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PROJECT: ELARA - Lube Change
E]a\)uj Emarat / D & 511/ S Eppeo / Enoc / & 45l Adnoc

SERIAL NO.

3,34

i
Pan Arab Research Center w

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
% q Name Number Name Number Namt:”’ Number
4 noTsesr PobgEE [ 11 | ]
Gender Height Built _ [pectacled Beard | Mustache] Ethnic Groups
M| F [TIM][s|T [MIJF | Yes [ No | Yes [ No | Yes | No [indian [Pakistani[Filipino [Expat. Arabs| Others:
ROUONDOROORONOR X O O 0O O
EMIRATE V;Z;tiz:‘ Abu Dhabi Dubai Sharjah Al Ain g’:x'aﬁ: Ajman Kﬁ:?mﬁ;lh Fujairah
O O O X m O O O Ol
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
1310 061018 9lo0| 01 3 0|4 16:25[16'L45
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday | Monday | Tuesday lWednesday| Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
VISIT VISIT X
o8 S O oo o o o
1. APPROACH AND CLEANLINESS ;:\3\23313 h...\\‘)ﬁ\‘“ 1
Scores Critical Areas Taulull) clalt Jaaih
YES [X o . ; . )
1. Was there proper sign to the Lube dihaic e AVl daaljdad dia S a1
. o no [ ) e
changing bay” e il
na O sy
W . ves B
\ 3|2 or;:r:igeecli%be changing area clean and no [ g S e Ayl s AikciS Gy 2 (3
NnA [ ghiy
ves [1 . . o
4|3 Was there any oil leaking and falingon o £ q e ae fycuill i gl s S ds 3 4
to the floor of the lube bay ? eyl et Aslaia b )
Na O sduy
ves
2| 4. Were the waiting area and table clean? NO [ N ik 4yl jUany) dshie cilS Ja 4 (2
na O sy
5. Wasth YES -
R the television in tl iti T P
2 Woariinge?eewsuon in the waiting room NO D N ¢ jUany) 4 2 @Moﬁ)ﬂu‘ S 512
na D] aiy
ves B o - s
6. Was the board displaying complimentary [ g Al lgde jelss Al As i cols 6
services neat and clean? Caadal 5 44 e dilaadl Claaadl
NA [ sk
2. GREETINGS AND INITIAL CHECKS A ) el g cus )2
Scores Critical Areas Al claall Iaasy
3|7 Was there any delay in approaching ves [] e i/ b el gl dlia 8 da 7 3
customers? NO Y Sl ead Cada gl
8. Were you greeted in a friendly manner ves [ ax b)) L3y da ke il 0 8
(pleasant feeling)? NO N ¢ (o4
TS O ik gal) A ghos i g2 28 2o <Y 13
5| If no, please describe behavior: Was it Lj :S: ‘j:j X Jj\; j:ﬁ TR 5
arrogant, without any expression, normal e Rl oa S Lo . ;‘;
etc..... . :
No gh QﬂI«nﬁ )Wvaval La? 2l melan
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+
Scores Critical Areas Al ianall Jaldih
9. Did he guide your vehicle for positioning  ygg : Ll Sl el L il ol L
3 at the stopper and asked you to switch - ™ :: ‘Lf . éla&:;ik . ijl e d& -9 3
the engine off? O v el il of e Glla g5 ) Ciliy
10. When asked by customer, was the . IS Ja edaeall (po Gl gall J s Loic. A
attendant knowledgeable of different ves X e L,;hu . R el }Al - 10
5 e - : u|}.\d|;u}:)i\n_:l+_).>/&l_,a|;d“?lc 5
grades of oll, filters and their relative Nno [J N g o - A
benefits? fleo JS il
, N yes 0w 0
4| 11. Did he offer the waiting area to you?@ FOLEYI &b ye b Huyl elle vae da 114
Dip Not OFFER whAiTMe  ARER NO g ¥
12. Did the staff thank you as you were YES e ¢ in o b s ol G
4 leaving? Dip Mo T THAN K. @ Nno [ g oM el d Sl Gl B s 12 (4
3. APPEARANCE AND BEHAVIOR OF STAFF 1S sl g Cpudls galt he 3
Scores Critical Areas Agaladt Ll Jalas
_ ves X
3 13. Zzzsﬁ?;’umform of the attendant neat NO D Y ey Gl ulall Gilisall i S s 13 |3
NA [ sy
YES [ i .
3| 14. Was the attendant wearing visible no [ q o A8y (23 53 3 g el Cala all G\ s 14 3
nametag? $o a9 dand Lgile
Nna [ gasy
YES pad .
15. Was he able to communicate with & el sl e 1506 Cala gl (S 15
8 customer? no [ k SO 3
NA [ sy
YES i
4] 16. Was staff courteous / friendly? No [ Y Skl gy calagall S da 16 |4
NvA [ sy
4 SERVICE el 4
[Scores Critical Areas Lol claall L]
; 208 ) e Gaailly Calh ) LG Ja 17
17. Did attendant check whether you need YES E i u- uu)&d SH . }d f
3 t et il ch e? gg)ﬁwe|;g)l\uha}fchmojw| 3
op up or complete oil change? No [J Y e sl
3| 18. Did attendant check with you whether ~ YES i 8 S Lad lia bl Giai s 18 3
only oil is to be changed or oil with filter? No [ N € Ay < 3 ol dadd cy Iy
19. Did he check using gauge the quantity ~ YES prd pAEl Sl (6 e Gl il sall JE 4 19
3 required to be topped up and informed o Al A I Gl s 3
you? No [] b Sl alal Lzl
R On el ol e il Bl B O 120
3 20. Did the attendant check for oil leakages YES POt ﬁ;ﬁ;&} A Dﬁj e 3
under your car from filter and drain bolt? NO D y fca
3| 21. Did the attendant drain the used oil YES # Qeaeaall 3l IS A i Cali gl A6 Ja 21 3
completely from your car? No [ N i Jhw (e
o | 22. Did he ask whether you want the engine  YES [X] B el dae S o elila Ja 22 2
to be flushed and did it if you agreed? Nno [ N felidd) o Jla 6 Sl
3| 23. Did the attendant fill the correct grade as  YES X pxi w3l da o 5 Adlaly Cala all B8 Ja 23 3
you requested? Nno [ y Ngidls Al dapaiall
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3 +
Scores Critical Areas Foulal) ¥l PRI
24. Did he request you o startengine and  ygs b aS Tl Jeini a sl ) lie il
3 leave it running for one and a half g S . i 'm_f_};u Lol d\é& 24 3
minutes? no O Y Sy Adda sadl Jpoill Al (3
+ o ) 48 e /Al gaba (f (e abigall XU 25
25. Did the attendant ensure that the carter YES m o )l— )? > 1o : PO
3 bolt is tightened and there are no leaks? il flia Gl Al LS 2 s Al 3
otls g “no O v gy 5l
26. Did attendant carry out the following Lol Clia saidll o jaly cabagdl Q3 Ja .26
complimentary checks: Al
ves I
31a. Battery Water top up no [ Yy Ay el ele ALl 31a.
va [ by
ves A a
31b. Coolant Water top up no O N coolant/oll el iibsl  31b,
na O any
ves o 9158 jadl JI e ) Al 3
31c. Auto Transmission Fluidtopup  NO [ y ol e uﬂf o te.
(0 uanast 1)
va O sbsy
YES o
31d. Brake Fluid top up no [ Y Joill cyi el 31d,
nva O sy
ves i
31e. Gear Oil top up no O ¥ sl alcuiilal 3le.
na [ sduy
ves K
31f.  Air filter cleaning no [ y el gBakn 31F,
wa O sy
YES o
31g. Wiper Water top up no O N a3l Slabiad olo Bl 31g.
na O souy
ves i &~
31h. Clean engine using air gun NO [:| Y el (e pladioly O et Cadan 31h.
nva O sy
YES ;o s
3| 27. Were any of your questions related to O P: Adaid) Silind (e sl e AlaYl G da 27 3
lube change answered? NO oy I juad Alasy
va [ sy
ves I 26 (e Guale gy Calasall 3 Ja 28
28. Did the staff place i i i PP -
3 8 512 ca?’,?af place the mileage sticker in NO D N o Laiaked il Aalsall /) yia sLSH 3
nva [ adiy EBE
ves 1 &~
4 29. Were you offered a receipt voluntarily? — NO b L st AN Jeas dlile (m e Ja 2914
Hod £0 abk Lot st wa [ sy
5.  REST ROOMS AND MOSQUE sl y (alaall [l 63) Aal M G2 5
Scores Critical Areas ) claalt pAH|
3 _ YES A - 3
30a. Were they adequately stocked with all 0 g Ay g ) il Hiveall paeny 8 jee S o 30a
necessary supplies such as goap? NO S siall Jia
na O guy =
3
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Scores Critical Areas Lot ci¥lgnall Jadilt
ves X
30b. Were they adequately stocked with all e s mall e il gaans 3 jeae cilS Ja 30b

; ot ti NO T .
necessary supplies such as toilet tissue? Sl gl (g 339 Jia
nA [ Gkyy
30c. Were they adequately stocked with all YES DX aai sl clehiudll &2 B e <ilS o 30
necessary supplies such as paper towels? o v 48 ) o) Adliall Jin

(paper towels are not required where fully Glidas 845 die 4yl e 448 ) ) —adliall)

operational hand dryers exist)

N/A

() o

31a. Were sinks clean?

O

O
ves X

[

O

ki Jubdl <l 0s 312

require comment when marked ‘No’ NO sl (o2 MY Ay s 1y
N/A Gebly ¥
31b. Were mirrors clean? YES Xl ol Y“...'y..; %‘f;ﬁ‘isd?‘ﬁw
require comment when marked ‘No’ no [ ¥ el on o MY Ay s 1y
NA [ gy
X ; 48085 ¥ ldiaag CulS
31c. Were hand dryers clean? YES g Sl ‘éfé.fur‘u 'Lsd? |'31C
require comment when marked ‘No’ NO ¥ crasll on WYl cals iy

31d. Were dispensers clean?
require comment when marked ‘No’

|
nAa O gy
YES
NO
N/A

ik ¢ plaall QisSle il da 314

c:h.“}:d‘ ‘5';)! "Yll

Llay) il 1)

31e. Were toilets and urinals clean?

fRaas el A4l il U 316

N/A b ¥
N ; fadudas il oYY
32a. Were doors clean? YES X ol %;1}3 ‘ ,L,S\S"LT.‘SZ&‘
require comment when marked ‘No' no [ ¥ gl o2 Al s 1)

va [ gy
ves X

32b. Were walls clean? Nno [ Y Ak el il Ja 32p
NA [ shuy
ves K

32c. Were ceiling clean? Nno [ ¥ Sl Gl o\S Ua 32¢
NA [ sy
ves I

32d. Were vents clean? no [ ¥ faddas MUl S s 32d
NA [ by y

; Fhadas e Y S
32e. Were floors clean? ves XI - s i "Y".-Liyﬁ 'lSJTM'32e
require comment when marked ‘No' no [ ¥ & > Al =R

nvA [ gy
ves i

32f. Were baseboards clean? No [ N fAdla saelall & o) dailall )50 cilS Ja 32F
NA [ sy
YEs X

32g. Were grout clean? no [ b fewlai LI 0AS s 32g
NvA [ shuy

4
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Scores Critical Areas Al c¥all Lai
YES pai
33a. Were trash containers clean? Nno O ¥ $aahas deladl) iy sla <l Ja 33a
NA [ @by
2 = - 2
YES pad
33b. Were trash containers not overflowing? NO O ¥ Chmili e Aaldll bl S da 33b
NA [ @iy
YES o o ]
5 34. Was the restroom smelling clean & no [ 0% b O) Aty Ak plealt dail ) CilS Ja 34 2
fresh (without any offensive odor)? faleall B Ay S Aail
NA [ asiy
T ; Jaxs sleall L il aeail apan S b
35. Were all the facilities inside the YES g e e B e, 35
restroom in good working condition? . o e
2 require comment when marked ‘No’ no O v sl (o MY el QSN 2
na [ ey
b (5) s daasdl Acl e oS
36. Was the Mosque premises clean? YES D pr ( )~ ;;“ ’ ,,:;, LL‘;’M,U_\S“J.‘: 36
2 require comment when marked ‘No’  NO I el Al S 2
N/A Gl ¥
Comments: stBBadlall [ gabail)
FOR OFFICE USE ONLY Jadd Sl aladd N
ol BGD) | B Y1 asd) . <
Y R : - andill
& ACTUAL SCORE | MaAximum | Evatuation P

Approach and Cleaniiness Aalaill 5 ol 81 |1

Greetings and Initial Checks | ¥ Sy cun 5 12

Appearance and Behavior of

il sl Ay ek (3

Staff

Service iacall |4
Cleanliness - Restroom and Slaload) — dddadl |
Maosque Azasalt
TOTAL £ ganall
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ADNOC DISTRI
AL FAISAL §73 -
KING FaTSAL
SHaRJ

TV
i f

L)
.00

SESQRIPIZGN i
Honda Civic 3%

Yowngrativeril 4,30

TGTAL

CASH PAYMENT

Vi) 2 ¢ by Coarato
DATE 2 1645 7

7
Thanks for Shopping

770

RD

PRICE
25.00

14.00

33 01

------

UTION

TOTAL

26.00
£3.00

89.00

89.00

3924

SERIAL NO.







