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PROJECT: ELARA - Lube Change

SERIAL NO.

4]2]8

re———

P
Pan Arab Research Center &

+

O e wemarat 1 O @520 Eppeo / Enoc | B a9 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number | Name Number | Name Number
24 e 2400 BQ‘,U\ Syod hedew €2 O] |
Gender Height Built Bpectaclesl Beard Mustach Ethnic Groups
M1 F |7 M [S]T [MJF |Yes] No|Yes| No |Yes | No |indian Pakistani[Filipino [Expat. Arabs| Others:
ROROOOROOKMOKORRE O O O ]
EMIRATE V;s;’:);" AbuDhabi |  Dubai Sharjah Al Ain g’::v“aﬁ Ajman Kﬁ:ism“ah Fujairah
n n E.I n O O O O
SITE ID Month Date Amount (Dhs) | # of vehicles # of staff Time In Time out
0213251 oldl clq e3re ol 3| o[\ L9l 5t
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
VISIT VISIT %]
O O O O O O KX 0O W O 0O
1. APPROACH AND CLEANLINESS ;iéUiﬂiJ gabﬂ?\ A
Scores Critical Areas Al cyaalt Jlaih
ves )
1. Was there proper sign to the Lube no [ g dabie e WYl dasljdagd dllia S s 1
changing bay? S Wl yuad
na [ sy
. ves ]I
3 2. X\:;:r:igzclj%be changing area clean and NO D Y Ay Akl cy 3l i dikie ciS Ja 2 |3
nva [ sy
ves [ . ‘
4|8 Was there any oil leaking and fallingon ) y e 4o dos il o gl llia S da 3 4
to the floor of the lube bay ? S 3l s Adhie & )Y
nva [ sbiy o
ves (A
21 4. Were the waiting area and table clean? NO [] ¥ fiaks algally jUanYi dabia cilS Ja 412
va [ sy
5.  Was the television in th iti YES& =
2|5 woariinge? elevision in the waiting room no [ Y Y e b e a8 s 5|2
va [ skny
vEs B o ]
6. Was the board displaying complimentary 0 y Ll lgde pedai Alas i cdS a6
services neat and clean? Akl 5 A je dplaall Cleasl)
nva O ey
2. GREETINGS AND INITIAL CHECKS Y cudall g cua Al 2
Scores Critical Areas IR IO O PR [ Jalash
3| 7. Was there any delay in approaching ves [ px pdfcal 8l 8 el gl dllia S Js 7 3
customers? NO Yy ol eas ks gall
8. Were you greeted in a friendly manner ~ YES px sl A4 kb Al i da 8
(pleasant feeling)? Nno [ y ¢ (i
S rcabh gall o glis o o1 a8 2la 1)
5| If no, please describe behavior: Was it © ﬁ:' Lj‘;l )L\; }Z‘i;.'{‘y > 5
arrogant, without any expression, normal e e plaill a5 pally sty
ete..... PG
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Scores Critical Areas D) ool Jaldil
9.  Did he guide your vehicle for positioning  ygsg E A il S Vel L Calh i L Ja
3 at the stopper and asked you to switch ¢ <" el o . e -9 3
the engine off? Nno [] Y el fpikes o e (alla g 3l iy
10. When asked by customer, was the YES K pai e 08 b (seall (e ila sall J3 Laxie 10
5 attendant knowledgeable of different = Al 5 g 3l e Je o Calis
grades of o, filters and their relative No [ v = S TR SR > . "b 5
benefits? flebe JS il 4 4
YE ax
4 | 11. Did he offer the waiting area to you? NOS g r‘: CoMEY A8 e b jay) elle e o 11 |4
12. Did the staff thank you as you were YES pd ¢ das et s R .
4 leaving? NO D g .)J\&:HSM&JML.&L}A!(;UJA 12 14
3. APPEARANCE AND BEHAVIOR OF STAFF Sl CoudB3 gall HBa 3
Scores Critical Areas Aanalall) SYLaY PR
_ YES X[ .
3 13. \;ﬁzsﬁtc:w;)umform of the attendant neat NO D Y 0o ey Gl el Gl sl Gl S A 13 (3
nva [ seuy
ves A .
3 14. Was the attendant wearing visible no [] f\: ey A8y 50 5 0 g gall als gl S Ja 14 3
nametag? Co o5 daul e
nva [ sy Modupen,
YES o ]
3| 15 Was he able to communicate with no [ g oo dhat gl e 1508 Gals gl K 8 15 3
customer? _ sl
na O sy
vEs [X]
4] 16. Was staff courteous / friendly? No [ Y ladalflagoy Cab padl K Ja 16 4
nva O sy
4, SERVICE el 4
Scores Critical Areas L) Ll gy
; 2SO e el ala gall W Ja 17
17. Did attendant check whether you need YES E i ;U Uu)u‘ P }A, ? L
3 top up or complete oil change? ) owad o Syl ALY Flias sl 3
p up p ge’? Nno [ Yy ¢ Jalsil
3| 18 Didattendant check with you whetner  YES B ea! 3 5 a1 L e iyt 3in3 Js 18 3
only oil is to be changed or oil with filter? y € olall 5 oy 3 ol sy 01 yuas
NO S e B
19. Did he check using gauge the quantity ~ YES ans phAEaly Syl (6 sie by alisall G5 Ja 19
3 required to be topped up and informed G A Gyl S I o el 3
you? Nno [ Y Sallly il ; L)
O Sl Gl e Gaailly als gl W3 da 20
3 20. Did the attendant check for oil leakages YES E el uﬁ;ﬁ:ﬂi} Al e Bjij ans 3
under your car from filter and drain bolt? NO D y ey 3l
3| 21. Did the attendant drain the used oil YES B s w30 OS it il gl A6 a2 3
completely from your car? No [ Yy el s (e
5| 22 Did he ask whether you want the engine ~ YES B e e vy S o @l da 22 2
to be flushed and did it if you agreed? Nno [ ¥ feliddl sa Jla A Al
3| 23. Did the attendant il the correct grade as  YES Kl ax Sl s ofp 5 Allal il sl B8 Ja 23 3
you requested? Nno [ N el Al Asgaall
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Scores Critical Areas Aol Ll AN
% Toeisaeiou o sarrgne s YES Bl e G f e 28]
minutes? no O 3 fibuaiy s Sadd Jasall s
Gl A8 e/l seba o (e cals galt X6 o 25
3 25. Did t.he_a;('tendz;nt egstﬁre that the far:(er? YES @\ > oyt i pad il LelSa é Taum Aide 3
bolt is tightened and there are no leaks? NO D y fcu 0
26. Did attendant carry out the following Lol Cls saidll el jaly cabasall B Ja .26
complimentary checks: ki
ves
31a. Battery Water top up no [ Y A Ual ola Al 31a.
na O sy
ves A
31b. Coolant Water top up no [1 ¥ coolant/syull sle il 31b.
na [ sy
ves DI
WA el JBU e < ) ALl
31c. Auto Transmission Fluid top up NO D b e JL*T\ ,‘J;u, . 31c.
(O sisant ll)
na [ sy
ves ]
31d. Brake Fluid top up no O Y Jal il &y 5 Al 31d.
va [ asiy
ves A
31e. Gear Oil top up no O ¥ sl £ pall g 5 Al 31e.
NA [ iy
ves 4
31f.  Air filter cleaning no [ Y gl il cals 31,
v [ sy
ves 4.
31g. Wiper Water top up Nno [ y sl clabiud el 4l 31g.
nAa [ iy
ves A
31h. Clean engine using air gun NO D Y el et plasinly ol Ciplats 31h.
na O saay
YEs X N D
3| 27. Were any of your questions related to E ?: dalaiall il e gl e AW Qi ds 27 3
lube change answered? NO S M et dulamy
va [ sy
. . ) . ves A LY e e Guake pia g calagall JE o 28
3 28. alg (t:r: gtaff place the mileage sticker in NO D N o et ALl /o fia L 3
na O sy 5 ol
ves [ =
4| 29. Were you offered a receipt voluntarily? no B N SO 2Nl Jhag e mge Ja 20 |4
N/A DMY.\ N \dg &&( \\‘(\\D\\
NI A At e
5.  REST ROOMS AND MOSQUE sl (alaad) [l 5f) Aal ) i 5
Scores Critical Areas Ll YLl Lt
3 ves B 3
30a. Were they adequately stocked with all S |:| & A gomal) ile il arany 3 g2 il o 30a
necessary supplies such as soap? NO v o gball Jia
na [ gy e
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Scores Critical Areas E IO O PO Llail
_ YES o e o
30b. Were they adequately stocked with all 0O g al) e sl mans 3 3¢5 <ilS Ja 30b
necessary supplies such as toilet tissue? NO ¥ Sl gl 3,99 Jie
NA [ ssuy
30c. Were they adequately stocked with all ves ad Gyl e il greay 8 e <ulS Ja 30c
necessary supplies such as paper towels? NO D v 48 !é‘ Al Jie
(paper towels are not required where fully it g vie 4sllas e 48 ) Cadliall)
operational hand dryers exist) WA [ Ghyy (391 i
; Rak) Jubedl cals
31a. Were sinks clean? YES (e L al '"\J'ti:_.t_\y\u- '15%4(318
require comment when marked ‘No’ No [ b grasill ol
NA [T gy
; Thak: Ulal s
31b. Were mirrors clean? ves B gl g :\‘nyr‘j ,lsd“:"m b
require comment when marked ‘No’ no [ by Gt > dat A
NA [ aayy
X H FENEY b Sldsaa CailS
31c. Were hand dryers clean? YES o o - Lﬁ%&gyﬁ .‘Sd*‘:‘ﬁ‘lo
3 require comment when marked ‘No’ no [ ¥ Gl > A Al IR
NA [ gy
s $a8,085 ) sball cliSle CutS
31d. Were dispensers clean? YES P . )i“ o g L{.;Yluj ~1sd75{31d
require comment when marked ‘No’ NO D ¥ ol AR RN
nva O sbsy
ves A
31e. Were toilets and urinals clean? Nno [ N iy Jeath Al il Ja 31e
nva [ sy
: eaaday ol oY) culs A
32a. Were doors clean? ves Bd o o ‘,.y.,"_' Z.i\w uLsdThl 32a
require comment when marked ‘No’ no [ ¥ (G T t -
va [ gy
ves 4
32b. Were walls clean? Nno [ y failss el i€ s 32b
A [ sy
ves A =
32c. Were ceiling clean? No O ¥ feakai Caaldl oS Ja 32¢
Nna [ iy
ves K|
2| 32d. Were vents clean? o O ¥ ek L) S Ja 32
nva O sy
: fhadai Gl )Y il o 32e
32e. Were floors clean? ves D o i) e fui‘g\u@ls )
require comment when marked ‘No’ no [ ¥ St e e ‘
nva [ geuy
ves B
32f. Were baseboards clean? no [ N ALk sac il - 5) /lailadl i1 cwiS Ja ,32f
NA [ asuy
YES pad
32g. Were grout clean? no O v fealis LU oIS Js 132g
nva [ gy
4
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Scores Critical Areas . At -l AN
ves P o
33a. Were trash containers clean? NO D N Shadhy Aokl i gla S s .33a
’ wa [ aeuy )
YES ol
33b. Were trash containers not overflowing? NO |_-_] b Shald e Aakadll cilygls S J .33b
NA [ gy
ves B 0 e
2 34. Was the restroom smelling clean & no [ N @V Q) Adaiay Ak aleall Al i€ da 34 2
fresh (without any offensive odor)? P(alasdl B Agy S Andl
NA [ gy
3 Jaxd alaall i &l jaeaslh xS da 35
35. Were all the facilties inside the ves B s e
restroom in good working condition? L o % e
2 require comment when marked ‘No’ no [ ¥ C‘—““J‘“ o ALY cals 13} 2
NA [ sy
5 $(3) Cadai saaall Acld ) e OIS
36. Was the Mosque premises clean? ves L ( ), 3”33‘ i wgn afiﬁﬁﬁsﬁ .36
2 require comment when marked ‘No’ Nno O ¥ g oA ol ! 2
L nA B gy
Comments: s Uaadtall J gabadl)
FOR OFFICE USE ONLY 13 Ligall pladdu N
Lnoual) LA L& leY )
[} > I o
to ACTUAL SCORE MAXIMUM | Evaluation: el
Approach and Cleanliness Aataill 5 ol yEY1
Greetings and Initial Checks FI P RLE LS| PRUITENg [
g\{);f?arance and Behavior of b sall Ay sekaa [3
Service ia0all |4
Cleanliness - Restroom and ilelaal) — Adaill 5
Mosque Al t
TOTAL £ sanal
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ADNOC RIBUTION
L MUHALL AR $/5-885
DIBgaK T, 443931 Fujaip h
e S Futairay x
DESCRIPTI Qry PRICE TOTAL
OvagerBrq 29[ 1,00 .00 0.00
VoyaqerBronzIL 2,00 3.00 6.00
TOTAL 76.00
CAsH PAYMENT 76 .00
Bre Serveg by ¢ érator
DATE 09/04/20 09:§ 152 01 8853
Thanks for Shopping







