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PROJECT: ELARA - Lube Change

SERIAL NO.

2|75

/

+

+

N
Pan Arab Research Center &

O < Emarat | [ @595 Eppeo / Enoc [ B @ Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR #
‘ Name Number Name Number | Name - Number
053 hroon o1 |2akosda | | | ||
Gender Height Built __ [Spectacles  Beard | Mustache] Ethnic Groups
M F JTIMIS|T[MIF ['Yes | No | Yes [ No | Yes | No_]indian [Pakistani|Filipino [Expat. Arabs| Others:
RORODOOROOROROR R O O O O
EMIRATE VI::Z?;:‘ Abu Dhabi |  Dubai Sharjah Al Ain ‘é’:‘:v“aﬁ Ajman Kﬁiism::h Fujairah
O O O O X O m O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
3 40] 0l |2]9 [32[col 0]l |O[R 13:42]13:59
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
st T K O O vst | O O O O O | K
1. APPROACH AND CLEANLINESS -48all 4 g\j\'&"_ﬂ K|
Scores Critical Areas FII U PO Lot
ves X m A .
1. Was there proper sign to the Lube dhaie o AV Asalgdagl da S da 1
. Nno O ¥ o
changing bay? AT T
nva O sy
_ YES o
3 2. \é\:g:r:izi(lj%be changing area clean and NO D A e A it il S Js 2 3
va [ ssuy
vyes [ = . _ o
4|3 Was there any oil leaking and fallingon -\ g e ae syl o gl s g8 da 3 4
to the floor of the lube bay ? Sy 3l s didaia ()Y
na O sbsy ’
ves =
21 4. Were the waiting area and table clean?  NO D y Cagla; Al Uall 5 ey ddbaie WS Ja 412
na [ sy
5. Was the tel vesbd o
. the t ision in th iti el t: s & -
2 Woariinge?eewsmn in the waiting room NO D v ¢ jany) 1 g @d*’-,'())eﬁu‘ Jsd 512
na O by
ves [ o s s
6. Was the board displaying complimentary [ y Al lede elal A Aa s Ja 6
services neat and clean? £aa,dai 5 45 ye dnilaall Claaadl
NA Bl sy
2. GREETINGS AND INITIAL CHECKS A0 ) il g s A2
Scores Critical Areas Al Ll Iaail
3|7 Was there any delay in approaching ves [ px s/ b yali gl da QS a7 3
customers? no A Yy SOl ga Cala gall
8. Were you greeted in a friendly manner ~ YES 4 ax sl s da ke cua il da .8
(pleasant feeling)? Nno [ ¥ ! (g A
IS Ja el gall @ sl (g o8 Sl ) (Y 1A
5| If no, please describe behavior: Was it ‘i . \:;] i;: ;i S 5
arrogant, without any expression, normal G R 08 O )T kA
etc..... €&
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[?cores Critical Areas Sl el BATH]
9.  Did he guide your vehicie for positiqning YES PELIW N Gl I il ali gall Aida 9
3 at the stopper and asked you to switch ¢ R . Lo 3
the engine off? NO D v .kﬁl);a.“ ‘L;KLJ u‘ lia k,\lL_, n_)l-)ua“ u\.g}!
10. When asked by customer, was the o . 1< Laxdl e il gall Jon Lonie
5 attendant knowledgeable of different YES e S“jﬁ‘ ‘fj ‘ )” d:‘: / ‘}}j de 10 5
grades of oll, filters and their relative No [] g S akiare ! ple
benefits? fleba JS il
YES y
4| 11. Did he offer the waiting area to you? NO g : LY 4 e b Y elle (e Ja 11 (4
4| 12. Did the staff thank you as you were YES [ € 5 i€ Ly o S ol ol L5
leaving? NO D N [ i Sy 5ol I da 12 4
3. APPEARANCE AND BEHAVIOR OF STAFF eSS ol s (il gall e .3
Scores Critical Areas Lyt el aad
. .
3 13. Z\ézsﬁ?ye?umform of the attendant neat NO D Y ey Gl el Gl gl Gl S Ga 13 (3
NA [ gy
YES axd .. .
3| 14. Was the attendant wearing visible NO ﬁ q ey Ay (61 33 3 n gl il ol IS Ja 14 3
nametag? Sz a5 danl Lgle
NA [ adsy
YES o .
3| 15. Was he able to communicate with No [] q & daal sl e T8 Gl sall S s 15 3
customer? fos
nvA [ sy
YES al
4| 16. Was staff courteous / friendly? No [ Yy Sakl/lasny calsdl S Ja 16 |4
NnA [ smyy
4. SERVICE il 4
Scores Critical Areas L) el )
; 28 ) e Baall aly Vald s 17
17. Did attendant check whether you need ~ YES X o = uu)d a }d i L
3 t r complete oil change? 20 el S U BB g liad s 3
op up or comple ge” no [] g e,
3| 18. Did attendant check with you whether ~ YES @ ard 2P S 1Y) La lie ol sall 335 Ja 18 3
only oil is to be changed or oil with filter? No [ N €l <y 3l A dad ey 31 s
19. Did he check using gauge the quantity ~ YES 4] pad b a6 e iy Cili gl JG a1
3 required to be topped up and informed g W Gyl s I Gl Ll 3
you? Nno [0y flldy il L)
o a0 e iy i 5l A6
3| 20. Did the attendant check for oil leakages YES [~ e <= “ﬁ i i s ’:{j e 20 3
under your car from filter and drain bolt? Nno [J N SR ORI ]
ey 3l
21. Did the attendant drain the used oil YES B el 3OS & i Cala gal) i da 21
3 3
completely from your car? No [ y feli e (e
22. Did he ask whether you want the engine  YES Al el dae a5 S o) el Ja 22
2 2
to be flushed and did it if you agreed? Nno [ y Ceiliad) oo Jla 0 iy
3| 23. Did the attendant fill the correct grade as  YES E axd Sl A )ofe 5 Adlaly cali gl S8 Ja 23 3
you requested? No [ y gl il dagniall
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Scores Critical Areas Tl ailaal) PATHY]
|24 Didhe reauestyou tostatongieand v [ e asm, dosd dathosf o S ok 8 241
minutes? no O y Chual g A sad Judill s B
3 25. Eid t.he'attendant ensure that the carter YES m o uiﬁgﬁﬁjlij j‘_\:t;_ﬁ 25 3
olt is tightened and there are no leaks? NO D N tcu sl
26. Did attendant carry out the following , Ll Cla gadll o) el bl B Ja .26

complimentary checks: il
ves B
31a. Battery Water top up NO D N ay el ela Adla) 31a.
R ECY
ves N
31b. Coolant Water top up NO O b} coolant/2 ! ele =) 31b.
N/A % iy Y
YES axd o L
31¢. Auto Transmission Fiuid top up NO D b DAl G JL(“:;:::‘A;)\ 3tc.
na [ sy
ves A~
31d. Brake Fluid top up no O Y Saljall 5 Ailis) 31d.
na O ssuy
ves A
31e. Gear Oil top up no [ y ool mllcy; el 3e.
NnA [ iy
ves [~
31f.  Air filter cleaning no [ y cpel glals 31F,
na [ adiy
ves @
31g. Wiper Water top up no O N o clabiual ol 4L 31g.
W RESY
YES pad
31h. Clean engine using air gun no O Y el et pladiuly O jaall caidals 31h.
na [ sy
3|27 Were any of your questions related to ::)S % ?: daleiall il (ya s uic 3-..’\—?‘}“ iw da 27 3
lube change answered? S Mt Aoleay
nA [ sy
5| 28 aig é’;? staffplace the mileage sticker in :ZS_ % ?’; = @mﬁijﬁﬁ;\ﬁ 28 3
4 wa O sy 95 sl
ves A
4| 29. Were you offered a receipt voluntarily? ~ NO D ¥ NP P L Jasdlle (e da 2914
na O sy
5.  REST ROOMS AND MOSQUE sl g (pLad) faugdt ) Bl G 5
Scores Critical Areas Taubadl) ¥l L
3 30a. Were they adequately stocked with all YES m . iy 5 peall il Jlinal) arans 3 jene S 4 30a 3
necessary supplies such as soap? NO D ¥ ¢ gebeall Jia
na O gy
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Scores Critical Areas Lol ¥ Jatai]
YES i .
30b. Were they adequately stocked with all E ‘”: 4y pall Cla 3l & 8 jeae ilS Ja 30b
necessary supplies such as toilet tissue? NO bl il 3599 Jie
NA O geuy S
30c. Were they adequately stocked with all ves [ ad ) 5 el Sl liuudll & B e <ailS s 30c
necessary supplies such as paper towels? no [ ¥ 048, ol Cadliall Jie
(paper towels are not required where fully Glidaa B0 vie dy5llaa 4 48 5l adliall)
operational hand dryers exist) NA [ gayy (Y1 2
= Sk Jubid) s
31a. Were sinks clean? YES i ol '--y'fjlwﬁ \isda:.‘.31a
require comment when marked ‘No’ Nno [ Y 2l o> AR )
NA [ gmyy
X p R I BWTIERTTS
31b. Were mirrors clean? YES LA ol - u‘l)j\jlu '15%331 b
require comment when marked ‘No’ no [ ¥ gl o SRR
NA [ gasy
P |} Olddas il
31c. Were hand dryers clean? YEs [ gl ‘;Afz!,fu_;yrf Kd;2|.31c
require comment when marked ‘No’ no [ Y e SR e
NA [ gy
: $4akas ) oleall Cilille il
31d. Were dispensers clean? YES K . )ﬂl i "Y':_‘L{_\\Jr\j .lSdTM.S‘Id
require comment when marked ‘No’ Nno [ ¥ Gl e P s
NA [ abiy
YES s
31e. Were toilets and urinals clean? Nno O v il Jal A< colS Ja 316
NA [ gy
RN IENTY
32a. Were doors clean? YES e = g '..y.:'—' ;j;yiﬁdﬁ" 32a
require comment when marked ‘No’ no [ ¥ (G R s it .
va [ gsuy
ves Al
32b. Were walls clean? no [ Y fagln Glandl il Us 32b
NA O gy
vEs A
32c. Were ceiling clean? no O v fslai il S s 32
NA [ gy
YES pad
32d. Were vents clean? NO L__] ¥ fagdas Ml culS s 32
NA [ sy
32e. Were floors clean? YES IE pri ! S%,,?,%‘zf;ij;z"32e
require comment when marked ‘No' no [ Yy Gl 2 ;
NA [T amyy
ves [H =
32f. Were baseboards clean? No [ ¥ faghisaelll - 8 /Lilall 1,5 culS Ja 32f
Na [ assy
YES g ax
32g. Were grout clean? NO ¥ il LI (1S Ja 329
NA [ gy y |
4
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Scores Critical Areas Tl el pATH]
ves 1
33a. Were trash containers clean? NO D b hdda; Aalaill iy s 2\ Ja 332
NA [ ahiy
2 2
ves [X]
33b. Were trash containers not overflowing? NO |:| ¥ fhails pe Aeladll iy e cilS Ja 133b
NA [ oy
YES o2

2 34. Was the restroom smelling clean & NO D N (;i () Adada g Aggha aleall 4831, il Ja 34 2
fresh (without any offensive odor)? $(plasdl 4 Agy S Aad

NA [ iy
I Jaxd alaall & <l jgadll asas 2 Ja .35
35. Were all the facilties inside the Yes B S e S
restroom in good working condition? L. o e
2 require comment when marked ‘No’ no O v sl op MY ALY S 2
NA [ asuy
3 €(5) Carkai amall Acl8 i i O
36. Was the Mosque premises clean? YES E px ( ). ,:'d\ ) ,,:;, . L?;“U\Sfj 36
2 require comment when marked ‘No’ Nno [ 0¥ & > st 2
NA [ ey
Comments: rtdaadiall [ aaladll
FOR OFFICE USE ONLY L8l Cokal) p\d&ﬁu\l
FINRTE LAl ey sl . .
0 ; Evaluation: il
t ACTUAL SCORE |  MAXIMUM valuation P
Approach and Cleanliness aallaall g o By |1

Greetings and Initial Checks | ls¥! HSulilly o A |2

Appearance and Behavior of il sl sl s sekie |3

Staff

Service el |4
Cleanliness - Restroom and Gilabasd) — AdUail) 5
Mosque daall g
TOTAL £ gaxall
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ADNOC DISTRIBUTION

AL KUWAITHAT S/S-940
KUWAITHAT AREA
AL AIN

DESCRIPTION QTY  PRICE
VoyagrSilveriL 3,00 14.00
Nissan AF C10 1,00 90.00
TOTAL

CASH PAYMENT

CHANGE

You were served by Operator 1

DATE 29/06/2012 13:59 T1 S3 01 6252

Thank You for Shopping ...

SERIAL NO.

2

7 N

5







