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PROJECT: ELARA - Lube Change

SERIAL NO.

2|7

6|3

+

N
Pan Arab Research Center &

[ e wemarat [ [J @555 Eppeo/Enoc [ B @59 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number | Name Number [ Name INur||'|berI
Gender Height Built Spectacles] Beard | Mustachel Ethnic Groups
M ] F JT M]S| T |MIF |Yes[No|Yes] No]Yes| No |indian [Pakistani Filipino [Expat. Arabs| Others:
ROOROOROOXORROO O O K O
EMIRATE ";‘;‘;‘f’:‘ AbuDhabi |  Dubai Sharjah Al Ain g’:;‘ai‘: Aman | RaSAl | Eujairan
O O ] O = O m O |
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
45 013 0|8| S5l o3 olg- |IR°50(13 1#
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday [ Sunday | Monday l Tuesday |Wednesday [ Thursday ] Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
VISIT VISIT <]
O @ O O 0O O 0o O o0 O O
1. APPROACH AND CLEANLINESS A3 4 s,ﬂjﬁ‘ﬁ |
Scores Critical Areas Al Nl Liain
YES o coa
1. Was there proper sign to the Lube no [ q dihic e Al daaljdaddia S da 1
changing bay? S M uad
wva [ sy
. ves I
3 2. \é\:g:;gzé%be changing area clean and NO D g i e dighi cu ) e dihiecalS Ja 2 |3
nva [ iy
ves [ = i .
4|3 Wasthere anyoi leaking and falling on o [ g Sl ae gyl e gl s S a3 4
to the floor of the lube bay ? S 3l st Aihia 4 (Y
na [ adiy ?
YES pes
2| 4. Were the waiting area and table clean? NO [] Yy Shayda; d Ul ety Adhie cailS o 4|2
va O abyy
o B YES o
2 5. \\Lvoarii:ée?telewsnon in the waiting room NO D N ¢ JUATY dbg 8 Jan sl S 52
NA [ iy
ves A o .
6. Was the board displaying complimentary ] q Al lgle el Al dasll S da 6
services neat and clean? Cadu)ai 5 40 ya Aglaall cleaad)
{ na O ssay
2. GREETINGS AND INITIAL CHECKS Y sl cua 2
Scores Critical Areas Tl a¥laall Lot
3|7 Was there any delay in approaching ves [] px e/ 8 8 el ldia oS ds 7 3
customers? no R y Sonbll g Cals gall
8. Were you greeted in a friendly manner ~ YES X px Gstul) A3k e cua il a8
(pleasant feeling)? No [ Y ¢ (z o4

51 If no, please describe behavior: Was it
arrogant, without any expression, normal
etc.....

S Ja il gall & glos Cam g3 a8 2la <Y 1)

sde oadl o i ¢ il Chusly

¢
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Scores Critical Areas Al YLaalt PATHI]
9. Did he guide your vehicle for positioning  ygg [X] : Gl S el L Gals oall LG

3 at the stopper and asked you to switch X ™ ::u o ‘,5‘15.-‘ Y s « dA 9 3

the engine off? NO D ¥ "-‘)*“'“i:-"L‘"U lia Calha g3 5l ey
10. When asked by customer, was the . IS da Jaandl (o cads sall S Ladic 10
attendant knowledgeable of different ves [X - "’qu N o }A g '

5 P . . ulﬂdbu_,.ﬁ:jlu\._;_p/&\y‘gmeh 5
grades of oil, filters and their relative N D y . o
benefits? : o Tleta JS 230 48

YES : . .

41 11. Did he offer the waiting area to you? NO g “: SV A8 e 4 i) elle (e da 11 (4

4| 12 Did the staff thank you as you were yes [ w £ )ola3 € Lty o S Cilapl 8 Ja 12 |4
leaving? No [X] y HESA ¢ :

3. APPEARANCE AND BEHAVIOR OF STAFF :rmg.s\,h‘g Gl gal) e 3

Scores Critical Areas L) c¥Laall Ltaill

. ves A  w
3 13. Z\:lzstitc:l;?umform of the attendant neat No [ Y ey il ualall il Ll S Ja 13 13
NA [ shuy
vEs I ., .

3| 14. Was the attendant wearing visible no [] q ey A8y (55 3 3 g3 gall Cala gl (IS s 14 3

nametag? Lod M qdqae'—g $z s s dand Lgale
YEs PJ W .

3| 15 Was he able to communicate with no [] g o dalsill e 08 Gl ol S Ja 15 3

customer? RSB
NA [ gy
ves 4~

4| 16. Was staff courteous / friendly? No [ y Sladalf/laga g cals sall S Ja .16 | 4

va O sesy

a. SERVICE daadll 4

Scores Critical Areas EEW I N PN Jalasty

; 23S o) aaailly cals ool A8 Ja
17. Did attendant check whether you need YES m i u U u)d P )A‘ f 7

3 top up or complete oil change? S0 o ol Gl ALY s 5 L) 3

pup p ge: NO D Yy ¢S

3| 18. Did attendant check with you whether ves [X] ax 08 S 1Y Lad e Cala ol (3385 Ja 18 3
only oil is to be changed or oil with filter? € el gy 3l LT dass g 0 s

NO b E) @ D A o
19. Did he check using gauge the quantity ~ YES K] an el8iuls il (5 siven (uliiy Cala gl W3 Ja 19

3 required to be topped up and informed G G 3l Aas I Gl uldal) 3

you? Nno [ ¥ felly Gl \gil)
i O < i O e Al Calh gall A8

3 20. Did the attendant check for oil leakages YES M el uﬁjfi )ﬂﬂ" . a}:ij _i 20 3

under your car from filter and drain bolt? Nno [ N KR A
Sy ol

4| 21. Didthe attendant drain the used oi YES A Janiadll a3 S g i Cilapal) 6 Ja 21 3
completely from your car? No [ Y Pl Sl (ge

o | 22. Did he ask whether you want the engine  YES R Pl el e b S o ellla Ja 22 5
to be flushed and did it if you agreed? Nno [ y feliddl 5o Jla A Al

g | 23. Did the attendant fill the correct grade as  YES X axd 3l da o/ 5 Alaly il sl B8 o 23 3
you requested? Nno [ y flidh Al dapaall

2
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Scores Critical Areas Al e alt Jataslt
24. Did hg requgst you to start engine and YES A el Jakitly o 58 o e il Ja 24
3 Iegve it running for one and a half D Cimd s 4383 daal izl Al 3 3
minutes? NO k| 9 AL -+ s
3 25. Did t.he_attendant ensure that the carter YES & p uiﬁ);ﬁﬁ:‘jlﬁzb ﬁlf;_.i: 25 3
bolt is tightened and there are no leaks? NO D y i i ?uun
26. Did attendant carry out the following Llaall Cla gadll ¢l by calagall 8 626
complimentary checks: -l
ves ] ~
31a. Battery Water top up NO D b Il ela Adlica) 31a.
NA [ sy
ves X
31b. Coolant Water top up no O coolant/s sl claibal 31
va [ sy
ves I o~ .
31c. Auto Transmission Fluid top up NO D v VA Al Jas )\P _u) -uLa\ 31c.
(Crspansl i)
na O sy
YES ol
31d. Brake Fluid top up no [ ¥ daill ey sl 31d,
nA [ sy
ves X]
31e. Gear Oil top up no O ¥ wos i el oy dls) 3e.
nA [ sy
ves K|
31f. Air filter cleaning no OO v el caks 31,
na [ ahuy
ves I
31g. Wiper Water top up NO D b glash claliad ole ddlzf 31g.
va [ iy
YES px
31h. Clean engine using air gun NO |:| N el et plasiuls o paall il 31h.
na [ aksy
3| 27. Were any of your questions related to :EOS % : dalaiall lilind (e gf Je "*Tﬁ\é}“ u‘u ds 27 3
lube change answered? Sy M et Agleay
na [ sy
N/ . - . -t b4
3 28. aig ;I;? gtaff place the mileage sticker in :“E)S ?’; = @mﬁ:ﬁ;iﬁ;ﬁ 28 3
' A [ ey €6
ves B
4| 29. Were you offered a receipt voluntarily? ~ NO O Yy $LoLA) A2l Jeay e (e da 2914
na [ ahuy
5.  REST ROOMS AND MOSQUE s dpwsall § (alaadl [l ) Aalpl Gi g 5
Scores Critical Areas bt CYlall Jatasl
3 30a. Were they adequately stocked with all YES E = iy g pall Cle 3l arens 3 3¢2e il Ja 302 3
necessary supplies such as soap? NO D ¥ 0 gball Jia
na O gy =
3
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Scores Critical Areas Al YLl Jatally
YES i .
30b. Were they adequately stocked with all NO % "; A gl il il xiany 5 jeae <ilS Ja 30D
necessary supplies such as toilet tissue? Sallgil) (3599 Jia
NA O sy
30c. Were they adequately stocked with ali ves [ ani Aol cle il &3 8¢ S s 30c
necessary supplies such as paper towels? o D ¥ ¢4 13l adliall Jie
(paper towels are not required where fully Glitae 8 65 vie 45l pe 44 ) 4l adliall)
operational hand dryers exist) nva B4 Gehis ¥ (Y
- TR MESPER
31a. Were sinks clean? ves K] - “--y:l:dl_\yrﬁ;l?'{ma
require comment when marked ‘No’ no [ ¥ grasill (o> Lyl k)
NA [ gy
; AR RWIIERT
31b. Were mirrors clean? ves X pr ol ':y" )L:] ru ‘ISJT' |'31b
require comment when marked ‘No’ Nno [ b gl o e iy
Nna [ sy
2 ; A5 50, Cliias s
31c. Were hand dryers clean? YES X '):dlw ‘54{2“ R ‘uj .lsdi“sm
3 require comment when marked ‘No’ no [ N = e ¥l il 1y 3
NnA [ gy
H faals; o pliall liSle culg
31d. Were dispensers clean? ves B o sl i "Y':—ILL ru:gl:‘.31d
require comment when marked ‘No’ no [ ¥ CanS T e i) cals 1y
Na [ suy
YES pi
31e. Were toilets and urinals clean? Nno [ N ke Jpall €4l cilS Ja 31e
nA O iy
X 3 faadat o W il
32a. Were doors clean? YES I i ‘,,\J,,"—' ajfyr‘j ‘LSJTM.SZa
require comment when marked ‘No’ no [ Y gl o2 P Al s )
na [ gy
YES pad
32b. Were walls clean? No [ N $aaudn el cuilS Ja 32b
Na [ gy
ves A =
32c. Were ceiling clean? no [ ¥ fendai Caadl S o 32¢
NA [ Ggauy
ves X =
2| 32d. Were vents clean? no [ Y fagds: MUl S s 329 | 2
Nna [ gy
; faada; il Y culs
32e. Were floors clean? ves L1 gl " g LJ\A}!\uj ,\SJT.JSZB
require comment when marked ‘No’ no X ¥ Gt e ARl
r oanP/oo/ wA [T gy
ves X
32f. Were baseboards clean? Nno [ N Al sacldl) & ) dailall i) 51 cailS U 32f
Nna [ sy
ves B
32g. Were grout clean? Nno [ N feiulis LU S da 32g
na O sayy

F-N
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Scores Critical Areas EEIW AN BN Jalail
ves [
33a. Were trash containers clean? NO I:l ¥ faa,da abaill sl cilS J» 334
” NA [ iy )
ves I o
33b. Were trash containers not overflowing? NO O ¥ fhails pe dalall Glyds <ilS Ja 33b
NA [ gy
YES pi L ]
2 34. Was the restroom smelling clean & NO D N g;‘ O5%) Aliaias Aylas plaall A cailS Ja 34 5
fresh (without any offensive odor)? Fplenh S dga S A3
NA [ iy
! Jaxi alaall b @ gt gpen i€ a3
35. Were all the facilities inside the ves & Fatet = e ot S
restroom in good working condition? . s I
2 require comment when marked ‘No’ no [] ¥ C‘P‘U‘“ e MY s Y 2
NA [ adiy
; £(5) askai anawall dcl ) i o)<
36. Was the Mosque premises clean? YES ﬁ pr ( ). ,Ed\ ’ ,,:;, &j\;ﬁ"ets ﬁ .36
2 require comment when marked ‘No’ NO D ¥ b el as AR 2
NA [ gy
Comments: siaadall / gaedlf
Con Hap A Narmg 1Y BuT  couLd NoT REAp THE  NAmE (B EcpusE
He W wearing A ThereT.
FOR OFFICE USE ONLY Laid (asall aladsud
Alaccall Jatais Llaill Jde ¥ aall . p
0, 0 . - ‘
% ACTUAL SCORE | maxmum | Fvatuation e
Approach and Cleanliness aldaill y cal @YY 11
Greetings and Initial Checks | ¥l <l s cam il 12
Appearance and Behavior of R .
Staff s gall sl s elaa 13
Service iaaall (4
Cleanliness - Restroom and Glalaalt — aBi |
Mosque daall g
TOTAL £ ganall
+ 5 +
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SERIAL NO.

2|7

ADNOC DIoTRIBUTIDN
IND. AgEﬁA§¢S - 942

| AL AIN
DESCRIPTION Q7Y PRICE  TOTAL
VoyagrSilveriL. 4,00 14.00  56.00
AL 56.00
CASH PAYMENT 56.00

You were served by Oper tor 1
DATE 02/03/2012 13:17 T1 52 01 1474

Thanks for Shopping .....







