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PROJECT: ELARA - Lube Change

SERIAL NO.

47| 8

Pan Arab Research Center &

O < ,ui Emarat / O aw s Eppco / Enoc / & gl Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
) ‘ 3 Name Number | Name Number | Name ‘ umber
colbiAL | |
Gender Helght Built _ Ppectacle Beard | Mustache] Ethnic Groups
M [S | T IMIF |Yes]No|Yes| No Yes [ No |Ind|an TPakistani|Filipino [Expat. Arabs| Others:
EMIRATE V;Z;tizr: Abu Dhabi Dubai Sharjah Al Ain l(l)r:‘:lnaﬁ‘l Ajman Kﬁ:?mNah Fujairah
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
g8 091661 & olaloll lII'40[R05
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 D E D D D VISIT D D D D D E D
1. APPROACH AND CLEANLINESS -48Ual 5 ol By
Scores Critical Areas Lpalal) ¥ Jalasl
ves D4 o ot
1. Was there proper sign to the Lube no [ q dihaie e AVl daialjdagd i gl s L1
changing bay? Syl s
na [ abiy
. ves &
3 2. \é\:g:;ir;clj%be changing area clean and NO E] R T RUPE TR TSGR abiecuS Js 213
na [ sy
ves [1 a
4|3 Wasthereany oil leaking and fallingon g e de syl oyt gl s S de 3 4
to the floor of the lube bay ? — Syl yps dilaia A sy
A [ sy
ves B =
2| 4.  Were the waiting area and table clean?  NO O ) Caayday A3 lalt g sty dabaie il o 4 | 2
na [ by
5 W levision i iti YES E ™
2o Woiii;hge?te evision in the waiting room no [ § Y e S Jew il 08 08 5|2
wa [ sy
ves I o~ s
6. Was the board displaying complimentary ] .’ Al lgle gl A S s 6
services neat and clean? 28033 5 A3 ye Anlaall Sleadd)
A O] sy
2. GREETINGS AND INITIAL CHECKS A il qua 3l 2
Scores Critical Areas AandaYt @ylaall JATH]
3| 7. Was there any delay in approaching ves [ pr s/ il b pali gl s S s 7 3
customers? NO g ¥ Sl g Cala gall
8. Were you greeted in a friendly manner ~ YES pri sl adsda b ilis da 8
(pleasant feeling)? No [ Y ¢ (zoae
IS Ja ccabs sall & gha Ca g2 28 Ela Y 1D
51 If no, please describe behavior: Was it Lf Yo . \:;S ) Jj; ;(: N "5
arrogant, without any expression, normal G RS O I (5 AR e
ete..... e
+ 1 +

Lube change.doc




2 +

Scores Critical Areas Al el Ltadl
9. Did he guide your vehicle for positioning  ygsg m A il Sl Mol Cali gall 15 Ja 9

3 at the stopper and asked you to switch o4 < et 2 . O 13

the engine off? No [ ¥l il of elie il 5 )ked) oty
10. When asked by customer, was the . IS s sl (e Cils gl Jas Laie 1)

5 attendant knowledgeable of different YES m # j;;:” - ).j" QL;UA;/ ﬁ?l l}“ e ) 5
grades of oil, filters and their relative No [] y e ) &oy _ ? e
benefits? Pleie JS 2l gy

YES X g ce
41 11. Did he offer the waiting area to you? NO ?: € Uiy ds e oY e me b 11 14
. = ) YES : i s ]
4 12, ll?e;:iv;r:e?staff thank you as you were ( 53 O o € 505 S Laiy ol Sy (il ) Ada 1214
97 Din ot Sey THAMEYGU NO [X] ¥
3. APPEARANCE AND BEHAVIOR OF STAFF S sbug Cuilisall jglia 3
Scores Critical Areas Ll VLl PR
. YES pad
3 13. Z\r/:jsti?;oumform of the attendant neat No [] Y 6Ly Gl pualal il gl Gl S 13 (3
NA [ abuy
YES o~ . .
3| 14. Was the attendant wearing visible NO % q opas A8y (5 5y 3 5a sl Gals ) IS Ja 14 3
nametag? T2 s 5 4l Lle
NA [ sy
YES axd P
15. Was he able to communicate with & &e el sl e 10 Cals ol S Ja 15 3
3 customer? no [ ¥ €00
! .u}.}
NA [ ssuy
YES axl
4] 16. Was staff courteous / friendly? No [ y $adal/lagog Caba sl S o 16 |4
NA [T sy
4, SERVICE daadll 4
Scores " Cifical Areas T R e C T L]
- 2SO Gy aaill ki ol LG s {7
17. Did attendant check whether youneed ~ YES B =S ) Giasll se

3 ; S e ol Sy 3l ALY ~Uass Ll 3
top up or complete oil change? NO D y ! ¢ LSl

3| 18. Did attendant check with you whether ~ YES X -~ A S 1) Lagd i il sl a3 s 18 3
only oil is to be changed or oil with fitter? Nno [ Yy € a5 g 3l ol ads 5N s

19. Did he check using gauge the quantity ~ YES X ar pladiely Sl G Siia s il sl W5 s 19

3 required to be topped up and informed i A A I G sl sl 3

you? no OO elly, a5 Lyl
YES [} s O Sl i o il i a1 O 20

3 20. Did the attendant check for oit leakages YES m o ;j /fhu: ) hﬁiw 3

under your car from filter and drain bolt? no [ N S L 8 gl
'y

3| 21. Did the attendant drain the used ol YES X] sl ety 3 S ot iyl BB Ja 21 3
completely from your car? No [ Yy Sl e (e

o | 22. Did he ask whether you want the engine ~ YES m s el de 3y e o) dila Ja 22 5
to be flushed and did it if you agreed? NO D y fliadl 50 Jla 8 iy

3 23. Did the attendant fill the correct grade as  YES B~ u Gl A g 5 ALl Calagall A8 Ja 23 3
you requested? Nno [ y gl Al Al
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Scores Critical Areas D) Ll pAH]
24. Did he request you to startengine and  ygg Bl o oS oy el i o5 of dhio calla Ja 24
3 leave it running for one and a half Chat ¢ A58 saal sl Alla 3
minutes? no O k! Pty 4983 b3 O «*
. ol A8 e /A el Ol (e ks sl KU o 25
4| 25. Did the attendant ensure that the carter ves B f )w):\m L j} e b fam A3 3
bolt is tightened and there are no leaks” NO D y fe 3l
26. Did attendant carry out the following Lilaall Cla sadll ol ol calasadl A3 Ja .26
complimentary checks: sadid)
ves [0
31a. Battery Water top up no O Y Ll el dila) 31a.
R
ves
31b. Coolant Water top up no O Y coolant/s el cleiilal  31b.
na [ sy
ves K| =~
e e - GO Gy dal
31c. Auto Transmission Fluid top up NO D kb VA S ’L“"j‘ 2 ‘.‘ﬁtﬁ“‘ 3te.
(O shaansit 1)
na [ sy
ves K~
31d. Brake Fluid top up no O 3 Jadll cy)dilal 31d.
na [ ahiy
ves [
31e. Gear Oil top up no [ y ool ol cus sl 3le.
na [ sy
ves I &
315, Air filter cleaning no [ Y sl ks 31f,
na [ shuy
YES % ol
31g. Wiper Water top up NO ¥ bV Slaliual ole il 31g.
na [ sbuy
ves B o
31h. Clean engine using air gun NO O Vel sedl (e pladinly el Cadan 31h.
va O sdy
YES L e i - .
3| 27- Wereany of your questions refated to % (): Abwialt el e b Jde WY i da 27 3
lube change answered? NO e M uad Alaay
na O sbay
. . o ves A s s e Gelegamnabsdidide 28
3 28. 3\!2 él;? gtaff place the mileage sticker in NO D N Y L i B3l fl sia A 3
va [ sy €5l
ves A =
4| 29. Were you offered a receipt voluntarily? ~ NO O b S0 \ma) oMl Jaa g dide e 2014
nA [ shiy
5.  REST ROOMS AND MOSQUE azall g (pLaadl feull 53) ol e .5
Scores Critical Areas Tl cayipall Jalash
3 YES i 3
30a. Were they adequately stocked with all % = Ay 5wl il Hliwall aes b e <iS o .30a
necessary supplies such as soap? NO ¥ gl Jia
na O asy B
3
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Scores Critical Areas Al el BATH(]
30b. Were they adequately stocked with all % é";‘ Ay g pdall e lall & B e <ilS Ja 30b
necessary supplies such as toilet tissue? NIA D Ly Sl gl (5 93 S
30c. Were they adequately stocked with all ves [ ard A g_mall il sl & B e CilS Ja.30c
necessary supplies such as paper towels? NO D v b cadliall Jie

(paper towels are not required where fully Clidae g5 Yo 4ygllae e 46, adliall)
operational hand dryers exist) N/A m bl ¥ Ay A
- Tk L
31a. Were sinks clean? YES IXI pr ol uﬁfﬁ‘fyruﬁsﬁ‘ma
require comment when marked ‘No' no [ b gl o "V Y s i
NA [ sy
fadas Ul yall culs
31b. Were mirrors clean? YES % pud | 4',‘,‘;': . J:yr” lsdT ‘31 b
require comment when marked ‘No’ gl (o Y Aa Yl S 13
wva O @m
faada) 5o Ciliisa ol
31c. Were hand dryers clean? YES % pud ol L‘sif.\;..g:_“_;w‘—f 'Lsd:' "31C
3 require comment when marked ‘No’ gaasil oa ) ol ) 3
nva [ aehw
‘ faadat o sball Clistle culs
31d. Were dispensers clean? YES E P J.dl o "\j':\_,{a\]r‘j .LSJT-J\'SM
require comment when marked ‘No’ Nno [ ¥ ol el
NA [ sy
YES au
31e. Were toilets and urinals clean? fagdas Sl A4l culs Ua 31e
nva O uehw
; Saida b o1 Cils
32a. Were doors clean? YES g pa i ",,y,,g’_:\iyﬁ ,SJTA{SQE
require comment when marked ‘No’ no [ ¥ Sl i
Nna [ Gy
YES ot
32b. Were walls clean? no [ Y faghi JUanll ciilS Js 32D
NA [ Gy '
ves B4
32c. Were ceiling clean? no [ ¥ Sl Gl S ds 32¢
na [ sy
ves Bd
2| 32d. Were vents clean? Nno [ ¥ faadat MUl cil< s 329 |2
Na [ gy
. i dh; Sl 91 oo\s
32e. Were floors clean? YES E - o il wm,.:;.." 3.»\131\ . .1;1"326
require comment when marked ‘No’ no [ Yy = e ARl
NA [ gy
YES b
32f. Were baseboards clean? no [] ¥ $aa,das sacldll o) /il 15 ewlS s 30f
Z
Na [ gauy
YES s
32g. Were grout clean? no [ ¥ fadas B IS b 32¢g
va [ gy
4
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Scores Critical Areas Toulul) ol ot
ves I
33a. Were trash containers clean? NO El v Ak Aalaill il sla <K Ja 332
NA [ @iy
2 - 2
ves K]
33b. Were trash containers not overflowing? NO O ¥ Phails e Aaladll cily sl i€ Ja 33b
A [ iy '
ves i N .
2 34. Was the restroom smelling clean & NO D N g‘ C5N) Adaiay dadas aleall A3l il da 34 2
fresh (without any offensive odor)? aleall 2 A S Aad
NA [ asiy
s aleall 6 peatll azen il Ja
35. Were all the facilities inside the Yes EL g et = b»":d&» 35
restroom in good working condition? L " N et 4
2 require comment when marked ‘No’ no O ¥ el o2 " Al S ) 2
WA [ iy
€(5) okl dmnall deld gl iae S
36. Was the Mosque premises clean? ves [J e ( ), ;\M ' ,,:; ML‘;;TAU\Sﬁ .36
2 require comment when marked ‘No’ no 0 v et el Al s 2
N/A i
Comments: sctaadiall [ galasll
FOR OFFICE USE ONLY Ladd (ikall (.\A'alu‘l
Coal) a3l Ll eyl sl . -
0, v . . “ \
o ACTUAL SCORE | _ MAxiMum | = /a1aton el
Approach and Cleanliness FEREU PR N
Greetings and Initial Checks VY Sl 5 s 2
/é\fapfefaarance and Behavior of il sl I sls selae 13
Service aaall |4
Cleanliness - Restroom and Slabealt — Al |
Mosque 2l g
TOTAL £ sanall
5
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ADONOC DISTRIBUTION
AJMAN MARKET S/5-889
NEAR GMC HOSPT1al
AMAN

DESCRIFTION 91Y  PRICE TOTAL

PF 47 GM250107 1,00 13.00 15.0C
VoyagrSilvertl 4,50 14.00 53.0C

TOTAL : 81.0C
CASH PAYNENT 81.0(

You were servad by Operater 1
DATE C6/09/2012 12:08 71 S2 01 10%

thanks fur Shapping ... ...

SERIAL NO.

4.7 8







