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PROJECT: ELARA - Lube Change

SERIAL NO.

3166

o
Pan Arab Research Center w

O < Emarat 10 a4 Eppco / Enoc I|Zl 4 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
5 Name Number Name Number | Name Number
3.
2o 5. e
Gender Height Built __ [Spectacled Beard | Mustache] Ethnic Groups &
M| F [T|M[s|TIMIF [Yes | No | Yes [ No | Yes | No_|Indian [Pakistani|Filipino [Expat. Arabs| Others:
NOOKOOROOMOROX® O O K O O
Western . . . . Umm Al " Ras Al -
EMIRATE Region Abu Dhabi Dubai Sharjah Al Ain Quwain Ajman Khaimah Fujairah
O O O O l H| O O X
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
612 Mol sl 5 o2 [ol=2 |J0d w3
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday ] Monday | Tuesday ]Wednesday l Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
vsT R O O O vst | 0 O O O (| O

1. APPROACH AND CLEANLINESS

-A3Uai g l By 1

Scores Critical Areas Al ¥ alt AR
YES o . . . .
1. Was there proper sign to the Lube i dilaie e AVl daalgaadellia gS da 1
: no [J ] s
changing bay? AT Ert &
wa [ ey
. YES ol
3 2. \é\ig:;&zcli%be changing area clean and no [ g TR ey Ayl ki oS da 2|3
A [ sy
ves [1 . e
4l3 Was there any oil leaking and fallingon - £ y e e gyl i gl A s da 3 4
to the floor of the lube bay ? a3l e ddhaia b )Y
A L] gy "
ves I o
21 4. Were the waiting area and table clean?  NO O ) hadar 4l g HUaiv dilaie culS Ja 412
A [ sy
w | h ves Bd
5 as the television in t iti et d:
AR Working?eevnsnon in the waiting room o ] I b e s S D 5|2
nA D sy
ves (I s -
6. Was the board displaying complimentary 5[] q Al Lgle jeles A As Sl i< s 6
services neat and clean? Caadhi ¢ A ye dlaall Sleasl)
WA [ sny
2. GREETINGS AND INITIAL CHECKS il ) el s cua ) 2
[scores Critical Areas Taal) Nl e
317 Was there any delay in approaching ves [ pxd a3/ Bl & als gl S g 7 3
customers? Nno X y el sad aka sall
8. Were you greeted in a friendly manner ~ YES B o~ el i iak d e i s 8
(pleasant feeling)? Nno [ ¥ S (e
S b ik gl & gli Ca gy o Bl (Y 1A
5| If no, please describe behavior: Was it U‘ e \j;‘j . }:‘; . j:ﬁ . J,‘ ‘15
arrogant, without any expression, normal I f R A DI Q‘““ ;”‘
etc.....
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Scores Critical Areas Ll et AR
9.  Did he guide your vehicle for positioning  ygsg M A lidl G I el bl i 9
X - Oy I .
3 at the stopper and asked you to switch “ e . " 3
the engmgpoﬁ? Nno [J Y Sl ik of e ey 5 ) il
10. When asked by customer, was the ; NS da diaadl (e Cals gl J g Ladie 10
! YES D osle sdaandl (g  as .
5 attendant kpoyvledgeable of dlffergnt - il g & 3 s /5‘4’5‘ iy e 5
grades of oil, filters and their relative NO D N g o i
benefits? fleda JS 144
YES : . .
4| 11. Did he offer the waiting area to you? NO % ‘: FOUEYI dd e b jhny) elle vase da 11 4
12. Did the staff thank you as you were YES A S T .
4|12 Dates No [ |y T esSlend <o Gihas g 12 |4
3. APPEARANCE AND BEHAVIOR OF STAFF oS shas it gall Lglia 3
Scores Critical Areas Ll el PRV
_ YES ]
3 13. Z\I{]zsﬁtgﬁ)umform of the attendant neat NO D Y05 e Gl ealall Gl gl G S s 13 3
NnA [ sy
Yes [0 a ., ‘
14. Was the attendant wearing visible ey Ay (55 3y 353 gl Cala sall IS Ja 14
3 nametag? Nno [ k. o . 3
N/A m&bﬁy UO M\\AA?de%Q /:‘,%Ew
YEs ] . o
3] 15 Was he able to communicate with no [] g & el gl e T 08 Gl gl S0 15 3
customer? Cosl
NA O sy
YES ] =
4| 16. Was staff courteous / friendly? No [ y flakal/lagag Calasdl S Uy 16 |4
NA [ iy
4. SERVICE il 4
Scores  critcal Avens T T Ay bl
: v N R P B A NP TIR T .
17. Did attendant check whether you need YES m = w uqﬂ ca }d e A7
3 top up or complete oil change? R0 el Sl ALY Flas s L 3
pup p ge: NOo [ Yy ¢ JulsiL
3| 18. Did attendant check with you whether YES oxd A S 1Y Lagd e ol sl Gis s 18 3
only oil is to be changed or oil with filter? No [ y ¢ Al 5l ol dad 3l s
19. Did he check using gauge the quantity  YES a1l Zu 5l s el Cala ol LB s 1O
3 required to be topped up and informed a2 Al S o paill sl 3
you? No [] Y el il 5 il
ot Om Sl G a Bt bl G b
3 20. Did the attendant check for oil leakages YES E el wjjft: ¢ }Cij Cans 20 3
under your car from filter and drain boft? Nno [ S A
S
3| 21. Did the attendant drain the used oil YES 4 A Jeadall a3l S & Caby gl JE b 21 3
completely from your car? No [ ¥ pIEI I FWUN
2| 22. Did he ask whether you want the engine  YES K] e Al e ey e o) il Ja 22 5
to be flushed and did it if you agreed? No [ N Sl pe Js 3 el
3| 23. Did the attendant fill the correct grade as  YES axd Sl Aa o/ 5 ddlals cali sl B8 Ja 23 3
you requested? Nno [ y fleidl Al dapaiall
2
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Scores Critical Areas Al el Jalal
[ e o st ves B g e e 24,

minutes? no [ ¥ fbualy Aas saal Jpdill s (8
3 25. Did t.he.attendant ensure that the carter YES o %i\)i);dj;\j:\ i;jﬁ)ﬁfﬁ 25 3
bolt is tightened and there are no leaks? nvo [ q g - «* eu)“
26. Did attendant carry out the following Ailaall cilea gaall ¢l aly calagall B Ja .26
complimentary checks: -l
YES o2
31a. Battery Water top up NO D b Iy jUanll cle ALl 31a.
NA [ sy
YES o
31b. Coolant Water top up no [ y coolant/smll sle &bl 31b.
na [ ahuy
ves I -~ ]
31c. Auto Transmission Fluid top up NO D b GVl B JLP Lu) u\m‘ 31c.
(O 5aansl )
na [ sy
ves 1
31d. Brake Fluid top up no O Y Jedll ey iilal 31d.
na O sy
ves
31e. Gear Oil top up no O ¥ oo A alleyyial 3te.
va O] ahuy
ves B}
31f. Air filter cleaning no [ ¥ ol glhoakn 31,
NA [ akiy
ves Xl o
31g. Wiper Water top up nvo O N a0 clalioal el diLal 31g.
NA [ by
ves O -
31h. Clean engine using air gun NO I:] Y shsell puieee alasiily el Liplai 31h.
na O seiy
3l 27 Were any of your questions related to ;!(E)S % r”; daleidl il e s uif— %‘\—‘?‘?" -w J 27 3
lube change answered? Sy Sl el Aaleny
T EEY
: e s L K
3 28. chlS (t;r;? staff place the mileage sticker in ;ES % P: jiﬁﬁiﬁaﬁfﬁm 28 3
' nva O sy € o
YES pos
41 29. Were you offered a receipt voluntarily? ~ NO O b LS o2l Joar s dle e d 29 14
|| na [ sy
5.  REST ROOMS AND MOSQUE csanall g (plaad) [l ) Aall g 5
|scores Critical Areas T} LAl ke |
3 30a. Were they adequately stocked with all YES B i el e sl e 8 3ene 26S b 302
necessary supplies such as soap? NO D ¥ Cosiall Jia
nvA O ssuy e
+ 3 +
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Scores Critical Areas LI, TREAN PR PRI
, YES o N
30b. Were they adeqlgaste;i csrtloiigi;’:tt:i:lsl we? 0 v 4y 5 el b jlial c.m;d)‘gj;‘ _.uls A_lad:;30b
necessary supplie wa [ e @299
30c. Were they adequately stocked with all ves [ w2l cloid g 8 ee S s 30C
necessary supplies such as paper towels? no O y 48 ) ol cidiliall (Jia
(paper towels are not required where fully , Gldias 3 45 vie 4y5lha ye 44l ailiall)
operational hand dryers exist) N/A @b ¥ Gal¥l i
31a. Were sinks clean? YES Iz e L. ?3\.&%5:,\:,.&&!! u& JA. 31a
require comment when marked ‘No’ NO D ¥ sl o Y AaY) cas M
NA [ Gy
31b. Were mirrors clean? YES m pd . em}:‘: ‘:"‘)A‘ ujts d“. 31b
require comment when marked ‘No’ no [ ¥ gl oo "V Ay s 1y
Nna [ Gayy
31c. Were hand dryers clean? YES s . f"-ﬂ.\.la gl L_'Ln“ uﬂs dﬁ 31c
require comment when marked ‘No’ no [ ¥ cao Al o "V LY s 1y
nva [ sy
31d. Were dispensers clean? YES m pxd MJL“ Oﬁbfm C'iuﬂsu ufls dﬁ. 31d
require comment when marked ‘No’ no [ ¥ R =Y
Nna [ gayy
ves XX
31e. Were toilets and urinals clean? Nno [ Y Fhaukei ol L€l culS o 31e
NA [ gy
32a. Were doors clean? YES m o ks k’f‘fr\j‘ s JA. 32a
require comment when marked ‘No’ no L[] Y gl e MY Al s 1y
NA [ Gy
ves ]
32b. Were walls clean? no [ ¥ ik laadl S s 32p
Na [ gy
YES ati
32c. Were ceiling clean? no [ b faday Gl IS s 32¢
vA [ iy
YES pad
32d. Were vents clean? no O v i Sl wiiS s 324
Nna [ shuy
32e. Were floors clean? YES m p Hak d’l‘é)\“}l s s 32
require comment when marked ‘No° no [ b Zre sl o Y A s 1y
e ——————— A [ gy
ves B{
32f. Were baseboards clean? Nno [ ¥ ALl sl - o sl 15 cils s 30f
Nna [ gy
ves X
32g. Were grout clean? no [ Y feihs B3 (S da 329
NA O gy
4
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Scores Critical Areas bt e laalt pAN]
ves [X] a
33a. Were trash containers clean? Nno [ Y failas Adadll il st <ilS Ja 332
) NA [ asuy )
ves ]
33b. Were trash containers not overflowing? NO | b Thald e Aaladll Gy gla <ilS da 133b
NA [ asuy
ves [ e e )
2 34. Was the restroom smelling clean & no [ N b ) Adimia g Aidas Jlaad) Aadl ) cilS da 34 2
fresh (without any offensive odor)? ol B A S Al
NA [ gy
H Jaxd alaall 8 Gl jagadll azas 23S da 35
35. Were all the facilities inside the ves X o B P
restroom in good working condition? L w4 R
2 require comment when marked ‘No’ no OO ¥ sl o2 MY A S 2
A [ ey
; (3} ik dmall Al o e S
36. Was the Mosque premises clean? ves [ e ( ), yll - :j__.‘;;i:\s“\}.: 36
2 require comment when marked ‘No’  NO O v el el gt - 2
N/A Gk
Comments: sclaadlall f galadlt
FOR OFFICE USE ONLY Jsd isall @L&.S&.u‘i
Aacall TGN LW Jeyt aal) . .
9 R | : : }
% ACTUAL SCORE MAXIMUM | Cvaluation i
Approach and Cleanliness daldaill 5 b Y1 |1
Greetings and Initial Checks | &ds¥) HiSalll; cas Sl 12
gfa;%?arance and Behavior of il sl gl s selae |3
Service Laxall |4
Cleanliness - Restroom and lalasdi — dalbal |
Mosque daall
s TOTAL [ %
5
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Thanks for Shopping ......

ADNOC DISTRIBUTION
SAFAD &/S - 768
Tel:09 2233514, Fujairah

)K.. S ittt .,)K
DESCRIPTION Q1Y PRICE TOTAL
VoyaarBronzell 5,50 11.00 60. 50
P TAL 60.50
CASH PAYMENT 60. 50
You were served by Operator 1

- DATE 02/10/2012 11:23  T1.S2 01 6625







