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PROJECT : ELARA (Lube Change - FINAL 2012)
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PROJECT: ELARA - Lube Change

SERIAL NO.

2|7

0

e

+

4@.
Pan Arab Research Center @

Dabuy Emarat [ O s Eppco / Enoc IE g Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
1031 b sl _0dayy HEEN
Gender Height Built Epectacled Beard | Mustache] [ Ethnic Groups
M| F JT M [SJT |MI[F Yes | No | Yes | No | Yes [ No [Indian [Pakistani|Filipino [Expat. Arabs| Others:
FOROODROOORORROO O 0O X O
EMIRATE V;:Ztlf)'n" AbuDhabi | Dubai Sharjah Al Ain ‘érl'l‘v';‘aﬂ Ajman K'::ismAlah Fujairah
Ol ololo | ®m|o|lolold
SITE ID Month Date Amount (Dhs) # of vehicles |~ ~#of staff Time In Time out
2 Ol | 1|8 | blo 072 [ ol 3[2015K0:30
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 VISIT
0 O O 0O O O O ad X O O

1. APPROACH AND CLEANLINESS

Al g B 1

Scores Critical Areas Aot el Lt
ves &I, & . A .
1. Was there proper sign to the Lube no [ N dibie Jle AWM ia i jdsdaddia g8 da 1
changing bay? pYCTI Y
na O sy
. ves X o
3 2. \é\ﬁ;:;;zég?be changing area clean and NO D Y S e Akdal i i filaie Cuil dm 213
nva O sy
ves [1 . . s
4|3 Wasthereany oil leaking andfallingon |0 ) q oo dys eyl dia dsd 3,
to the floor of the lube bay ? - Sy ) s Adlaie 3 (0 Y
na [ by j
ves B ~
21 4. Were the waiting area and table clean?  NO | ¥ Sl ol 5 Uiyl ddlaie clS Ja 4|2
‘ na [ adsy
5. Wasth ision in th iti YES E o
25 Woariiage?telewsmn in the waiting room NO D N ¢ LYl A e b G sl S da 5 |2
na O sy
ves O s o
6. Was the board displaying complimentary [ g Aol lgde el AMaadlcis a6
services neat and clean? faadai ¢ A pe Aglaall cileadl)
na [ sy
2. GREETINGS AND INITIAL CHECKS ™ A cSpdall g qua 2
Scores Critical Areas Laladt Lol Ll
3|7 Was there any delay in approaching ves [] pd RS I I B VENL P E EE N T 3
customers? Nno [A N Sl i gas cala gall
8. Were you greeted in a friendly manner ~ YES E’ px ) Gy iy dh M S s 8
(pleasant feeling)? No [ Y ¢ (A
S Ja reaka gadl & Cia g a8 ela y oY 1)
51 If no, please describe behavior: Was it u‘ de Ljf . ﬁ: j:_‘i o 15
arrogant, without any expression, normal & Rl e a4 s :-f-mu. 2
etc..... | ¢,
+ 1
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2 +
Scores Critical Areas Aot ctaal Jal&sl
9.  Did he guide your vehicle for positioning  ygg ; Lall Gl el b Cals ool L6

3 at the stopper and asked you to switch NO E ?: :; |‘:', ) j&m uﬁ;} b\jjl LL:J; 9 3

the engine off? el paall (ks - v =
10. When asked by customer, was the . S da draall e il gall J s Lodie 10
attendant knowledgeable of different YES E g Qr-u e }d > ’

5 S . : c.aly.\s]buy)nuléjA/&lylu_dM?lc 5
grades of oil, filters and their relative Nno [ N v o R
benefits? flebo JS il 4

YES i .. .
4| 11. Did he offer the waiting area to you? NO % ‘a: ¢ Uiy 48 e OBV e (e d 11 (4
12. Did the staff thank you as you were YES m px € dir et . .
4 leaving? no [] q FONR oS iy ol ,Sy il gl ida 1214
3. APPEARANCE AND BEHAVIOR OF STAFF TpeS Sy Cpils gal) e 3
Scores Critical Areas Al c¥al PAI]
YES axl

3 13. \;\r/]zsﬁ?ﬁ?umform of the attendant neat NO g ¥ ey Gl el Gkl Gl S s 13 3
NvA O ey
vEs B

3| 14. Was the attendant wearing visible no [ N Dk Ay (o 3y 3 g sl il gl IS 14 3

nametag? $7 guin g1 dan)
Tyas 3
na [ siyy
YES pad .
3| 15 Was he able to communicate with NO g q o deal sl e 1508 Gl sall 1S a5 3
customer? SO
NA O sy
YES ]
4| 16. Was staff courteous / friendly? No [ ¥ fladal/laga s Galasall IS 16 14
|| NA [ ssuy 2
4. SERVICE RN ]
Scores Critical Areas T e T LG
; | Cel I J Bl ol gl L3 .
17. Did attendant check whether you need YES m - u u ;qu P fd ..r‘ B17

3 ¢ lete oil change? RO o o) Sl AlaY plias s ) 3
op up or complete ge? No [ N e el

3| 18- Did attendant check with you whether ~ YES K1 s 8 S ) Lad i Cals gl (3ia3 Ja 18 3
only oil is to be changed or oil with filter? no [ y $ ol gy 3 o dadé oy 3l s

19. Did he check using gauge the quantity ~ YES @ pad Il Sl (s g (uly ol sall B a1 Q

3 required to be topped up and informed e Ay AS I Goanll i) 3

you? no [T Sl Gl il
oo Sl oyl saacilly caly I ald Ja |

3 ( 20. Did the attendant check for oil leakages ~ YES g~ uﬁu/fbu: A D}ij, e 20 3

under your car from filter and drain bolt? No [y S e o e a3
'y

3| 21. Did the attendant drain the used oil YES m o el a0 S & iy ol gall pld da 21 3
completely from your car? No [ y Ol b (e

2| 22. Did he ask whether you want the engine ~ YES Q il Jue yy S o il Ja 22 2
to be flushed and did it if you agreed? NO D y Tubiadl oo Jla & dlly

3| 23. Did the attendant fill the correct grade as  YES M Sl A e B Al il sl W6 Ja 23 3
you requested? Nno [ y Neilhs 3l damial)
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Scores Critical Areas Al el Jaaa

24. Did he request you to start engine and  ygs§ o Ay o paall Jydiy s of e il Ja 24
3 leave it running for one and a half S n s Aads sad) el e s 3
minutes? no O b iy 483 5ad Syl <
. ol 8 e /A geba (f (e caligall 3SU Ja 25
3 25. Did the attendant ensure that the carter YES m s iﬂﬁu& A_&i& j e Adde 3
bolt is tightened and there are no leaks? NO D N eyl
26. Did attendant carry out the following Tglaall clia sadll of jals Calagall 8 s .26
complimentary checks: |
YES % o
31a. Battery Water top up NO Yy Ay thaall ole ddli) 31a.
na [ sy
ves D
31b. Coolant Water top up no [ k| coolant/ yll ele il 31b.
na [ sy
YES m = .
135 B e Cu § il
31c. Auto Transmission Fluid top up NO D b e J\*? 0 u‘“’ 3te.
(0 5anit i)
na [ sy
YES ol
31d. Brake Fluid top up no O N Jab il g 5 dila) 31d.
na [ iy
YES % p
31e. Gear Oil top up NO b oy Al el 2y 5 Al 31e.
na O sssy
YES o
31, Air filter cleaning no O v sl lwln 31F.
na O ahby
YES % psd
31g. Wiper Water top up NO N gla W lalial cla ALl 31g.
na [ iy
ves I
31h. Clean engine using air gun NO D N ehsgl et pladinly o el Caidali 31h.
na O sbsy
YES L C .
3|27 Were any of your questions refated to D ?’; Al dlitind (e o} e LY Qi da 27 3
lube change answered? NO e il Adaay
na [ sduy
ves B] a0 e g Guale i cilisdi s 28
28. Did th | th i ti i '1‘1""'. -
3 8 thlg }:; ;taff place the mileage sticker in NO D N o ] Adloaall /) sia sLSH 3
nva [ abuy €5l
ves I o=
4|29, Were you offered a receipt voluntarily?  No [ Yy $bial Al Jeagdile Gaje b 29 |4
wa [0 abuy
5. REST ROOMS AND MOSQUE saavwall g (alaad) [l 6) dal M 2 5
Scores Critical Areas Al @Yl Laal
3 ves B 3
30a. Were they adequately stocked with all O el e i e 8 e S Ja 303
necessary supplies such as soap? NO ¥ SO sball Jia
va [ abiy —
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Scores Critical Areas Agalalh cylaaly Latail
, ves 1w C
30b. Were they adequately stocked with all m sl Gle Sl maens 3 jeae il Ja 30b
necessary supplies such as toilet tissue? NO ¥ cull gill g 193 Jie
NO TojLET TIssves NA [ sy
30c. Were they adequately stocked with all ves [ au sl Gle el aans 5 jeae <l Ja 300
necessary supplies such as paper towels? no [ v 48 ) o)) Cidliall (Jie
(paper towels are not required where fully Gladaa A5 sic 4y gllae e 44 ) ) auiliall)
operational hand dryers exist) Na B sy (¥ A
31a. Were sinks clean? YES @ i 2 3l ! ‘,,“,‘,'I:AL:S‘ ﬁ‘isd?.l'ma
require comment when marked ‘No' no [ Y sl om o MY A calS 1y
Na [ sayy
- PN =
31b. Were mirrors clean? YES m p ol . ‘:"Ulj“ \S dT "31b
require comment when marked ‘No’ Nno [ ¥ sl o2 MY Y g 1y
NA [ sy
- - TR ——
31c. Were hand dryers clean? YES pr . T’lﬂ qf?‘,,u.m: ‘quS dk 31c
3 require comment when marked ‘No’ No [ ¥ gl om0 Y Y il 1y
NA [ gmuy
- TR P
31d. Were dispensers clean? YES e ol Uﬁl“"’n,ﬁ"iu ‘quS d .31d
require comment when marked ‘No’ no [ ¥ g sl o MY e s 1y
Na O sy
YES pad
31e. Were toilets and urinals clean? no [ ¥ $aadas Sl Sl culS Ja 31e
NA [ gy y
32a. Were doors clean? YES m pud _— ’ .‘,,“,,L‘f"w w‘s d“. -32a
require comment when marked ‘No’ no [J y Gl o2 YT A s 1y
NA [ gy y
ves b
32b. Were walls clean? Nno [ Y Al GUanll culS Ja 32
NA [ sy
YES ard
32c. Were ceiling clean? NO N feahi Catall S s 32¢
NA [ gy
vEs K]
2| 32d. Were vents clean? Nno [ 3 fadula MUl il s 32d
NA [T gmuy
32e. Were floors clean? YES m axd & i ?M“@}f’f‘ ru‘s JT .32¢
require comment when marked ‘No’ Nno [ Y caa sl 2 MY A S 1y
na [ gy y
ves [X]
32f. Were baseboards clean? No [ ¥ ik sae @l & o) hilall ), 5 calS s 30f
Nna [ sy
YES P
32g. Were grout clean? No [ ¥ Pl LU (S U 32g
NA [ gy
4
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Scores Critical Areas Al @Yl PAYHI]
YES pad
33a. Were trash containers clean? NO D bt eag dolaall ciy s il Ja 332
) NA [ @by )
YES pxi
33b. Were trash containers not overflowing? NO (| ¥ faild e daladll Sy gls culS Ja 33b
NA [ asby
YEs bd o o ,
o |34 Was the restroom smelling clean & no O ¥ st 05n) Adiay Aigdas alasd) Aad) ) cilS o 34 5
fresh (without any offensive odor)? olanl) A S Asd,
NA [ ahiy
; s sl 8 ol gl apen ilS Ja
35. Were all the facilities inside the YES oo ol f Sl g SR IS
restroom in good working condition? L. < R
2 require comment when marked ‘No’ no [ ¥ gl o2 MY Y S 1) 2
NA [ ey
5 £(5) ik dawall Acl ) e oIS
36. Was the Mosque premises clean? YES e ( ). }:J\ ’ ,,;: &Lﬁfsﬁ .36
2 require comment when marked ‘No’ no [0 v canl lt S ) s 2
NA [ iy
Comments: scliadlall [ gabadll
FOR OFFICE USE ONLY Load caagalt pladiu
Agalt Jalailh LAl ey sl . X
0, g . . ]
%o ACTUAL SCORE | maAximum | Evaluation el
Approach and Cleanliness Aalaill 5 ol yBYY |1
Greetings and Initial Checks A N1 Sl 5 s A 12
gg)f?arance and Behavior of il sall A ghss selie |3
Service sl |4
Cleanliness - Restroom and clabaall — A8kl |
Mosque 2asall g
TOTAL £ gaall
+ 5
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SERIAL NO.

2|70

ADNOC DISTRIBUTION
AL MOTAREDH S/S-939
AL MOTAREDH AREA
AL AIN

DESCRIPTION QTY  PRICE TOTAL
VovagrSilveril 4,00 14.00 56.00
TOTAL 56.00

CASH PAYMENT 56.00

You were served by Operator 1
DATE 13/06/2012 20:36  T1S3 01 2905

THANKS FOR SHOPPING. .







