dagaall
2
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Scores Critical Areas At Lall Lol
24. Did he request you to start engine and  yES§ o2 48 iy o yaall Qi o588 Of dlie il Ja 24
3 leave it running for one and a half S aat e dids s Ll Ula 4 3
minutes? no [ ¥ fihal y 438 Saal «
. , Gl e /Al gl o (o il sall S5 s 25
25. Did the attendant ensure that the carter YES o )1' I)j. KRR : can
3 bolt is tightened and there are no leaks? it flin Gl il LS lan A 3
olt is tightene > vo O N eyl
26. Did attendant carry out the following Liladll il i) ¢l ol alagall B Ja 26
complimentary checks: -agiuah
ves X
31a. Battery Water top up nvo O bl A )tall ela Al 31a.
na [ by
ves ]
31b. Coolant Water top up NO D b coolant/a_all cla A8l 31b.
na O sy
YES m o Y1 A8 jadl JU e ) Adlua] 31
31¢. Auto Transmission Fluid top up NO D b} ¢ ORI c
(Orsisansil )
nAa [ sbuy
ves [
31d. Brake Fluid top up NO |:| N Jalall oy ALl 31d.
na [ absy
vEs ] =
31e. Gear Qil top up NO (W Y oo A [ peall @y Adlual 31e.
na [ iy
ves I
31f.  Air filter cleaning no [ y dogll b 31F,
na [ sy
YES % a
31g. Wiper Water top up NO ¥ gla i el ole i) 31g.
na [ sy |
ves ] @~
31h. Clean engine using air gun no [ Y ehaell e plaily 8 el cadas 31h.
na D sy
YES Fo e i - R
3| 27. Were any of your questions related to % P: Adleiall il e (o) e AlaY Qi da 27 3
lube change answered? NO PG\ TS - W PO
na [ sbuy
) ) ) . YES X Am&@daczﬁ;&}él?\idm 28
3 28. 5113 (t:r;? ?staff place the mileage sticker in NO % N e Ll dilsal Jh e LS 3
nAa [ shiy 95
ves 0w
4 29. Were you offered a receipt voluntarily? ~ NO m Y Llial 23l Jea s dlile (a e da 2914
na O sy f\vyw\ 29 WS UP Sy 2
5.  REST ROOMS AND MOSQUE sapauall g (plaadl /ol 55) Aall g 5
Scores Critical Areas EERIR LA POX pATH]
3 YES i 3
30a. Were they adequately stocked with all % ?’: Ay g eall e livuall aaens b e cailS Ja 302
necessary supplies such as goap? NO SCaall Jia
na [ adiy
3
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Scores Critical Areas EEW IR AN PR | il
YES i .
30b. Were they adequately stocked with all % e el Gl jliudl feny 5 jeae <ilS Ja 30b
necessary supplies such as toilet tissue? NO ¥ cell il g 199 Jia
NA [ sy
30c. Were they adequately stocked with all ves B axi sl il il & 8 e ilS da 30c
necessary supplies such as paper towels? NO D y 48 ot Chdliall Jie
(paper toweis are not required where fully Cldiaa g5 vie 4l e 446 ) ) adliall)
operational hand dryers exist) N/A m Gubip Y (31 Al
3 $addn; aall Culg
31a. Were sinks clean? YES E o  al u‘:,‘,“f‘:‘yrﬁ ,\SLJT.)'Ma
require comment when marked ‘No’ no [J ¥ R R A
NA [ sy
- AR WIRER
31b. Were mirrors clean? ves X] - o tf‘fyrfﬁsd?"s‘]b
require comment when marked ‘No’ no [ Y S
NA [ gy
N 0ia I N R | alas P
31c. Were hand dryers clean? YeEs (X e Sl g-\ﬁf:—:ﬁzrﬁﬁm.ﬂc
3 require comment when marked ‘No’ no [ b g Al o Y ALY s 1y
NA [ gy
; fiiki el SISl o
31d. Were dispensers clean? YES m e . ," Uﬁhfy,ﬁhiyr‘jiﬁ. “31d
require comment when marked ‘No’ no [ b il (o2 0 MY Ay ks 1y
NA [ gy
ves ]
31e. Were toilets and urinals clean? Nno [ ¥ ks Jyall Al cilS s 31e
NA [ sy
32a. Were doors clean? ‘ YES M pu ol ?e@,fli;r” \Sl.sdTl 32a
require comment when marked ‘No’ no [J Yy gl o2 MY eyl cals 1)
nvA [ Gy
ves ] =
32b. Were walls clean? Nno [0 v fidas olanll ClS s 32b
NA [ shsy
vEs ]
32c. Were ceiling clean? Nno [ N el Ciull S s 32¢
na O gy
ves Dd .
2| 32d. Were vents clean? Nno O Y fhgds Ml cuilS Ja . 32d
NA [ gsuy A
32e. Were floors clean? ves X - (““*“,,‘;,%“f‘f;f’fid?{32e
require comment when marked ‘No' no [ ¥ el S A
nva [ gasy
ves (X s
32f. Were baseboards clean? No [ ¥ Al sacldll & o liladl 15 cilS Ja 32f
NA [ gy
YES g pri
32g. Were grout clean? NO b Seaakas L3l 1< Ja .32g
nvA [ seuy
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Scores Critical Areas Lauladlt c¥Laal) },mxﬂ

YES o

33a. Were trash containers clean? NO D h'{ faslat dalalll Ciy e cilS Ja 333
NA [ gy

2 - 2

ves 4

33b. Were trash containers not overflowing? NO O ¥ fimili e Lkl iy s i€ do 33b
NA [ geaiy

ves X =

i J 092) dlinie g Adplai plasll A3 ) S
34. Was the restroom smelling clean & no [ g ¢ Osd) 5 ddphs o yeas da 34 2

2 fresh (without any offensive odor)? abeall A Ay S A
NA [ aiy
H Jand aleall 3 Gl jaeadll ages 8 da 35
35. Were all the facilties inside the Yes [ g Lt S S
restroom in good working condition? L. w4 e
2 require comment when marked ‘No’ no OO v sl o2 Y AV S ) 2
NA [ gy
3 €(5) ikl dmall dcld e oIS
36. Was the Mosque premises clean? ves [1 ( ), );“ oy d_\‘;’uf\sﬁ 36
2 require comment when marked ‘No’ Nno 1 ¥ s el e 2
N/A Gekis ¥
Comments: scBadiall [ gadaall
A~ () I pr S ?}’O‘bw
// I -~ v IEN
FOR OFFICE USE ONLY Lagd Cuisall pladdid N
Uscall Skl LAl el aal) "
9 : ion: 1)
to ACTUAL SCORE | _ mAximum | - auation P
Approach and Cleanliness Aalaill 5 ol syt |1

Greetings and Initial Checks | &Y} ciSadills cus il [2
Appearance and Behavior of il sall gl s yedae [3

Staff

Service deaall 14
Cleanliness - Restroom and Clalaad) — dail) |
Mosque Aol g
TOTAL & sanall
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ADNOC

DTs TRIEB UTTo

AL MUHAIJI $/S- 933 N

AL MUWAIJI AREA

. AL AIN
DESCRIPTI ON Qry PRICE TOTAL
VoyagrSIlvequ 1,00 63.00 63.00
TOTAL 63.00
CASH PAYMENT 63.00
U were g

You ed by Operator 1
DATE 02/07/2012 8:05







