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PROJECT: ELARA - Lube Change

SERIAL NO.

@“‘ 2919

+ +
2
Pan Arab Research Center &

[ i Emarat 1O a4 Eppco / Enoc / E s Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
/ Name Number Name Number | Name Number
DO F Jafer | 14[2(8[3)
Gender Height Built _ [Spectacled Beard | Mustache| Ethnic Groups
TTM [S | T [M[F |Yes]|No]Yes| No | Yes | No |indian Pakistani[Filipino [Expat. Arabs] Others:
&DDDED.DDBD@DE. O O 0O O
EMIRATE V;i;‘li:‘ Abu Dhabi |  Dubai Sharjah Al Ain ‘é’f}v’?aﬁ.' Ajman K’::fm’:h Fujairah
O O O X O O O O
SITEID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
Q1413 ola| '[8 [ 8|9 +— [0l [l6:501% 1#

TIME OF
visIT

07:00- | 10:01- | 13:01- | 17:01- | 20:01-

10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF

0O 0 ® O 0O

vsr | 0 O O O O 0O K

Saturday | Sunday | Monday | Tuesday | Wednesday | Thursday | Friday

1. APPROACH AND CLEANLINESS

REVPRRE- I

Scores Critical Areas bl Y pAH(]
YEs [X e'- -
1. Was there proper sign to the Lube no [ dhie e AVl sl g da 5l dlia IS d‘* 1
changing bay? Sy W s
na O _eahmz
, ves
3 2. \é\:g:ntillzclﬁ?be changing area clean and NO D Y Sy did cy ) e dibiecilS Ja 2 |3
nAa O ahuy
YEs [ . .
4 3. Was there any oil leaking and falling on no B g e de fgs il coped g Mia S da 3 4
to the floor of the lube bay ? eyl s Adlaia b Y
na [ sbsy '
ves I
2! 4. Were the waiting area and table clean? NO |:| b $aaulny A glhall g Ut ddhie cilS a0 4|2
va O sy
o sl
2 5. Woarii;hge?te evision in the waiting room NO D N ¢ LY 42 i dan sl S da 512
nva [ by
ves B0 o e s
6. Was the board displaying complimentary ' 9 Al lgde el Al dallciS a6
services neat and clean? faala) g A5 ye Apllaall Cilaaddl
nva [ sbny
2.  GREETINGS AND INITIAL CHECKS A g cASuEl g cua gl 2
Scores Critical Areas Aaabat) C¥Laall Liail
3| 7. Was there any delay in approaching ves [ px /ol yd) A alih s S da 7 3
customers? No R M) bl sas Cala gall
8. Were you greeted in a friendly manner ~ YES % i cobl)afs i dh el ds 8
(pleasant feeling)? Nno [ Yy ¢ (o
TS U il ol @ e i g1 a8 pla, <Y 1)
5| If no, please describe behavior: Was it Li :3: Lj;x . i& j:_“:\ N J..‘ 15
arrogant, without any expression, normal G X e BED L M. u
etc..... e
+ 1 +
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Scores Critical Areas Ll ¥Laal Ltail
9. Did he guide your vehicle for positioning YES i ) . AL P
3 at the stopper and asked you to switch & =~ :'U - ULS.A_‘ o @_vhl.u_),l.! gfk}d‘ ?‘-f’ JA -9 3
the engine off? . NO D N .éj‘)a.a.“ Lsﬂlaa u‘ Slia L._L‘LJ a‘)l.»\m” &_ﬂLk;\y
10. When asked by customer, was the YES - Sle OS o (sandl e il gall Jue Ladic 10
5 attendant knowledgeable of different Gl gl il o) il s
grades of oil, filters and their relative 0 S SR A S : ple o
benefits? NO ¥ lga JS 200 8
YES i
4| 11. Did he offer the waiting area to you? NO g t ¢ syl dd e OB e age 11 (4
12. Did the staff thank you a ves X : et e e
4 lelaving? ank you as you were o |'_'] e’; € )ola3 i€ Lty o Sty iyl A 124
3. APPEARANCE AND BEHAVIOR OF STAFF raeS sl Cuilisall jglia .3
Scores Critical Areas At YLl Lt
13. Was th iff f VES E N
3 . anzsﬁtd;?um orm of the attendant neat NO D Y0 e Gl ealall s all il S U 13 (3
na [ seny
YEs [ m i .
3| 14. Was the attendant wearing visible No [ y et Ay (50 3 353 gl b gl IS Ja 14 3
nametag? Tz a0 danl Lgile
NA [ sy
YES ol ]
3| 15 Was he able to communicate with no [] y e Qeal sl e T8 Gala sl S s 15 3
customer? oM
na [ sy
YES axl
4| 16. Was staff courteous / friendly? Nno [ ¥ $ladal/lagay el el S Ja 16 (4
NA [ iy
4. SERVICE a4
Scores Critical Areas Al cylaall L
2 -, 23S ) Goad Ganills syl 25 a1
17. Did attendant check whether you need Y E© o = uuﬂ o fA ¢ 7
3 top up or complete oil change? S owid ol ) Bl it s 3
pup ’ NO D ¥ £ JalSiL
4| 18 Did attendant check with you whether  YES R = A S 1Y Lad elie s gall (38a3 Ja 18 3
only oil is to be changed or oil with filter? No | y ¢ a5 oy W Al daid 5 s
19. Did he check using gauge the quantity ~ YES art Rl o 3l (5 Sise Gy Cala gl BB s 19
3 required to be topped up and informed E | NGV S | U P | PR I 3
POl 5 Cpe B8l cabh gl B a
3| 20. Did the attendant check for oil leakages YES P4 i oe LE;\; (_/'jml_“: )mn' ) aj:ij‘ s 20 3
under your car from filter and drain bolt? 0 N e A
Sy 3l
3| 21. Did the attendant drain the used oil YES P Janusall 3l JS G iy Cala gall o6 Ja 21 3
completely from your car? No [ N £l Hlw (e
2| 22. Did he ask whether you want the engine  YES A e g y s o ile da 22 2
to be flushed and did it if you agreed? No [ N bl 5o Jla A Al
3| 23. Did the attendant fill the correct grade as  YES px G 3l As /g 5 Adlaly Cala gl Bl Ja 23 3
you requested? No O Yy el il Aapaall
2
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Scores Critical Areas Al el BRI
24. Did he request you to start engine and  yES ot 48 Ty @ jaall ey a i Of lia alla Ja 24
3 leave it running for one and a half S n « A sadd Ll Al 3
minutes? no [ k! fbuaiy 4afa dadl Jpaddl <
Ll A8 e /A pala () (ye o gl S Ja 25
3|25 El(lit t.hei'a:tendadnt egsﬂl:re that the Icar}(er’? ves & ( s a4y L 3 T A0 3
olt is tightened and there are no leaks? ] N el
26. Did attendant carry out the following Lol Clia il ol jaly il gl B8 Ja .26
complimentary checks: sagiall
ves @ =
31a. Battery Water top up no [ Y i el ela ddlial 31a.
nA [ sbny
YES pad
31b. Coolant Water top up NO [:] b} coolant/s_ll ele ddla) 31b.
nva O abyy
ves A &~
PAS adl Jil e <y ) A8l
31c. Auto Transmission Fluid top up NO D b R ﬂ'j; > ?LT‘ 3tc.
) (O shpamsit yill)
nva [ skuvy
ves (A a
31d. Brake Fluid top up no [ y Sal il cyyiila) 31d.
na [ ahy
ves B
31e. Gear Oil top up no [ ¥ Gl opllcyydilal 31e.
va [ sy
ves R
31f.  Air filter cleaning no O ¥ sl i caln 31f.
nva O abuy
ves
31g. Wiper Water top up no O N ot cilaliad oL 8L 31g.
va O sy
YES o
31h. Clean engine using air gun NO D Vo ebsel) et pladiils o jaall cadats 31h.
na [ by
YES LX Co .
3| 27. Were any of your questions related to E ?’; Aalaiall elilind e g (Jde AW b da 27 3
lube change answered? NO S el Agleny
nva [ smuy
, , o yes Kl 335 0 (uale guin g caligall S5 Ja .28
3 28. alg él;? ?staff place the mileage sticker in NO 1 N o Lk ] Zlosall /20 jin LI 3
nva O by %l
ves B
4| 29. Were you offered a receipt voluntariy? No [ ¥ SR WMl Jeag e e da 29 14
Nna [ sy
5.  REST ROOMS AND MOSQUE tiaall g (alaad) o) 53) Al g 5
Scores Critical Areas Al ¥l PAH]
3 YES i 3
30a. Were they adequately stocked with all % ?’; g 5l e el aren 8 3w S Ja 30a
necessary supplies such as soap? NO Soeall Jia
nva O asiy —
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Scores Critical Areas Al @Yl Jalaih
ES X i
30b. Were they adequately stocked with all N = A pall Cla el jieny 3 e <uilS Ja 30b
necessary supplies such as toilet tissue? NO ¥ ol g8 (3599 Jie
NA [ ahiy
30c. Were they adequately stocked with all ves [ pad sl il jliuall g 3 3eaa <l Ja,30c
necessary supplies such as paper towels? no [J v 4 ol Chdliall Jia
(paper towels are not required where fully Glitae 845 vie 4yl e 48l Cadliall)
operational hand dryers exist) nva X bl Y (Y1 a0
= - TR TR
31a. Were sinks clean? YES Al o 'ﬁ-%f;ﬁlis%{ma
require comment when marked ‘No’ no [ ¥ g sl o " eyl cals 1Y)
nA [ gy
R : Thaas LAl culs
31b. Were mirrors clean? YES I e Ll ':\1" ):wu 'LSJT’{31b
require comment when marked ‘No’ Nno O ¥ gl o Y ALY s 1Y)
na [ sy y
; faglas oY) Cliias il
31c. Were hand dryers clean? YES lz px 2 gl i "-“f,é,,‘lgy‘uf 'Lsd? "310
require comment when marked ‘No’ no O ¥ ol o2 gl S ) 3
na [ gy
N : Saadny o slall clikle cailS
31d. Were dispensers clean? YES o . }ill o "Y':_‘Ix_\{_\\jluj 'LSJTM-?)M
require comment when marked ‘No' no [ bl (Gt TS S
NA [ gy
YES (X
31e. Were toilets and urinals clean? no [ N faida Jouill 484 <l Ja 31e
na O gy
X ; $aadai Ll oY) s
32a. Were doors clean? YES (o ol ’,.Y,,;'J ajly‘ u\gdz\.%a
require comment when marked ‘No’ no O ¥ el e :
Nna [ gy
ves X
32b. Were walls clean? Nno [ y b gUaall ciilS s 32h
na [ sy
ves I
32c. Were ceiling clean? no [ ¥ feaht il 8 da 32¢
NnAa [ gy
ves 4
32d. Were vents clean? Nno [ Y fAgday Mual cailS Ja 32d |2
Nna [ gy
X ; $hadai iz Y1 Culs
32e. Were floors clean? YES X o 2 5l . "\1': LJ\AW dé?jsze
require comment when marked ‘No’ no [J b Gt e S . :
na [ gy
ves 4
32f. Were baseboards clean? Nno [ y faab sac Ul & ol flailadl i) S b 32f
na O gy
ves A
32g. Were grout clean? Nno [ ¥ faplas B (S s 32¢g
A [ sy
4
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Scores Critical Areas » Tl el Lalai
YES pad
33a. Were trash containers clean? Nno [ 0y $aalas Aebaill iy gla <l Ja .33a
) NA [0 Gasy )
ves
33b. Were trash containers not overflowing? NO D b faails e Al cibgla il Ja 33b
NA [ asuy
YES A o o ]
2 34. Was the restroom smeliing clean & no [ N ) ) Ldatay Al plaall Aadl ) il da 34 2
fresh (without any offensive odor)? fabeall b Ay S Al
NA [ auy
i Jazi alaadl 8 <l jaeadll azea <ilS Ja 35
35. Were all the facilities inside the YES E e £ o= bm(.m S
restroom in good working condition? L. . e
2 require comment when marked No'© O O v gl o MY ALY il Y 2
NA [ ey
. 3 2(5) ik daaall dcld i e oS
36. Was the Mosque premises clean? YES [ ( ). );d\ i ,,:; Ltﬁﬁls?: 36
2 require comment when marked ‘No’ no O ¥ ol Al sl 2
NA [ gy
Comments: rcladlalf / galadl)
FOR OFFICE USE ONLY Jadd Cuigalf aladia Y
Alacal) Laladl LAl Jey) aal) . .
9 : : 31y
o ACTUAL SCORE | _MAXiMum__ | -valuation P

Approach and Cleanliness

aaldaill 5 Y 11

Greetings and Initial Checks

AV il s Al 12

Appearance and Behavior of

i gall sl i |3

Staff

Service aeaalt |4
Cleanliness - Restroom and Slabaall — akailt
Mosque Aaaall
TOTAL £ sanall
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SERIAL NO.

ADNOC DISTRIBUTION
REWAR S/3 - 47
REMAH MIN. 25T AREA
A ATH

ESCRIPTION arr  PRICE TOTAL
Yovagrstiverll 4.50 14 0 G3. M
Hew N sssn Alt 1,00 26 00 26.00
fO AL 890G
CATH PRYMENT B9 O

Yon e served by pgrator 1
DATE 13/GAF2002 17:17 0 T2 53 0L 30X

8]
BN

Thark vou for SIWULing.

— U







