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PROJECT : ELARA (Lube Change - FINAL 2012)

PROJECT: ELARA - Lube Change

-+

SERIAL NO.

o137 |1

+

P
Pan Arab Research Center &

O < i Emarat [ 0w Eppco / Enoc /m <5 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
. Oolj Name Number Name Number [ Name [ Number
207 Ywode  [340q| Bl (2429 o na racked 1
Gender Helght Built Bpectacle] Beard Mustache| Ethnic Groups
M TM [S | T [MJF |Yes| No|VYes] No[Yes[ No |indian [Pakistani|Filipino [Expat. Arabs| Others:
DDDEDDDBD@DEEDD O ]
EMIRATE ";2:‘.‘;:‘ AbuDhabi |  Dubai Sharjah Al Ain g:‘;‘ai‘;' Aman | R3SM 1 Fujairan
O O O X O O | O |
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
D[F[619] ol | 219 |Z\ ool 92| 2|3 |lo:Yo|lo;53
07:00- | 10:01- | 13:01- [ 17:01- | 20:01- Saturday [ Sunday l "Monday ] Tuesday [Wednesday I Thursday I Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
vISIT K O O O vsr | O O 0O O B’ O O
1. APPROACH AND CLEANLINESS Al g ol By 14
Scores Critical Areas Tl a¥aalt PATHI
YES P A .
1, Was there proper sign to the Lube no [ N dihie e AVall daial gAnd U S da 1
changing bay? Syl s
na [ sy
_ YEs
3 2. gg:;ithicl’%be changing area clean and NO D A ey Aigh cy M i dihie S Ja 2(3
na [ ahiy
ves [ = . ,
4 3. Was there any oil leaking and falling on NO N Sle acsiss cu Myt gl s S a3 4
to the floor of the lube bay ? - Sy 3l yass Adlata A (Y
na [ adiy ;
YEs X
2| 4. Were the waiting area and table clean? NO [] Y Shada; Al gl eyl ddlaic S Ja 42
na [ iy
5 YES Pt
. isionint iti gy . R
2 leoariitnhge?televmon in the waiting room NO D Y ALY A 3 e xS s 5|2
nva [ ssy
YES o . R
6. Was the board displaying complimentary ] q dalilgle sl ldadll S da 6
services neat and clean? Caidni g 45 e duilaall Zleaal)
nva [ gsuy ]
2.  GREETINGS AND INITIAL CHECKS A clsndall g cua 3l 2
Scores Critical Areas Al c¥Lal Lalail
3|7 Was there any delay in approaching ves [ px RV TR TERE P NE SIS NS T 4 5
customers? Nno [X] Yy ool s ala gall
8. Were you greeted in a friendly manner ~ YES K o~ bl Ly dh s i 5 da 8
(pleasant feeling)? NO E] N S (zob
S Ja ks gall o glas Coia g1 a8 Bla ) oY 1A
5 If no, please describe behavior: Was it Li e \i‘;x Jj; j:ﬁ 9."), ‘15
arrogant, without any expression, normal & HEE O DI e
¢ .7
etc..... e
+ 1
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Scores Critical Areas At L) Jaladl
9. Did he guide your vehicle for positioning  ygg [X : Ll Sl I el o Gl gl A6
3 at the stopper and asked you to switch ~ ::)Mllu 0. ‘;‘l&m u‘l)L. . Lﬁl‘ r‘u‘:l; -9 3
the engine off? No [] : kS o et
10. When asked by customer, was the . S da cdaaall (e il gl s Ladie 10
attendant knowledgeable of different YES e ‘A‘;‘ﬂ . ." _L;UA ').?l H
5 . . . u‘)ﬂdjuﬁ)]u._).)/&yuhwe.\c 5
grades of oil, filters and their relative Nno [ v o S
benefits? Pleda JS 2348 4
YES [X] i i
4| 11. Did he offer the waiting area to you? NO E ?: TV Ad e 4 jauyi elle = e Ja 11 |4
4| 12 Did the staff thank you as you were YES ~ a5 S Lk o Sy pall 5 Jn 12 | 4
leaving? No [ y = ; ¢ :

3. APPEARANCE AND BEHAVIOR OF STAFF pgSslg cuilisall gl 3
Scores Critical Areas L) el Jalasst
, YES [X]
3 13. Z\;zsﬁt:;?umform of the attendant neat NO D YL ey Gl emlall il sl Gl 0 s 13 (3
NA [ sy
ves [
3| 14. Was the attendant wearing visible no [3] ,aﬁ-' Falhy (65 352 sall il sall S 14 3
nametag? \ 7 sua 5 dan Lgde
N/A g SEUYTTND  wowe, bﬁACJ\)
YES i R
15. Was he able to communicate with & dhal sl e 108 Gl sall S Ja 15
3 customer? Nno [] ¥ P 3
[ SEIB
NvA [ gesy
YES i :
4| 16. Was staff courteous / friendly? No [ y fapkal/lagay alagdl S Ja 16 | 4
NA [ sy
4. SERVICE daadll 4
g}‘ores ) i Critical}\reas T H‘;‘Z“Lﬂ"\“ Q&J T T M_bmﬂ
X : DS ) caadd Bially Caly 1@ Ja
17. Did attendant check whether you need ~ YES o SR ool gty 17
3 top up or complete oil change? S0 o ol Sl ALY plias s L) 3
pup p ge’ No [ ¢Sl
3| 18. Did attendant check with you whether ~ YES paxd S ) L e il sall 5a5 da 18 3
only oil is to be changed or oil with filter? Nno [ M) € el 5 31l dais 3l s
19. Did he check using gauge the quantity ~ YES and elEal S (s sian b il ol JE J8 19
3 required to be topped up and informed g Al S A I G el il 3
you? Nno [0 Sllyy elali, Ll
R § On Dl o e il B ol B b 2
3 20. Did the attendant check for oil leakages YES o uﬁ 7§mi iy f:ij s 0 3
under your car from filter and drain bolt? Nno [ N SRt oe e R
el
3| 21. Did the attendant drain the used oil ves X P sl 3l IS G i Calapall A8 Ja 21 3
completely from your car? No [ y Ol i e
2| 22. Did he ask whether you want the engine  YES e Al el dae 3 i€ o il o 22 5
to be flushed and did it if you agreed? NO E] y Culisd) oo Jla PLRCIEN
3| 23. Did the attendant fill the correct grade as YES [X] Jes. Sl A /g 5 ALl cala gl A6 Ja 23 3
you requested? no O y il il damall
2
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Scores Critical Areas Agubad) clpall L
24. Did hg requgst you to start engine and vEs X pa aS m o yaall Jiy o 5 o i ke Ja 24
3 leave it running for one and a half T ins | Aada 2 il Al 3
minutes? no O ¥ ey 4483 2343 O ¢
3|25 DU the attendant ensure that the carter  YES 12 uﬂi -‘;);ﬁﬁ: M‘f‘}ﬁ;ja jﬁ&ﬁ 25 3
olt is tightened and there are no leaks? NO D y e 3l
26. Did attendant carry out the following Llaall i gadll o) jaby calasall dd Ja 26
complimentary checks: -aulf
YES psd
31a. Battery Water top up no [ b g el ola ALl 31a.
na [ sy
YES pad
31b. Coolant Water top up NO D b} coolant/a_all ste diLal 31b.
NA [ by
YES Iz o YA Hall Jil Jlea Gy ) Adla) 31¢c
31¢. Auto Transmission Fluid top up NO D b y (@@Uﬂ'i .
va [ sbuy
YES o
31d. Brake Fluid top up no O ¥ Jal ey dial 31d.
na [ sy
YES s
31e. Gear Oil top up no [ Y oA sl el 3le.
na [ sy
YES o
31f. Air filter cleaning no O N caell ks 31,
nAa O aduy
YEs I oL
31g. Wiper Water top up no I N hal cilalical cla il 31g.
na O sy
YES X Jes
31h. Clean engine using air gun NO O N elsedl edae pladinly o el Cadais 31h.
nAa O abiy
3| 27. Were any of your questions related to ;\:is ?: Ailaial) bl o s ulf: 3?"%\(1‘ ~—w Ja 27 3
lube change answered? eyl sl Aaless
NA [ by
3 28. aig(t:g? gtaff place the mileage sticker in ;(E)S : Am@mﬁ:&ﬁﬁ;ﬁ 28 3
' A [ ki y €l
YES N
4| 29. Were you offered a receipt voluntarily? ~ NO O ¥ S0 Lsa) 2Dl Jaydlle jayx Ja 29 14
na [ sy
5.  REST ROOMS AND MOSQUE daaually (plaad) /el 53) dai ) g 5
Scores Critical Areas FEWIE RLAN PO Jaasty
3 30a. Were they adequately stocked with all YES % el e a8 e S J2 304 3
necessary supplies such as soap? NO ¥ o sall Jia
va [ asy =
3
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Scores Critical Areas LI { N PR | PR
, YES o o
30b. Were they adequately stocked with all ] v s el Gl el puans 3 3¢aw <l Ja 30b
necessary supplies such as toilet tissue? NO cull gl )99 Jia
NA [ by
30c. Were they adequately stocked with all ves [] axd gl e sl aany 5 e <uilS Ja 30c
necessary supplies such as paper towels? NO D y 48 3l adliall Jia
(paper towels are not required where fully Gldiae 855 v dyllaa ye 436 i adliall)
operational hand dryers exist) N/A Gbi Y (Y1
31a. Were sinks clean? YES m g ol vmi” ,flf“u'““ uﬂs d“. 31a
require comment when marked ‘No’ no [ ¥ grasll o MY ALY ik 1y
NA [ gy
. (1" R I -
31b. Were mirrors clean? ves [ px ol ﬁ \f‘ﬂl u\s "h. 31b
require comment when marked ‘No’ Nno [ v ael sl o2 YT ALY cals 1y
NA [ aasuy
31c. Were hand dryers clean? YES E\ P . 04:341;_, “ﬁ"f?‘,fuéy u\s JA 31c
require comment when marked ‘No’ Nno [ ¥ gl o MY eyl il 1y
NA [ gy
. eiak - -G 5
31d. Were dispensers clean? ves (X P m!L” UJ*LT“,,LJ}J’*S\A r‘fls d‘. 31d
require comment when marked ‘No’ no [J b sl o MY Ayl cals 1y
NA [ sy
ves XI
31e. Were toilets and urinals clean? Nno [ N fhady Jedll Sa culs U 316
Nna [ ghyy
32a. Were doors clean? ves X p Ll mf’%’ﬁ‘”“ uls dﬁ. -32a
require comment when marked ‘No’ Nno [ ¥ e N
NA [ gy
YES i
32b. Were walls clean? Nno [ ¥ ik lhall <iS s 32D
NA [ gy
ves X .
32c. Were ceiling clean? No [ Yy feahas sl oIS s 32¢
NA [ sbuy
YES IN
32d. Were vents clean? NO D ¥ faddas Mliall cuilS Ja 329
NAa [ gy
32e. Were floors clean? YEs X i ) ?@H,,Q}f‘tbfl rutsgl’: "328
require comment when marked ‘No' no [J M gl o MY ALY s 1
NA [ s,

32f. Were baseboards clean?

fAada saclill & o) sl i 5 el s 32f

32g. Were grout clean?

YES P
Nno [
NA [ sbyy

fabs L3I IS da 32g
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Scores Critical Areas Ayt ¥l Al
vEs [X]
33a. Were trash containers clean? NO I:I ¥ fhadas Adlalll cily sl cilS Ja 333
NA O ey
2 = - 2
YES pad
33b. Were trash containers not overflowing? NO O b i e daladll cly s <€ Ja 33b
NA [ sy
YES pu s .
2 34. Was the restroom smelling clean & no [ . ) O Adaias Alad glaall Aal 5 S dr 34 2
fresh (without any offensive odor)? alaall 3 A S Aad)
NA [ gy
N H Jaxi abeadl & < jseadll ases il da 35
35. Were all the facilties inside the YES e — & U,
restroom in good working condition? L. R e i
2 require comment when marked ‘No’ no [ ¥ sl (o2 Y Y S 1Y) 2
NA [ ey
R €(5) Caulal amall Al ) i oS
36. Was the Mosque premises clean? ves [J e ) ,;d\ i ,,:; Z\_‘L“jﬁﬁ\s:ﬁ 36
2 require comment when marked ‘No’ no [ ¥ e Fagl s 2
NA B iy
Comments: scUaadlall [ gadedlt
FOR OFFIiCE USE ONLY JaBd i<al) aladiu
Algal) LlE3N Ll oY) aal) .
) 2 . i)
te ACTUAL SCORE MAXIMUM | Caluation: el
Approach and Cleanliness Aaaill g ol BN )1

Greetings and Initial Checks AW Sl 5 s S 12

Appearance and Behavior of caly ool o oL NE
Staff Oib sl sl s sekoe 13

Service iaadll |4
Cleanliness - Restroom and Glabasd) — ddlaill 5
Mosque RENP

TOTAL £ gaaall
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ADNOC DISTRIBUTION

Al SHAHABA G/45-169
SHAHAGA AREA
SHARJAH

DESCRIPTION ury  PRICE
Voyagr5ilveril 4,00 14. 00
Corolla/Camry 1,00 25.00
TOTAL

CASH PAYMENT

You were served by Operator 1
DATE 29/08/2012 10:53  T1 82

Thanks for Shopping . ...

TOTAL
56.00
+25.00
81.00

81.00

01 4404

SERIAL NO.

3

7

1







