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PROJECT: ELARA - Lube Change

| SERIAL NO.

" IRE

5|6

LI B

+

PN
Pan Arab Research Center w

O wiemarat | [J 4595 Eppeo/Enoc | B @54 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
l O 28 Name Number | Name Number | Name ‘ lNumberl ‘
Gender Height Built pectacled Beard | Mustachej Ethnic Groups
M1 F [TIMI]S | T [MJF |[Yes]No]JYes[No Yes | No |indian JPakistani]Filipino [Expat. Arabs] Others:
ROROOOROORROBORX O O O O
EMIRATE ";2::‘::‘ Abu Dhabi |  Dubai Sharjah Al Ain g’:x‘aﬁ Ajman K'::ism“ah Fujairah
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
Bslelol olalX[o [ F9 [ T ot 135’50
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
visT T O O O vist | 0 O O O O X O
1. APPROACH AND CLEANLINESS A3 g ol Y 1
Scores Critical Areas At ¥l AV
ves ] - o .
1. Was there proper sign to the Lube dihia e YAl damlgdaddlia s da
. no [ ¥ R
changing bay? ey s
na [ sy
, ] _ ves K
3]2 \é\x{;:r:izzclil'l.?be changing area clean and NO L__I g e s Akl Ca s dika s da 213
na [ sy
‘ vyes [ = ] o
4|3 Wasthereany oil leaking and falling on q e eyl o gldia gsda 3 4
to the floor of the lube bay ? E Sy 3yt Aslaie 8 )Y
na D iy ?
YES X i
21 4. Were the waiting area and table clean?  NO L—_l b faalss Al Uall 5 iy Ashie cilS Ja 4|2
va [ asuy
— ves @ o
2 5. \V/VV;iitnhge?telewyon in the waiting room NO D N ¢ Aty & e i Jens sl S s 52
na O sy
ves [1 o .
6. Was the board displaying complimentary no [ g Al lgde jelu lldadh S da 6
services neat and clean? 0 Caadat g A5 ye Agilaall Cileadldl
NA DA sy
2. GREETINGS AND INITIAL CHECKS A g el g cua 12
Scores Critical Areas Taladt @Yl Jataily|
3| 7. Was there any delay in approaching ves [] prd axifeal B i gl dus gl da 7 3
customers? Nno [X ¥ SN pan Cals gall
8. Were you greeted in a friendly manner ~ YES X pd Gslal) A48l s il G da 8
(pleasant feeling)? No [ Y ¢ (o
B ks gall & o g ad glay Y N
5| If no, please describe behavior: Was it © :Ll: \:j jj; yi;)‘ > 5
arrogant, without any expression, normal e opall oo b g 2l haly
etc..... ?__.@$
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Scores Critical Areas I N PR Jlai
9. Did he guide your vehicle for positioning  ygg [X] ; ) - - .1 :

3 at the stopper and asked you to switch . P clial u\&” “f“ %Au)p sl (,\.3 dﬁ -9 3

the engine off? O Y S padl ikl o elia alla g 5 )Ll Gy
10. When asked by customer, was the ~ . < Jrandl ya s odll (1% .

5 attendant knowledgeable of different YES p ﬁ‘ dﬁ ‘ ‘ ,L:)A / ﬁ;] d]f“ L .10
grades of oil, filters and their relative No [] g S sl s s fp > ; (‘j‘ S
benefits? fleda S il 8 4

. M\YE ; .
4| 11. Did he offer the waiting area to you? @ s O - TV A e Yl elle (e Ja 11 4
Dip NOT oHGR wPI1Tivg Hfep Nno B ¥
i ' YES :
4 12. lzgv::g’ftaff thank you as you were @ O pr € 5l S Ly o Sy s yall s 12 |4
D noT Sed Manx 1oy NO R y S
3. APPEARANCE AND BEHAVIOR OF STAFF S sl g cpiligall el 3
Scores Critical Areas Al eyl Jalai
13. Was the uniform of ves W e
3 . an?jsﬁtd;e?umorm of the attendant neat NO D Y L5 ey Gl elall Gl sl G S Ja 13 (3
na [ sduy
ves [ - ,

3| 14 Was the attendant wearing visible @ no [ N ey A8y (55 53 3 5a gl Cala gl (S Ja 14 3

nametag?, $z 3 5 aud Lle
AT weanung pone Teg va [ seuy
Y \ vEs B ] o
3| 15 Was he able to communicate with No [] y ge dralsill e THld Gl S s 15 3
customer? f0 s

NnA [ shyy
YEs 4 =

4| 16. Was staff courteous / friendly? No [ Y Slelal/la a5 Cala el IS Ja 16 [ 4
NA [ sy

4, SERVICE EOXESY. §

Scores Critical Areas I ¥ e o — Llai)]

: =S o) el G5l ki ydl 6 Ja 17
17. Did attendant check whether you need YES @ e u- uuﬂ T }A] f

3 t lete oil ch o u_\:l‘)):ggualx_:.j)l‘ﬁ\_mi)lch;_zo)w\ 3
op up or complete oil change? Nno [ g e LIl

3| 18. Did attendant check with you whether ~ YES B st 4 5 i1y Log ale sl Giaida 18 |
only oil is to be changed or oil with filter? N | N $ el 5 3l dash g S s

19. Did he check using gauge the quantity ~ YES [ i plasiel ol S s Gy b gall B8 Ja 19

3 required to be topped up and informed o Al 3 S el bl 3

you? Nno [0 v felly il 5 il
00 Sl G e Bl Cals gl A a0

3 20. Did the attendant check for oil leakages YES E‘ el wﬁ;ﬁi} A bﬁj Cias 3
under your car from filter and drain bolt? NO D N B f

3| 21- Did the attendant drain the used oil YES X w0 Qe Gl JS g cala gall A5 Ja 21 3
completely from your car? No O Y el jlus (e

2 | 22. Did he ask whether you want the engine ~ YES B s ol Jaue v i S o) lils Ja 22 5
to be flushed and did it if you agreed? No [ N fekiad) go Jla b elly

3| 23. Did the attendant fill the correct grade as YES D o~ L fg 5 Alal cabs el A8 Ja 23 3
you requested? Nno [ y Sl Al dapaial)
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Scores Critical Areas Al claall BATHI]

24. Did hg requgst you to start engine and  ygsg xl a8 gy o jaall Jikd g o dlie b Ja .24
3 leave it running for one and a half i « AR 2aad Lousall Al 3 3
minutes? NO El b} flhuaiy 48 saal il &
.l A8 e/ plia of (e il gl S s 25
3|25 Ei(ljtt.het'a:]ttendadnt e(r;stﬁre that the tl';art(er? ves & pr s i A5 A i T e 3
oltis tightened and there are no leaks? . [] v ey 3l
26. Did attendant carry out the following Lol lia il ol jaly cabagall o3 Ja 26
complimentary checks: ki
YES pad
31a. Battery Water top up no [ ) Lol ola ddlaf 31a.
nva [ iy
YES o
31b. Coolant Water top up NO D ki coolant/s sl cls dilial 31b.
na [ sy
YESZJ o Y14 ol Ji lea <y Adla)
31c. Auto Transmission Fluidtopup  NO L] y Hen ) § an 3te.
(Osaanil )
nva [ sy y
YES o
31d. Brake Fluid top up NO ¥ Jal jill 5 ALl 31d.
nvA [ sy
ves B
31e. Gear Oil top up no [0 ool ey sl 31,
NA [ sy
ves ]
31§, Air filter cleaning no [1 y el ks 31f,
na [ sy
YES % ol
31g. Wiper Water top up NO b [ SR ERWA IR PR I3 31g.
nva [ sy
YES % i
31h. Clean engine using air gun NO ¥ el et gl o et Caan 31h.
NA [ sbuy
YES oL o : .
3| 27. Were any of your questions related to % P: Adlalall il e ) e WY i Ja 27 3
lube change answered? NO Sl s dleay
nAa [ by
ves X = 32 G (eale gy gl i Ja 28
28. Did the staff place the mileage sticker i e n e s P
3 o cors P mileage stickerin- vo [ y b Lkl 3 Al /il e L) 3
oo A [ gy € Ll
G ves O
4| 29. Were you offered a receipt voluntarily?  NO & ¥ S LA W2l Jaaydlle a e Ja 29 |4
Aod b ol rfor\'l(u. Rocep Tva O sy
5.  REST ROOMS AND MOSQUE raneall s (aleall feud ) Aai gl g 5
Scores Critical Areas Agaladt aaall PATH]
3 YES i 3
30a. Were they adequately stocked with all % & Ayl o jliuall arens 3 jee SilS Jo 304
necessary supplies such as soap? NO v sl Jia
va [ gsy i
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Scores Critical Areas Al YLl BRI
YES 3 .
30b. Were they adequately stocked with all o %‘ (”;‘ Ayl Cla Jluall jaeay 3 jeae ilS o . 30b
necessary supplies such as toilet tissue? Cull gl (G99 Jia
N/A by ¥
30c. Were they adequately stocked with all ves [ a2 4y el e 3linall aiass 3 jeme <l Ja 30c
necessary supplies such as paper towels? no O ¥ 48 o hdliall Jia
(paper towels are not required where fully — Clddaae 85 vie 45l e 4 —adliall)
operational hand dryers exist) N/A bl ¥ (Y i
. v" M ]. . . - o
31a. Were sinks clean? ves B adll o 'w,fj‘f\‘:‘;rﬁsd':.“?’m
require comment when marked ‘No’ no [ ¥ gl o> Lyl s )
NA O ghyy
; a0 U all oS
31b. Were mirrors clean? YES E\ P Al 2 )\j‘y\w 'ISJT' |'31 b
require comment when marked ‘No’ Nno [ b geasil o Y Y S 1)
wa [ shuy
; faabi oY cliiag cuilg
31c. Were hand dryers clean? ves Bl o iy ‘5*;’:{,,“ vl o ,&"310
3 require comment when marked ‘No’ no [ ¥ G Y Al s ) 3
nva [ gy
. faadas ) sliall Cllle il
31d. Were dispensers clean? ves B e . )ﬁl o "\1";;_,{_\\1\;‘3 _\SJT:)"31d
require comment when marked ‘No’ no [ b} G ke
Nna [ abuy
YES Zl paa
31e. Were toilets and urinals clean? No [ ¥ fagdas ol Al cwil Ja 31e
nva [ sbyy
i . fAaphas Ll Y culg
32a. Were doors clean? YES IZ! p o 5l '},y,fhiyiﬂg}asza
require comment when marked ‘No’ no [ ¥ &= “A*)J T f :
Na [ sy
ves K
32b. Were walls clean? No [ N fagls bl il da 32
NA [T gy
YES i
32c. Were ceiling clean? Nno [ Y Sk Gl IS da 32¢
na [ gy
ves B
2 | 32d. Were vents clean? NO Y A4k MUl il s 32d | 2
Na [ ki y
; fails b )Y) ils s 326
32e. Were floors clean? YES & g 2 5 yn intd_s 130
require comment when marked ‘No’ no OO0 v =t T ‘
nva [ sy
ves Bl
32f. Were baseboards clean? no [ ¥ faadai sacldll & o dailadl 10 clS Ja 30f
NA [ gy
ves A
32g. Were grout clean? NO D b fadas Bl S o . 32g
nva [ ghuy
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Scores Critical Areas FERIR (LA PO it
ves [X[
33a. Were trash containers clean? NO I:I b Paiyls daladll clyla <ailS s 338
NA [ adby
2 - 2
ves D4
33b. Were trash containers not overflowing? NO [ ¥ faild e Al clgla <l da 33b
NA [ aeby

ves D4 o o .
2 34. Was the restroom smelling clean & NO D N ‘,9‘ Os) Ldinia s Adgdas Hlasdl dat) ) il Ja 34 2
fresh (without any offensive odor)? faanll 2 Agy S Aal

NA [ iy
3 Jand alaall .'\')@Jﬁ.'\e.«;_. S8 Jda 35
35. Were all the facilities inside the ves B o e fm St
restroom in good working condition? L . e 1
2 require comment when marked ‘No’ no O ¥ gaasll o MY Y S Y 2

NA [ by
3 €(5) ik daauall Aeld i ise (IS
36. Was the Mosque premises clean? YES D P ( ). JE\H ’ ,,;‘,:, &L‘;—;"lz\sﬁ 36
2 require comment when marked ‘No’ NO El ¥ el el TS : 2
NA [ ey
Comments: sclBadlall [ gabesll
FOR OFFICE USE ONLY JaBd iall aladiuy
Uacual) Jaladll JRFHIRE N .
9 : Evaluation: + axafil)
o ACTUAL SCORE MAXIMUM valuation e
Approach and Cleanliness Aallaill g ) Y 1
Greetings and Initial Checks 1) Szl 5 us i 12
g{)ap;?arance and Behavior of eyl sl gy sekaa 13
Service Aaaadl |4
Cleanliness - Restroom and Slalead) — Al
Mosque aall g
TOTAL £ saall
5 +
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DESCRIPTION QTY  PRICE
Mazda 9258926 1,00 23.00
VoyagrSilveril. 4,00 14.00
TOTAL

CASH PAYMENT

ou were served by Operator

y 1
DATE 20/09/2012 11:50  T1 52 01 3307

Thanks for: Shopping .

SERIAL NO.

_ : 5
ADNOC DISTRIBUTION
AL GOZE S/5 - 880

ALGOZE AREA
SHARJAH

TOTAL
23.00
%6.00
79.00

79.00







