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PROJECT: ELARA - Lube Change

SERIAL NO.

3125

+

Pan Arab Research Center @

[ < Emarat 10 e Eppco / Enoc / m 4 sl Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
[015 HEER
Gender Height Built Bpectacles| Beard | Mustache] Ethnic Groups
M1 F |TIM]S]T [M]F |Yes[NoJYes[No]Yes| No [indian [PakistaniFilipino [Expat. Arabs| Others:
NOXNOONOOORORKO XK O O O O
EMIRATE V;zz:z:l“ AbuDhabi | Dubai Sharjah Al Ain g:‘v’;‘aﬁ" Ajman Kﬁ:ism“ah Fujairah
O O O 24 O O m O O
SITE 1D Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
F1619] ola | 2/7F gl | ol4a olz T1g:11 [19.40
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
T O O 0| veT O O4d O O O O
1. APPROACH AND CLEANLINESS T CIEH PRI I |
Scores Critical Areas AgadaY) L BAKH|]
ves B o~ A .
1. Was there proper sign to the Lube no [ q dihie Je VAl sl jiaad s S 1
changing bay? Sy 3l s
nA [ ahiy
. vEs X
3 2. \C/’\ﬁgaasr:it;zcli%be changing area clean and NO D Y S ey did eyl i dihie il Ja 2 |3
na [ aduy
ves 0 \ , -
4|3 Wasthere any ol leaking and fallingon 5 g e 4 faycuill i gl dls gl da 3 4
to the floor of the lube bay ? Sl i dihaie 8 LY
na O sy ]
vyes A
2| 4. Were the waiting area and table clean? NO [ y ailes Al tall y Uanyl dakie il Ja 4 (2
nva [ gy
W | ves [
. isionin t iti N T ope
2 5 Woarii:]hge?te evision in the waiting room NO D N ¢ Uiyl 4 .,_;SJA"—JQ}.J.)&U‘ JSd 512
na A sy
ves [ - o
6. Was the board displaying complimentary [ q Al lgle ek Allda i S da 6
services neat and clean? SAalhi g A5 ye Ailsall Claaaldl
nA K] sy
2. GREETINGS AND INITIAL CHECKS A Y ClCudal g qua il 2
Scores Critical Areas Al eyl BAKN]
3| 7. Was there any delay in approaching ves [ & e/ ) g el gl dia g8 ds 7 3
customers? Nno [XA Y SOl gai Cala gall
8. Were you greeted in a friendly manner ~ YES O ax sl A e s il 5 ds 8
(pleasant feeling)? NO y ¢z
S Ja reabs gall Wl Cin g af tlay Y 1)
51 If no, please describe behavior: Was it ‘j e Lé;l i'\: j:ﬁc J.‘ ‘15
arrogant, without any expression, normal @ e o (D52 . cj
etc..... .
hosmed , Hud no wiching
4
1
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Scores Critical Areas Al YLl PAKH]]
9. Did he guide your vehicle for positioning YES X o Cbiall S N ol L als sl s g

3 at the stopper and asked you to switch Q.a! Vel o el u&b 5 i ¢ i 13

the engine off? No [ ¥ el ik R 8 ) ey
10. When asked by customer, was the X , SS e el (e ol gall i Ladie 10
attendant knowledgeable of different YES i u-h‘-u AT }A ol '

5 o . ) u‘_)Aldbuﬁ_)]luL)J.}/&\y‘uMe.‘c 5
grades of oil, filters and their relative No [ N o A
benefits? flete JS il 4y

YES i .. .

4| 11. Did he offer the waiting area to you? NO % ‘“; ¢ any 4s e oY elde (e da 11 (4

4| 12 Did the staff thank you as you were ves [] p € a5 i€ Ui o8 Calipall W6 a 12 |4
leaving? NO N > s o Sy @ .

3. APPEARANCE AND BEHAVIOR OF STAFF tpdSoby cpiligall jelia 3

Scores Critical Areas Al L Jalasl

. YES [X]
3 13. Z\:lzstit(;w;)unlform of the attendant neat No [ ¥ Ly Gl enlall Gl sl Gl oS da 13 (3
NA [ ssy
ves [ s .
14. Was the attendant wearing visible e Ay (55 3 3 g el il gl S Ja 14
3 nametag? Nno X ¥ o . 3
g . Tres Aaul Lq.}l;
No_ Name “Thg N/A g iy
YES p P
15. Was he able to communicate with &o dealsill e 10 Cals ol S Ja 15
3 customer? No [] ¥ P 3
NA [ sy
YEs [XI
4 16. Was staff courteous / friendly? No [ ¥ Sladal/laga 5 cals sl S Ja 16 | 4
NA [ ssuy
a. SERVICE el 4
Scores Critical Areas Ll L L]
. ERT 3aailly Cals gall A6 Ja | o
17. Did attendant check whether you need ~ YES K - o uu}_\] o )A ¢ d 17

3 t or complete oil change? S0 g ol Gl ALY s s Jlaud) 3
op up or complete oil change? no [ y e sl

3| 18. Did attendant check with you whether ~ YES px 3 S 1) Legd lie Cadasall 3885 Ja 18 3
only oil is to be changed or oil with filter? NOo [ ) € Al 5 <y 3l Bl e e 5l s

19. Did he check using gauge the quantity ~ YES [X] prd il G W (5 sl (il il gl JE s 19

3 required to be topped up and informed o IV WX | U R I | 3
you? No [ Y Sl Wlalif , L)

D e Sy i 5 (e Gaailly Cals gall UG Ja

3 20. Did the attendant check for oil leakages YES > ujgi&) Al e bjdj Can 20 3
under your car from filter and drain bolt? NO D y B feu

3| 21. Did the attendant drain the used oil YES A Jesiall cy 3l S &l als gall B8 Ja 21 3
completely from your car? Nno [ N el (e

2| 22. Did he ask whether you want the engine  YES [x] A el e aall e 3y e o @il Ja 22 5
to be flushed and did it if you agreed? Nno [ v el o Jla 3 iy

3| 23. Didthe attendant fill the correct grade as YES [X]  a <yl g 5 Adlal Cals gl W5 Ja 23 3
you requested? no [ y ghalla Al da sl
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Scores Critical Areas Taubalt ¥l Jalailt
B e o oeand st . YES ATy a8 of el b 24
minutes? no [ 3 fbumiy 4383 baal Jooddl) Al
3 25. Did t.he.attendant ensure that the carter YES m P %iﬁ);ﬁﬁjlﬁ;h j:s{;i: 25 3
bolt is tightened and there are no leaks? NO D y j B “'u_x.u.“
26. Did attendant carry out the following Agladl Cla sadll o) jaby calagdl 8 o 26
complimentary checks: saqiul)
ves [
31a. Battery Water top up NO I:I ¥ el el ddliz) 31a.
na [ sy
YES pal
31b. Coolant Water top up no O coolant/suall sla sl 31b,
na [ sy
YES P .
31c. AutoTransmission Fluidtopup  No [~y <V gt 3l
(O sdiganait yill)
va [ abiy
ves M =
31d. Brake Fluid top up no [ N Qe ey il 31d,
nA [ ahyy
ves M
31e. Gear Oil top up no I ¥ ool el il 31e.
na [ abiy
ves A
31f. Air filter cleaning no [ ¥ el ks 31f.
na [ sduy
ves B o
31g. Wiper Water top up no O y sl clalinal ole 8Lz 31g.
na [ adbuy
ves A =
31h. Clean engine using air gun no [ Y el Gete ahdiuly & el Cadas 31h.
na O ghuy
3|27 Were any of your questions related to ;is % ?: Aalaiall clilind gl ulﬁ :*T\\é\!’ C—W 27 3
lube change answered? PIGITR TIPS - PO
nA [ by
5|28 ai: ér;? staff place the mileage stcker i :Es EI ' ‘: m@mt\z&ﬁf)‘;ﬁ 28 3
- NA [ by 5 ol
ves [
4| 29. Were you offered a receipt voluntarily?  NO 3 Yy Shobsal w2l Juay e e da 29 (4
va [ aduy
5.  REST ROOMS AND MOSQUE sl (alasdl el ) BN g 5
Scores Critical Areas Al Yl Lalai
3 30a. Were they adequately stocked with all ves | L g mall Sl sl areng 3 jeae S Ja 302 3
necessary supplies such as soap? NO D ¥ Ssall Jia
Na O gy =

3
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Scores Critical Areas At YLt Jatadl
YES 3 .
30b. Were they adequately stocked with all NO XI é’;’ A sall e ) xaen3 je3e <ilS Ja 30b
necessary supplies such as toilet tissue? Cullgill (3599 Jia
nA [ sdiy
30c. Were they adequately stocked with all ves Xl A Al cleld) & B jee IS 2 300
necessary supplies such as paper towels? no [ ¥ 48,9l chdliall Jie
(paper towels are not required where fully Slidae i gi Yo 4 gllae e 458 )5l cailiall)
operational hand dryers exist) nva [ Gbi Y (4091 A
' ; ik Jubdl cals
31a. Were sinks clean? YES [ 0 ‘"y:l;:\;yﬁ ,‘SJT.J{SM
require comment when marked ‘No’ no O i el aat
A [ Gy
; ks U ik
31b. Were mirrors clean? ves X o g iﬁyﬁ ,lsdeS"b
require comment when marked ‘No’ no [ ¥ ol .
NA [ gy
; faidas s Ciliiae cuilS
31c. Were hand dryers clean? ves & pr o ’ édf,y,,u u}'y‘uf .\Sdg‘.31c
3 require comment when marked ‘No’ NO D ¥ Gt > ) cuils ) 3
na [0 gy
. Saadas ) glball clisla culs
31d. Were dispensers clean? ves X . }3'_“ el "Y"&JLLYT? -ngg{31d
require comment when marked ‘No’ no [ ¥ S ARl e
NA [ gy
YES pd
31e. Were toilets and urinals clean? Nno [ ) iy Jall Sl cul€ Ja _31e
nva [ gy
s e ol ¥ il
32a. Were doors clean? YES E px o g 'Liy‘i&sdl‘aza
require comment when marked ‘No’ no [ Y Gl A it :
Nna [ oy
ves K o
32b. Were walls clean? Nno [ y $aa,dn laall il s 32b
va [ gauy
YES o
32c. Were ceiling clean? NO D b Sk Gl oS o 32¢
na [ sy
YES pad
2 | 32d. Were vents clean? no [ ¥ faguda; MLl cal o 32d [ 2
NA [ sy
: faaday il V1 cails
32e. Were floors clean? YES JX] e o i) - ,,y,," «Li&\ ‘;ﬂsdl{ 32e
require comment when marked ‘No’ no [ ¥ G > el !
NA [T gy
YES pad
32f. Were baseboards clean? No [ N Al saclll & o [lailal) 5l culS Ja  32f
va [ gy
YES psd
32g. Were grout clean? NO D ¥ fadai B3 IS Ja 32g
nAa [ gy
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Scores Critical Areas Agulal Yl PRI}
ves d a
33a. Were trash containers clean? NO D b eaida Laladll byl ilS Ja 333
NA [ ahuy
2 - 2
YES (K o
33b. Were trash containers not overflowing? NO D ¥ il e Aaladll il gla <ilS s 33b
NA [ abuy
YES X

2 34. Was the restroom smelling clean & no [ . sl ) Ldaia s Akl pleall dail ; CalS Ja .34 2
fresh (without any offensive odor)? pleall A A S Aadl,

NA [ gy
; Jaxd alandl o ol aeail maes calS Ja |
35. Were all the facilties inside the ves K] o e e e i, 35
restroom in good working condition? L. - RSN
2 require comment when marked ‘No’ no [0 ¥ gaasll o YT MY s ) 2
CNA [ @iy
; 9(5) b dauall Aeld gl e (S
36. Was the Mosque premises clean? YES M e ()_):J‘ ’ ,,;: Qj\;ﬁ‘_‘fﬁ‘ﬁ 36
2 require comment when marked ‘No’ Nno [ ¥ TRt oA et 2
NA [ gy
Comments: slBadlall [ gabasll

(<A |Was  Nor &OE'AKNCt — )Jmng ’li(i‘

FOR OFFICE USE ONLY Lid ikall ?MEMY

Uasall B3l LA Jey) sl . .
9 . Evaluation: s aail)

%o ACTUAL SCORE MAXIMUM valuation i
Approach and Cleanliness Aalaill 5 o yBYY |1
Greetings and Initial Checks | Ads¥ lSpdall 5 cam 531 12
gt)a;?arance and Behavior of i gall @ gl s selae |3
Service deadll |4
Cleanliness - Restroom and Slabaall — 2ikalt |

Mosque Aol
TOTAL £ gaaall

+ 5
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ADNOC DISTRIBUTION

AL SHAHABA S/S-7
SHAHABA AREA
SHARJAH

69

DESCRIPTION a1y PRICE

YoyagrSilver L 4,00 14.0

0

Corolla/Camry 1,00  25.00

TOTAL
CASH PAYMENT

@k COPY

You were served by Operator

HOK

1
DATE 27/02/2012 19:40  T1 8301 841

Thanks for Shopping

SERIAL NO.

3

2

5







