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PROJECT: ELARA - Lube Change

SERIAL NO.

3108

+
P
Pan Arab Research Center &

Dd}a,\ Emarat | O s Eppco / Enoc / m 45 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
} Name Number Name Number | Name Number
008 Ras#1p HEEE
Gender Height Built Bpectacles  Beard Mustache Ethnic Groups
TIM[S | T [MF |Yes| NoJYes| NoJYes] No |Indian [Pakistani[Filipino [Expat. Arabs| Others:
MDDEDDIDDDEDIDD O O
EMIRATE V;zztli:‘ Abu Dhabi |  Dubai Sharjah Al Ain g’:;v“a::" Ajman K::ism‘:h Fujairah
O O O X O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
6 | olal 4] F|3 | oo | 0[2 |lb:3F|l6:56
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturdayl Sundayl Monday [ Tuesday IWednesdayI Thursday ] Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
VISIT < VISIT
0O O O O O o o O X O 0O
1. APPROACH AND CLEANLINESS 48UATY § ol By 1
Scores Critical Areas Agulal) Ll PATH]
YES o o s )
1. Was there proper sign to the Lube no [ N Aihia o WYl daalgdadallia glSda 1
changing bay? Sy i s
wa [ sauy
. YES o
3 2. Z\:ga:;it;zélf?be changing area clean and no [ g P e Al ol i dikiecilS 4 2(3
NA [ shiy
ves [1 i .
4l ® Was there any oil leaking and fallingon X y e ae gscuill et gl s S da 3 4
to the floor of the lube bay ? Sy 3l s Adhaia A L)Y
na [ adiy ]
YyEs 4
9| 4. Were the waiting area and table clean? NO [ Y Sl 4l Uaniyl ddbie S a4 |2
A [ sy
w h ision in th iti VES m N
2 5. Woariitnge?telewsmn in the waiting room NO D N o Uany) 46 & Jens s il S da 5|2
A [ aiy
ves & =~ . e s .
6. Was the board displaying complimentary o 7] q Aald e el AdlaaMleiSda 6
services neat and clean? Saadad ¢ A ye dplasll Cileasdl
na [ by
2. GREETINGS AND INITIAL CHECKS A Y sl g cua 3l 2
Scores Critical Areas o) call PRI
3| 7. Was there any delay in approaching ves [] add s/l ) 3 el gl s S ds 7 3
customers? no [X1 Y ol g Cals gall
8. Were you greeted in a friendly manner ~ YES LXI o esll) Ak dhcaillads 8
(pleasant feeling)? Nno [ ] $ (z e
S Ja ek gall & i Cliagr a8 Sla ) Y 13
51 if no, please describe behavior: Was it Li e \:‘;J J:L . j:{;j ;.’)..‘ “15
arrogant, without any expression, normal & 2 > DI . CJ‘
etc.....
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Scores Critical Areas EEW LN PO PATH]]
9. Did he guide your vehicie for positioning YES m A i) Ol I el s cals sl i s g
3 at the stopper and asked you to switch ‘,'d boals o ol v L, 13
the engine off? No [] ¥ el (s o e calla s 5l ity
10. When asked by customer, was the . S Ja caandl e il pall s Ladic
attendant knowledgeable of different YES E p Glcu . ‘ A < }d }u 10
5 A . h ulﬂﬂ‘;uﬁj\ggl;)é/t‘y]m?h 5
grades of oll, filters and their relative No [ N . A
benefits? fleda JS il 4
YES [X i - .
4| 11. Did he offer the waiting area to you? NO E ": € Uany) ds e @ Y elle jm e da 11 (4
12. Did the staff thank you as you were YES v ¢ it oenct s R .
4 leaving? NO D q .JJ&JLAASLAA*&)S@&.&LJA‘?U& 12 14
3. APPEARANCE AND BEHAVIOR OF STAFF tpgSsbag Cpdligall Lelie 3
Scores Critical Areas EEWEI LN PO Jaas
, YES [X]
3 13. xzsti?;?umform of the attendant neat NO D Y 05y Gl ealal Ciliall Gl S s 13 (3
NA O ey
YES o .
3| 14. Was the attendant wearing visible No [ q ey A8Uay (655 3 3 ga gall il gl S Ja 14 3
nametag? Tz a9 daul Lole
NA [ gy
YES |X axd .
15. Was he able to communicate with X & dhal gl e 150 Cals gl S Ja 15
3 Nno [J ¥ o 3
customer? ol
NA [ iy
YEs X
4| 16. Was staff courteous / friendly? No O ¥ $akal/la oo 5 Cala gl IS Ja 16 | 4
NA [ sayy
4. SERVICE daadll 4
Scores Critical Areas Al el Ll
: S O ey 3l Cala sl A8 s
17. Did attendant check whether you need YES m o u u uﬂ P )AS f 17
3 top up or complete oil change? S0 o ol Sl AlaY g lias s ) 3
p up p ge NO D eIl
3| 18. Did attendant check with you whether ~ YES pard 8 S 1Y) Lad e Cala gl 333 a 18 31
only oil is to be changed or oil with filter? @ | y € a5 3l dadd e 0 s
19. Did he check using gauge the quantity  YES and @l a5l (5 sla Qi il gl B Ja 19
3 required to be topped up and informed g Gl 3l AeS G el il 3
you? no [ ] Sl il Ll
PO Cull 5 (e Gl ol gl L s
3 20. Did the attendant check for oil leakages YES el uﬁjfi )ﬂﬂl. . Dﬁ?‘ Cand 20 3
under your car from filter and drain bolt? No [ y IRy Lo e .
ey 3l
3| 21. Did the attendant drain the used oil ves X w0 g Sl IS i il gall A8 Ja 21 3
completely from your car? No [ Y feli i (e
2| 22. Did he ask whether you want the engine  YES [ P sl due oy S o) il Ja 22 2
to be flushed and did it if you agreed? No [ y kil pe Jla A el
3| 23. Did the attendant fill the correct grade as  YES A Cllis e Al Gl sl 6 Ja 23 3
you requested? no O v flealls 3l dapaall
2
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Scores Critical Areas Apbeall) ¥l Jalash

24. Did he request you to start engine and  ygs B4 S 5 mall Ji 2 5 o e lla
3 leave it running for one and a half I ;‘Ml s aas e;:lu - mAdA 24 3
minutes? no O Y sy 4382 bl il <
= ,w\as/uu‘.iqgusbd,s%
25. Did the attendant ensure that the carter  YES a )l );ur L,) u*& ri it
3 bolt is tightened and there are no leaks? sl 4l 168 B an Al 3
“Nno O ¥ ey 31
26. Did attendant carry out the following glaall Clia gadll of jaly alagall Wl o 26
complimentary checks: A
ves 1
31a. Battery Water top up no O ¥ A thall cle Al 31a.
na [ sy
ves A &
31b. Coolant Water top up NO |:| b coolant/s sl ela AL 31b.
I T
YEST o V148 jall JiU jlea Cu )y Ailial
316, Auto Transmission Fluidtopup N L]~ y ¢ entddeasta 3o
wa O iy (st
ves Kl
31d. Brake Fluid top up no [ ¥ doill cyjailal 31d.
wA [ ki
ves I =
31e. Gear Oil top up Nno [ Y e [ondl ) Al 31e.
na [ sy
ves M
31f.  Air filter cleaning no [ y ol il cakn  31f,
na O ssuy
ves XI =
31g. Wiper Water top up Nno O Yy i claliead cla dila) 31g.
na [ iy
YES ol
31h. Clean engine using air gun Nno [ Y elsedt patnaa aladiuly o el Cadan 31h.
na O sy
ves [] ;
3| 27 Were any of your questions related to O ?’; Abaid) il e gl e eyt i ds 27 3
lube change answered? NO Sy et Alesy
nA B sy
) ) ) ) ves X px e oo rake pia g ahigall B da 28
3 28. alg (t:r:? gtaff place the mileage sticker in NO D N o s L i Al /il jia LS 3
na [ asuy 5l
ves D4
41 29. Were you offered a receipt voluntarily?  NO [:] N LA Al Jea g e (e da 29 |4
na [ asuy
5.  REST ROOMS AND MOSQUE aaeaall g (lasdh el ) Aal g 5
Scores Critical Areas Toulady) ¥ laal! PAH]
3 YES ¥ . 3
30a. Were they adequately stocked with all N % ?’;‘ Ay 5 pal) e el prans 3 j¢m0 <ilS Ja 302
necessary supplies such as soap? o ¢ gbuall Jia
nva [ gy =

3

Lube change.doc




Scores Critical Areas IO N PR PATH;}
, YES o e
30b. Were they adequately stocked with all O Al el paens s jene ciilS o 30b
necessary supplies such as toilet tissue? NO D ol gl (3,99 Jia
N/A
30c. Were they adequately stocked with all YES s ) ila Jliall asans 3 3¢2e i€ Ja 30c
necessary supplies such as paper towels? NO D ¥ e48 ol ddliall Jia
(paper towels are not required where fully Clidae 845 die 4yl e 48,40 Cadlial)
operational hand dryers exist) nva [ Gkl (A1 2l
31a. Were sinks clean? ves X] i ol i .‘,,“,,d:“l:“ f‘f\isd?"ma
require comment when marked ‘No’ no [ ¥ g sl (o2 MY Y s 1y
na [ sy
- ()" = ]. . - o
31b. Were mirrors clean? ves X px Ll ) g l:"b:‘ ‘Lu}isd:‘.31b
require comment when marked ‘No’ no [ ¥ gl (o MY e s 1y
NA [T gy y
31c. Were hand dryers clean? ves [ e . A]ML" “saf?‘"“_m:‘uf\isdt "31C
3 require comment when marked ‘No’ no [J ¥ g sl om e MY Al s 1Y 3
NA [ gy
% : Vi oyl SasL o
31d. Were dispensers clean? YES px . _‘| “}"L‘,,’;,ﬁhiu ‘uj ‘-isd&:".31d
require comment when marked ‘No’ no [J Y gl sl 2 Y AT s 1y
nva O sbyy
ves Kl s
31e. Were toilets and urinals clean? no O ¥ iy ) Sl il o 31e
na O gbiy
32a. Were doors clean? YES m prd B vuﬁ,:”‘ff&f LS\SJTI 32a
require comment when marked ‘No’ no [ ¥ gl sl om o YT AlaY) s 1)
nva [ gauy
YES pd
32b. Were walls clean? Nno [ y il el il s 32
NA [ gy
ves XI
32c. Were ceiling clean? Nno [ ¥ Sk cadldl K b 32¢
na O gy
ves Xl o
2| 32d. Were vents clean? no [ ¥ fagda; Ml cilS Ja 32d | 2
Na [ ahsy
; faadas laa Y1 Cails
32e. Were floors clean? YES ox o gl i "Y':Lf\(\ . 'LSJT' "328
require comment when marked ‘No’ no [ 3 Gl N A
nA O guy
YES pas
32f, Were baseboards clean? Nno O y fadakas saelall o~ o Lailall 1) S Ja 32f
NA [ ssyy
YES axi
32g. Were grout clean? Nno O N fadi LU S Ja 329
NA [ asuy
4
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Scores Critical Areas ERWIW, T PO g
YES s
33a. Were trash containers clean? NO D b faa,das Adlasll il dla <ailS Ja 334
NA [ asiy
2 = - 2
YES psd
33b. Were trash containers not overflowing? NO O b Piaili e Aaladll gl S Ja 33b
NA [ asiy
ves [ w

o |34 Was the restroom smelling clean & no O ¥ & ) Lsiniay dias pleall At cilS Ja 34 2
fresh (without any offensive odor)?

f(plandl b dg2 S At

NA [ gy
4 3 Jand slaaldl & & jagadll S
35. Were all the facilties inside the YES . L A di; %
restroom in good working condition? L. - N
2 require comment when marked ‘No’ no [ ¥ gl o YT ALY s 1) 2
NA [ akby
3 £(3) ki a2l o) e oS
36. Was the Mosque premises clean? ves [ ( )_ q ,,;‘,:, ‘L?TAH\ST"T 36
2 require comment when marked ‘No' no [0 ¥ gl o2 YT ALY S ) 2
N/A by
Comments: rlBBasiall [ gabadll
FOR OFFICE USE ONLY Lad Cgall 9\4&'.“‘1
Agal) LG LIl ey sl .
o, . H . . -
% ACTUAL SCORE MAXIMUM | Evaluation: sl
Approach and Cleanliness addaill ol Y |1

Greetings and Initial Checks | 5¥) cilSealls cua 0 |2

Appearance and Behavior of el gall sl s ke |3

Staff

Service i.al |4
Cleanliness - Restroom and Claleal) — Adldail 5
Mosque daasall g
TOTAL £ sanall
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'ADNOC DISTRIBUTION
3 EMIRATES RD S/\ 1
INDUSTRIAL AR
SHARJAH

DEbCRIPTION " QTY  PRICE TOTAL
Voyaaer veril 4,00 14.00

New Hyundai So 1,00 17.00 17 00
- TOTAL 73.00
CASH PAYMENT 73.00

You were served by Uperator 1
DATE 14/03/2012 16:56 1% S 3 0% 9

Thanks for Shopping ......
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3|0
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