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PROJECT: ELARA - Lube Change
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3/0]3

+

o
Pan Arab Research Center w

[ wwEmarat | T @59/24 Eppco / Enoc | ¥ @5 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
{12 | tmsn | o5 [Subid | | | |
Gender Helght Built  [Spectacle] Beard | Mustache Ethnic Groups
TIM[S 1T [M [ F JYes]NoJYes[No Yes | No |indian [PakistaniFilipino [Expat. Arabs[ Others:
IEIEIJZIEIEI.DDEIDKIIIDD O O
EMIRATE ‘ﬁ::fi’;‘“ AbuDhabi |  Dubai Sharjah Al Ain g’;‘;,"aﬁ" Ajman Kﬁ:ism"'ah Fujairah
O O O O 4] O O Ol O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
QlaF olelonl&9 |lolp | olt 1193011950
07:00- | 10:01- | 13:01- | 17:01- ] 20:01- Saturday] Sundayl Monday | Tuesday [Wednesday| Thursday I Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
VvISIT O W | M O wist | [ O O O | O O
1. APPROACH AND CLEANLINESS -ddaill H‘\Jﬁ\,l‘ |
Scores Critical Areas Al c¥laall el
YES Ixl ‘vu
1. Was there proper sign to the Lube no [ ke Ao AYall dasal p da ) dlla GlS dﬁ 1
changing bay? YL | Y
nva O _th
, YES o
3 2. \é\:g:r}irz(l’t;be changing area clean and NO D Y e A 3l ekt Aiie cilS Ja 2 3
nAa [ adiy
ves [ . . o
4|3 Wasthereany oil leaking and fallingon IX] N s sallasgldaglsds 3 4
to the floor of the lube bay ? ey s Ailaia & G )Y
nva [ sy '
YES pd
2| 4.  Were the waiting area and table clean?  NO O b faadas d Ualt 5 Uany) dzhie culS Ja 412
nAa [ sy
W YES oo .
. the television i iti gt % s e
2 5 Woariinge? elevision in the waiting room NO N ¢ ATV 42 b Jens osodll S Js 5|2
na O ssiy
ves KI = = s R
6. Was the board displaying complimentary . q Aald lgde el Gl Assll ciS da 6
services neat and clean? $aadn5 ¢ A0 ye Ailaal) leadll
na O] asny
2. GREETINGS AND INITIAL CHECKS AN Sl g cua Bl 2
Scores Critical Areas Aalud) aaall Jalgilt
3| 7. Was there any delay in approaching YES D px s/l B 3 el gl s S Ja 7 3
customers? NO ¥ Sl g Cala gall
8. Were you greeted in a friendly manner ~ YES Al prd Gl L d e i de .8
(pleasant feeling)? Nno [ N ¢ (zo4
S Ja ik gl & e g1 a8 elay oY 13)
5| If no, please describe behavior: Was it u‘ e . \:;J . )j; ;‘i 7 ).‘ ‘15
arrogant, without any expression, normal ¢ H ORI A o CJ‘
etc.....
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Scores Critical Areas Dbl LY Jaldi
9. Did he guide your vehicle for positioning  ygg E| ; Liall Sl el b s ol LG
3 at the stopper and asked you to switch ™~ :ﬂ“ ‘L.J 0 sllel_: jl, . \fj‘ ?h:'h -9 3
the engine off? No [] ¥ fadl ks =iy 8 bl ey
10. When asked by customer, was the . IS b edaall (e il ol Jp Lavic 1
attendant knowledgeable of different YES @ e g_#—u Lo )‘IJ e 10
5 g - : ul‘)dsll_,ujg)nuléjaltlyuhweh 5
grades of oil, filters and their relative No [ N o - e
benefits? fleia JS 2l 4
YES i . .
4| 11. Did he offer the waiting area to you?@ - = € Uaiyl 48 e @ ORIV e m e b 11 4
Dip NoT ofbER comtivg pRen . NO [N ¥
12. Did the staff thank you as {/ou were@ YEs [ px . .
4| ' leaving? ‘ €85 S Ly ol Sy Cali gl W5 J 12 [ 4
' not Qejomiline B v
U 79
3. APPEARANCE AND BEHAVIOR OF STAFF TS sl g Cudls gall e 3
Scores Critical Areas At Lol ot
13. Wasth if f the attendant t YESE o
3 . an?jstid;?um orm of the attendant nea No [] ¥ 0 e Cigl ualall il i SSda 13 (3
NA [ sayy
YES o e .
14. Was the attendant wearing visibie IZ eby Al S 35 gall alagdl IS a 14
3 hametag? No [] bl o . 3
NA [ sy
YES axd .
15. Was he able to communicate with R & deal il e 1506 Cala gl 1S Ja 15
3 customer? No [] ¥ oo 3
H .uﬁ)‘
NA [ sy
ves X
4| 16. Was staff courteous / friendly? No [ ¥ kil cabgdl K s 16 |4
NnA [ sy
4. SERVICE el 4
[Scores " Critical Areas - Buldieyad 7 Lay!
: | L) il caly balE
17. Did attendant check whether you need YES & e u u u)u] P }de 7
3 top up or complete oil change? D o) wdd ol i Adlay zlad s bl 3
' NO sl
3 18. Did attendant check with you whether ~ YES pxd 28 CiS 1 Lad lia Cala gl 38a5 Ja 18 3
only oil is to be changed or oil with fiter? O y € a5y 0l das e 3l s
19. Did he check using gauge the quantity YES_B pad el Cu Sl (s ge iy il gl JE Ja 19
3 required to be topped up and informed g Al Sl AeS T gl obiaall 3
you? . Nno [J Y el Wil Lz
P00 Sl G (e BTl b pall A3
3 20. Did the attendant check for oil leakages YES ‘@ et wj&;fhu: Sl 3}&?‘ s 20 3
under your car from filter and drain bolt? Nno [ N EIEseRas AR el
Yy
3| 21. Did the attendant drain the used oil YES o Jeadaall cy 3l S &aodhy cabagall W8 Ja 21 3
completely from your car? No [ y pIEI ELA
2 | 22. Did he ask whether you want the engine YES [X] Al el dave a5 i€ o @il Js 22 5
to be flushed and did it if you agreed? Nno O ¥ felial pe Jln S clly
3| 23. Did the attendant fill the correct grade as YES Jes ol As ofg 5 el Cala sl 6 Ja 23 3
you requested? Nno [J y fleidle Al dapaiall
2

Lube change.doc




3 + +
Scores Critical Areas Tgabad) cial) h&ﬂﬂ
24. Did he request you to start engine and  ygg E pal 4S5y o el Qs o g o die il Ja 24
3 leave it running for one and a haif . a «uﬁ ?,M Ll ;U\.; . 3
minutes? NO O b P huai g 480 saal Juadl e
. 48 e /Al gaba o (e b st KB o .25
3| 25. Did the attendant ensure tht ho carter =5 B o i s i it e |3
olt is tightened and there are no leaks? .y ] N e sl
26. Did attendant carry out the following dglaall Clasadll ol el cabasadl 8 Ja .26
complimentary checks: -aadlall
YES oo
31a. Battery Water top up no [ b Ay el cle Adluz) 31a.
wa [ sduy
ves Xl  w
31b. Coolant Water top up NO D b coolant/2 uall ele ddl) 31b.
nva O sy
YES . o Y148 jall JiU lea ) ddlial 31
31c. Auto Transmission Fluid top up NO D b G A T RIS ¢
(0 shantt )
na [ sy
ves . w
31d. Brake Fluid top up no [ Y dejilleyyils) 31d.
na [ abuy
ves M
31e. Gear Oil top up no [ Y ool el il 3e.
na [ sy
ves Rl
31f.  Airfilter cleaning no O ¥ ol jilhcads  31f,
na [ sy
ves k]
31g. Wiper Water top up no O y ol il ¢le i) 31g.
Y
YES % px
31h. Clean engine using air gun NO N el etae alaiiuly o paall Cadas 31h.
na O iy
ves [J R .
3| 27 Were any of your questions related to . ?: Adleiall elilind (e o) Je BaY i da 27 3
lube change answered? NO Syl yuad Alany
nAa DA sy
_ , - yes Kl - 236 0 Geale pun s Calhsall aE Ja 28
3 28. 5]12 (t:r;? ;taff place the mileage sticker in NO D N o L 15 3dlaall /) jio LS 3
nva O sy €5 s
G vesd
4| 29. Were you offered a receipt voluntarily? ~ NO E ¥ L kasd 2l Jea g dile (e da 294
T had o aﬁ\u—fof e chﬁ?‘r va O sssy
5. REST ROOMS AND MOSQUE el g (alaadt feull ) da) M g 5
Scores Critical Areas Al @Yt Jalail
3 YES i 3
30a. Were they adequately stocked with all D e’; Ay g peall Gl lisall aiang 8 e 2 Ja 304
necessary supplies such as soap? NO fhsall Jia
nva O gy =
3 +
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Scores Critical Areas At Lol pAYH]
YE : .
30b. Were they adequately stocked with ali NOS g ?: 4 )y pall il il &y 8 e il o 30b
necessary supplies such as toilet tissue? Sl gl 1"5 399 Jie
No tolet Hecuel Ge) na [ sy
30c. Were they adequately stocked with all ves [ prd sl il jliuall pans 5 jean S Ja. 300
necessary supplies such as paper towels? no [ ¥ 9448 ) o) Cidliall Jia
(paper towels are not required where fully Glidaa 855 vie dygllaa pe 48, adliall)
operational hand dryers exist) 7 Gbi Y (AN sl
31a. Were sinks clean? YES D e 2 ?%,%u‘ﬁls &.'318
T require commgntghen marked ‘No’ Nno [X ¥ sl o YT Al s 1y
evt was st warks é@) na O sy
31b. Were mirrors clean? ' YES fx] - ’ ,.,‘ > b ujls o .31b
require comment when marked ‘No’ no [J b Tl (o MY A Y s 1y
NvAa [ gy
31c. Were hand dryers clean? YES E i . u‘ﬂm (,;;;,ISH':*_:\AA;A r-ULS dA 31c
3 require comment when marked ‘No’ no O ¥ gaasl o ™Y V‘U.‘-%‘,Y als ) 3
NvA [ gasy
31d. Were dispensers clean? YES E pud M'L‘L” Oﬁh‘,,’“,ﬁuiu ‘u: IS da. 31d
require comment when marked ‘No’ Nno [ Y e s Y
NA [ gy
ves [1
31e. Were toilets and urinals clean? NO y A,k Joal Ll il Ja 316
Uhinad wee i, (%) wa O seuy
32a. Were doors clean? YES E i ol S‘u_.fas':,:\)ljn uAS dﬂ. -32a
require comment when marked ‘No’ no [ Y g o MY AW cals 1)
(77N I EARY
vEs X]
32b. Were walls clean? Nno [ y fada Gl S da 32p
NA [ gwuy
ves XI
32¢c. Were ceiling clean? No O b faudai il S s 32¢
NA [ sy
YES P
2| 32d. Were vents clean? Nno [ b $iks Mliall il s . 32d | 2
NA [0 guy
32e. Were floors clean? @ @YES [ pr - al ‘:@,,Q,\ffbf;ﬁ\s,gl’:.ﬁze
Mﬁequire comment when marked ‘No’ Nno KX ¥ el o MY YT il 1y
loder omd frin 1s NA [T Gl y
ves K .
32f. Were baseboards clean? No [ N fAadai saclill & o) /liadl ) 5 cuilS Ja 30f
nA [ gbay
ves K
32g. Were grout clean? NO D b Seadas W oS .32g
va [ sy
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Scores Critical Areas Taulud) Sl L
YES A
33a. Were trash containers clean? NO |:| b il Al iy s <ilS Ja 33a
) NA [ asuy
veEs X
33b. Were trash containers not overflowing? NO (| b fhaild e dalaill i gls S da 33b
NA [ ey
vEs [ a= o ]
2 34. Was the restroom smelling clean & NO m N 95‘ Os) ddinia g dggdas leall Aa3l Gl da 34
fresh (without any offensixg odor)? ) olonl 3 gy S Aal
bod oD 1 (Ind) NA [ g
) ./ ; Cand slaall 8 <l gl cils s .35
35. Were all the facilties inside the YES prd Ll A
restroom in good working condition? . w5 e
2 require comment when marked ‘No’ no OO ¥ sl (o2 Y Al S
NA [ sy
3 2(5) s dmanall dcli 5 e (IS
36. Was the Mosque premises clean? YES D e ( )_ ;ﬂ\ ) ,,;T, Lt“j‘:,_:’\sﬁ 36
2 require comment when marked ‘No' Nno [ ¥ g ot !
NA B ghby
Comments: sctBaadall [ galadll
FOR OFFICE USE ONLY Jadd igal) el.\a.w'“ N
AUaal) b LAl ey asl - .
9 : : il
f ACTUAL SCORE MAXIMUM | Cvaluation P
Approach and Cleanfiness Aalaill y ) s
Greetings and Initial Checks | Ad5¥) Sty cus U
Appearance and Behavior of s el ‘-
Staff o galt Aslss jdaa
Service Aaaall
Cleanliness - Restroom and Cilalesdl — ddal
Mosque daall g
TOTAL £ gaxall
5
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ADNOC DISTRIBUTI1ION

EMAH S/S - 947
REMAH MINI REST AREA
AL AIN

DESCRIPTION Q7Y  PRICE
VovagrSilverll 4,50 14.00
New Nissan Max 1,00 26.00
TOTAL

CASH PAYMENT

You were served by Operator 1
DATF 20/06/2012 19:49 T1 43 01

Thank you for Shopping. .

TOTAL
63.00
26.00

89.00

£9.00

5703

SERIAL NO.

3103







