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PROJECT: ELARA - Lube Change

SERIAL NO.

414

B k.
Pan Arab Research Center w

[ < Emarat | [0 @580 Eppeo/ Enoc [ B 4 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
; (,é Name Number Name Number | Name Number
& | Lasa Coo\ |Sata  Acol fant wad e |8 b 4= |
Gender Height Built _ Ppectacley Beard | Mustache] Waiwae - Ethnic Groups
M]F JTIM[S]|T[MI[F [Yes | No | Yes [ No | Yes [ No [indian [Pakistani]Filipino [Expat. Arabs| Others:
NOLONOORODORODROR K O O O O
EMIRATE v;:;‘lz’: Abu Dhabi |  Dubai Sharjah Al Ain gm“aﬁ Aman | 2 Al | Fujairan
O O O | O O O O |
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
ol |7+ 6 ole | 2lo |[#5 |60 | ol ol khev1q |2o6s
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sundayl Monday [Tuesday l Wednesday| Thursday I Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
vISIT ] w w 0 VISIT O O O | | O
1. APPROACH AND CLEANLINESS «43alll 4 @ijﬁ‘_]\ A
Scores Critical Areas Laaladlt YLl Jaladl
YES P N .
1. Was there proper sign to the Lube no [ q dhie Jle AW sl jiaddia S da 1
changing bay? Sew s
na [ asuy
. YES o
3 2. \é\:g:r:il;:é%be changing area clean and NO D A e Akl Cuy s dhiecdS s 213
na [ aday
ves [1 . .
4|3 Wasthere anyai leaking and falling on " =7 g Sl as gyl gl dia s ds 3 4
to the floor of the lube bay ? ey 3l yuad Aidaia & ()
na O sy '
vyes [ &
21 4. Were the waiting area and table clean?  NO D N Sk A all g eyt dabie oS da 412
na O adsy
W . N YES =
2 5. Woarii’:]hge?telewswn in the waiting room NO D Y Y A e b e osAll S ds 52
na O sy
vEs I o o
6. Was the board displaying complimentary 7] q Aald Lgale jedai Al dall calS a6
services neat and clean? aa,dni ¢ Ad ye Ailaall Cilaaall
nA [ adiy
2. GREETINGS AND INITIAL CHECKS S gV Sl g cua g 2
Scores Critical Areas Al it Jalasl
3| 7. Was there any delay in approaching ves [] px aifd Bl o pali gl s S da 7 3
customers? NOo [Xi Yy Sl sad ada gall
8. Were you greeted in a friendly manner ~ YES d p sl dd A b cua il a3 s 8
(pleasant feeling)? NO D N ¢ (zos
TS b ik gal @ gl i g1 28 sl Y 1)
51 If no, please describe behavior: Was it u‘ e \:j . jj\: jic ;.' ),‘ x 5
arrogant, without any expression, normal e R O i (g R R
etc..... ‘.'___c.!\
1 +
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Scores Critical Areas Tl ol PATH]
9. Did he guide your vehicie for positioning YES PO Ol I il Gl i 9
3 at the stopper and asked you to switch *‘Lﬂ Vel o ol u_dl, 5 Ll ¢ i 13
the engine off? Nno [ ¥ e ) ik = 5 b} alyyy
10. When asked by customer, was the " ; S b (et (e (ks gall s Lonic
attendant knowledgeable of different YES e gr“;u . ‘ - i }d fw 10
5 g - ; uiﬂd‘;uy_)lluléJJ/&lyiuL;m?h 5
grades of oil, filters and their relative No [ v - . r
benefits? fleia JS il 3
YES : - .
4| 11. Did he offer the waiting area to you? NO g P’; £ Uiyl A8 e @ LIV e (e b 11 (4
4 12. Did the staff thank you as you were YES i € o5 i Ly o Sy Cali gl A6 12 4
L leaving? No [J y *J = S ¢ .
3. APPEARANCE AND BEHAVIOR OF STAFE Sty Cpiligall jglia 3
Scores Critical Areas Ll laall Jalail
. =y
3 13. Z\:}(ajsﬁ?;}umform of the attendant neat NO D ¥ 9L ey Gl el Gl sl Gl S Ja 13 3
NnA [ gy
YES po .
14. Was the attendant wearing visible e Ay (535 3 3 g gl il gl S Ja 14
3 No [J ¥ , 3
nametag? Sz s Leade
VA [ 5545 Gk ol Hoe voarms, =)
YES s ) N
15. Was he able to communicate with &o deal sl e 18 Cala gl (S Ja 15
3 customer? No [ ¥ e 3
H .uﬁ)‘
na [ sayy
YES pd
4| 16. Was staff courteous / friendly? No [ Y Slahal/lagay Cabasall S Ja 16 |4
NA [ sdiy
4. SERVICE dandll 4
Scores Critical Areas Ala) cylaall )
: kY S 3aall Cabs gl W8
17. Did attendant check whether you need ~ YES e TR u)ul P yd i 17
3 top up or complete oil change? S0 o ol Sl AlaY lias s ) 3
pup p ge: NO D y Sl
3| 18. Did attendant check with you whether ~ YES i 28 S 1Y Lad elia Cabagall 3825 b 18 3
only oil is to be changed or oil with filter? No [ Yy $alall 5 <y 3l o dadd ey 3l s
19. Did he check using gauge the quantity ~ YES B el il (o sine (il Gl ol 16 Ja 10
3 required to be topped up and informed G A 3l s Gl el 3
you? No [] 3 felly elali Ll
R b0 Ol el e Ganill G pall B
3 20. Did the attendant check for oil leakages YES o uﬁ):;ﬁ::} Al e Aj:‘juu 20 3
4 ; 5 2
under your car from filter and drain bolt NO D y v
3| 21. Did the attendant drain the used oil Yes [ 0 el 5l S i i Cala all B da 21 3
completely from your car? No [ ] Sl Jlhs (ga
9 { 22. Did he ask whether you want the engine  YES A Al el Ju a5 o el Ja 22 5
to be flushed and did it if you agreed? No [ N felisd) ga Jla 4 el
3| 23. Did the attendant fill the correct grade as YES axd 25l A ofp 8 Alaly caba sl B8 G 23 3
you requested? No [ y flells Al dspaall
2
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Scores Critical Areas gt CYLaalt L

24. Did he request you to startengine and - yEgs axt a8 5oy & paall iy i O el il Ga .24
3 Iegve it running for one and a half D i 4382 50 sl a3 3
minutes? NO N 9 ’
3 25. bDid t_he_attendant ensure that the carter YES pxd uf\):);ﬁ)j:jlﬁ;k jﬁiﬁ 25 3
olt is tightened and there are no leaks? NO D N tcu sl
26. Did attendant carry out the following Llaall Gla gaidll ol jak calagall W8 o .26
complimentary checks: -aglul
ves 1
31a. Battery Water top up no O ¥ oLl 31a
na [ sy
ves [d
31b. Coolant Water top up NO D b coolant/a_yall cle A8} 31b.
N/A % b Y
YES i _
31¢. Auto Transmission Fluid top up NO D e’; S AS el i )Lﬁ_-. uu .uLA\ 31c.
(st 1)
W RET Y
ves M m-
31d. Brake Fluid top up Nno O y Jal il g5 il 31d.
na O sy
YES pal
31e. Gear Oil top up no O b ol /el A8l 31e.
nA [ sy
ves K]
31f.  Air filter cleaning no O Y ol ks 31f,
na [ gy
ves X|  m
31g. Wiper Water top up no O Y a3l cllaliaal el 2l 31g.
na [ seny
ves A =
31h. Clean engine using air gun no O Y ehsell (ot pladiuly o jaall Cadais 31h.
nva [ ey
3|27 Wereany of your questions related to :“E)s [é]‘ (‘: dalaial lilind e gl e 37'\—7-\,1‘ L—w 27 3
lube change answered? Sl s dolany
na O sy
5 28 aig 3;? staff place the milsage sticker in :is % ‘: m@mﬁ:&ﬁﬁ;\;ﬁ 28 3
' na O ki % o
ves X
4| 29. Were you offered a receipt voluntarily? ~ NO O ¥ kst it Juas e e da 29 14
nA [ adny
5.  REST ROOMS AND MOSQUE - aawall g (plasdl [l ) Aalpl ci g 5
Scores Critical Areas Toulult claall AT
3 30a. Were they adequately stocked with all YES e~ gl cile jlinsall aran 8 jeae S Ja.30a 3
necessary supplies such as soap? NO ¥ T sball Jia
wa [ iy =

w
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Scores Critical Areas Lala ¥l Lalah
ves [
30b. Were they adequately stocked with all 0 ?’;‘ A2y all e il pany 5 3¢ S Ja 30D
necessary supplies such as toilet tissue? NO ) Coll gl (399 Jie
NvA O gsyy .
30c. Were they adequately stocked with all ves B} pad sl Slo Jlivall asans 3 jene <ilS Ja 300
necessary supplies such as paper towels? $48 1ol adiliall o
(paper towels are not required where fully No D v Clidae f51 e 4y lha ye 4l adliall)
operational hand dryers exist) N/A Gl ¥ (G i
31a. Were sinks clean? YES px - '%:&"L:” lulslsd? |.31a
require comment when marked ‘No’ Nno [ Y il (om MY Aa Y s 1y
NA [ gayy
- AR -
31b. Were mirrors clean? YES px ol o g l:"‘fl rflisdr."mb
require comment when marked ‘No’ Nno [ b e sl o2 MY ey 3
NA [ sayy
. ()ﬂ . .. 1 -y - o
31c. Were hand dryers clean? YES m e . Tda ‘édfi;,f"u\:“;_ulsl;% "310
3 require comment when marked ‘No’ Nno [ Y ol (o2 Y Ay cals 1y 3
NA [ gy
31d. Were dispensers clean? YES p Md‘a" u},‘l..?ll ,:"bil;r“ lslsd‘: "31 d
require comment when marked ‘No’ Nno [ b sl o MY ey s 1y
NA [ gy y
ves Kl
31e. Were toilets and urinals clean? Nno [ ¥ faady Joall e S Ja 31e
NA [ ssyy
32a. Were doors clean? YES E i sl v%,:_"f;rf \SISJT‘ 32a
require comment when marked ‘No’ no [J ¥ el o MY Ay s 1y
NA [ gy
ves I
32b. Were walls clean? no [ Y faghs Gllaall culS Ja 32b
NA [ sy
YES pri
32¢c. Were ceiling clean? no [ ¥ fealai Gl S s 32¢
vA [ ssuy
ves I
2| 32d. Were vents clean? No O b faadai Muall cuil€ Ja 324 |2
Na [ sbuy
; faadss il 91 el
32e. Were floors clean? YES o Sall o .,?..‘E fyru EJT‘ 32e
require comment when marked ‘No’ Nno [ ¥ ol o YT ALY s 1)
Nna [ gy
ves i
32f. Were baseboards clean? No [ Y ks sl & o a1y 50 il Ja L 32f
NA [ gy
YES a2
32g. Were grout clean? NQ D ¥ Sk L oS Ja .32g
nva O gauy
4
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Scores Critical Areas Al claad AT
YES pai
33a. Were trash containers clean? NO D b faadas daladll L e clS Ja 332
5 NA [ ey )
vEs D
33b. Were trash containers not overflowing? NO D b fAaild e dsladll Clyda <iS o 33b
NA [ gy
YES X ) N ]
2 34. Was the restroom smelling clean & NO D N q;‘ Oy) ddinday daghi Hleall 4l cilS Ja 34 5
fresh (without any offensive odor)? Iplanlt (B Agn S Al
NA [ asuy
3 Jext alaadl & & jueailt aea cailS Ja 35
35. Were all the facilities inside the ves [ e e e e U,
restroom in good working condition? . - T e
2 require comment when marked ‘No’ no [0 9 g sl (o MY ALY S 2
NA [ ey
5 €(5) Cidai dmdl deld ) e S
36. Was the Mosque premises clean? ves [1 ( )_ )’m ) ..:;. LLL;;F*L'J\ST%; 36
2 require comment when marked ‘No’ no [0 ¥ o al ekt 2
N/A by Y
Comments: siBadall / gadedl)
FOR OFFICE USE ONLY Lagd gl aladdiu N
Usal) LI LAl ey aal) . .
o, v . - ‘
t ACTUAL SCORE MAXIMUM | EValuation: P
Approach and Cleanliness Aaaill 5 ol Y1 |1
Greetings and Initial Checks FW P RERLT1| PRUITAN
/;{)ap;fearance and Behavior of oyl gl Al s sehaa [3
Service FURENIY ]
Cleanliness - Restroom and ilalasd) — Aalkdl |
Mosque daadll g
TOTAL £ saxall
5
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ADNOC DISTRIBUTTION
AL MATAR $/8° 35
NEAR SHJ MATAR ATRPCRT
SHARJAL
DESCRIPTION QY PRICE  o7a,
Voya rBronzeil 4,50  11.00
Ve Nissan Wax 100 2579 4220
TOTAL 75.50
CASH PAYMENT | 75.50

You were served bg Operator 1
DATE 20/06/2012 20:56  T183 01 2578

THANKS FOR SHOPPING. .

SERIAL NO.







