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PROJECT: ELARA - Lube Change

P
pan Arab Research Center w

[ < Emarat 10O e Eppco / Enoc / &40 Adnoc

SHOPPER CODE ~— DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
\30 St Aocoll Seua [ Roell Noname Halldel |
Gender Height Built  [Spectacled] Beard Mustache] Ethnic Groups
M1 F JTIMIs]|TIMIF [Yes [ No [ Yes [ No [ Yes [ No ]indian [Pakistani]Filipino [Expat. Arabs| Others:
IKIDDDD@DD[Z]DDIKIDD O O
EMIRATE ";‘:;'Ii:‘ Abu Dhabi |  Dubai Sharjah Al Ain Lc’,’:v'v“aﬁ" Ajman Kﬁ:ism“ah Fujairah
& d O O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
00| H4[olbloll (6050 Ol | lol2 09:26 4. 22
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 | DAYOF
vISIT m 0O O O O ver | [ O O O O O K
1. APPROACH AND CLEANLINESS A3Ua3 5 By 1
Scores Critical Areas FINRIRN N (PO Laai
YES S aa
1. Was there proper sign to the Lube no [ q Zihie e AYal daalgdagl dlina (S s 1
changing bay? o )yl
na [ abiy
. YES o
3 2. \é\:s:ntit:zc!i%be changing area clean and NO D Y RS e Akl 3l i b€ e 2103
na O abuy
ves [1 & ) ,
4|3 Was there any oil leaking and fallingon .y q le ac By il ot gl s S a3 4
to the floor of the lube bay ? - ey Myt Aihaia 8 L)Y
na O iy ]
ves i &
2| 4. Were the waiting area and table clean?  NO O ¥ i Al g Uy Adkie cilS Ja 412
nA O sbiy
Was the television i iti YES m e
2 5. Woarii;ge?teewsnon in the waiting room NO D N ¢ syl ﬁfuﬁd»wuy)ﬂﬂ\ JSds 512
na [ sduy
ves ] s s
6. Was the board displaying complimentary ] q il lgle ek M Aall cilS ds 6
services neat and clean? faiulay o A5 ye Aulaall Sleasdt
NA [ sk
2. GREETINGS AND INITIAL CHECKS LY sl g cua A 2
Scores Critical Areas b)) Ll Jatash
3|7 Was there any delay in approaching ves [] p Ayl il bl gl s S da 7 3
customers? no X ¥ ol gaa (s gl
8. Were you greeted in a friendly manner ~ YES M - ) sk dhcan M S ds 8
(pleasant feeling)? - no O N $ (z e
TS b -l pall @l ghos i g0 o8 2oy Y 13
5! If no, please describe behavior: Was it Lj e Lj;l . }j; jij‘i " J.‘ ‘15
arrogant, without any expression, normal gle el Oa B <o e
¢ Al
etc..... ...
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Scores Critical Areas Lol el BAIH]]
9. Did he guide your vehicle for positioning  ygg R il Sl W s byl i s 9 7
at the stopper and asked you to switch ‘,;ﬂ Foals o duuu: 3 i ("u,y 13
| the engine off? No [] ¥tk 9 )l )
10. When asked by customer, was the X . IS b cdsandl (pe Gl gl Jos Lovie 10
5|  attendantknowledgeable of different ~ YES o i;’” o v s
grades of oil, filters and their relative No [J v 2T ™ &{-y . s
benefits? Plei JS il g
YES i .. .
4| 11. Did he offer the waiting area to you? NO E ‘: AP TS o B e e s 1114
12. Did the staff thank you as you were YES pd € ic et - T .
4 leaving? o [ s Fodlas i€ ey o Sy Cila gl W6 12 [ 4

3.  APPEARANCE AND BEHAVIOR OF STAFF

pdSslay Cpilisal) gl 3

Critical Areas Al e Laih
. YES o
3 13. ZYQii?)%umform of the aitendant neat No [J Y Sl gl ealall Cals sall Gl S ds 43 3
3| 14. Was the attendant wearing visible oy Ay (5 5y 3 g pall il sl US b 14 3
nametag? Tz s 50 dadl
NA B sy MO \Acpong Y gae. ‘:é;
YES o . C ot
15. Was he able to communicate with & deal ll e 15008 (s gali osda 15
3 customer? No [] ¥ o . 3
7 fO s
NA [ sy
YES pad
4| 16. Was staff courteous / friendly? No [ y fkal/la gy ol gall IS dn 16 [ 4
NA [ sy
4. SERVICE sl 4
S rer— T Amwam g
. S o) G LR S SN TR .
17. Did attendant check whether you neeq ~ YES X [ = uu)uj iy JAJ i 17
3 top up or complete oil change? O el Sl Ay s )
P up P ge? No [J Y sl
- Did attendant check with you whether ~ YES [X a 28 S ) Led lia Caba gl 333 Ja 18
only oil is to be changed or oil with filter? No [ y €A 5 3l A i 3l
- Did he check using gauge the quantty  YES [X] pad RSl o (g gine sy Cals all aAdda 19
required to be topped up and informed Gy Al Gl S Gl osladall
you? No [ falldy el |y
PoCre Sl 3 e ATl Cals gl A8 .
- Did the attendant check for oil leakages ~ YES X o k_ui;/'f‘f: ) Dj‘ij ci 20
under your car from filter and drain bolt? No [ ey e85 )
Ty
3| 21. Did the attendant drain the used oil YES ] g Sl IS i Calh gl Q8 a2
completely from your car? Nno [ Yy el L (e
2| 22. Did he ask whether you want the engine YES [X] B Al gy i o) il ga 22 5
to be flushed and did it if you agreed? Nno [ y Tuligs) o0 Jla 0 ey
3| 23. Did the attendant fill the correct grade as YES A Gl As /e g ALl (ali gl a8 da 23 3
you requested? Nno O y fleidl ll dagaall
2
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Scores Critical Areas Al ¥l AR}
| 2% Didhereauestyoutostantongreand  ves B wsmy dad it S0 SR o ) 2
minutes? no O y Sial s A3y 5aal Junddll Al A
3 25. ‘bDid t_he_attendant ensure that the carter YES e ufﬁgd)::jlﬁ\:b j‘_‘:ﬁ 25 3
. olt is tightened and there are no leaks? ' NO D N el
26. Did attendant carry out the following Lladl) Cla gaill o) jab cilasall o8 Ja .26
complimentary checks: -4 dal
YES o
31a. Battery Water top up NO D N sl ele ddlia) 31a.
na O sy
YES aul
31b. Coolant Water top up no O ¥ coolant/sdll se il 31b.
na [ sy
ves O =~ 3
316, Auto Transmission Fluidtopup  No L]y o isstdide to ie 3te.
(0t )
na O sy
YES axi
31d. Brake Fluid top up no O ¥ Sl cyyalal 314,
na [ ssuy
ves ]
31e. Gear Oil top up no [ Y o mllcyyala) 3e.
wva [ sy
ves I
31f. Air filter cleaning no O N sl jlaks  31f,
nva O sy
ves 1 =
31g. Wiper Water top up no O Y o clalied cle Bl 31g.
NA [ sy
YES pu
31h. Clean engine using air gun NO O Y ehsall et phadialy o jaall cada 31h.
na O sy
3|27 Were any of your questions related to :ZS : Aaleiall dlilind e st e ;\TJL‘;}” um 27 3
lube change answered? Sy 3 st Agleny
na [ sy
3 28. chig (t:r;er gtaff place the mileage sticker in :E;S % : e @mﬁiﬂiﬁﬁ;\;ﬁ 28 3
' na O sy £
YES X e
41 29. Were you offered a receipt voluntarily? ~ NO O b LU a2l Juay e (e da 29 |4
va O ahuy
5.  REST ROOMS AND MOSQUE canaall g (plaad) [l g5) Aol G e .5
Scores Critical Areas FIRURN UV (POX pAH]
3 30a. Were they adequately stocked with all VES P el e Sl gens 5 3eae <iiS Ja 308 3
necessary supplies such as soap? NO D ¥ S giuall Jia
na [ iy
3
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[Scores Critical Areas Yl Yo L)
ves O
30b. Were they adequately stocked with all ?:: sl ale Sl a5 jean cilS Js 30D
necessary supplies such as toilet tissue? NO & - Sl gal) (B39 Jie
nA L gy — O 5,975 5, ) g\
30c. Were they adequately stocked with all ves [] pd sl el G 3 5eails a"307 |
necessary supplies such as paper towels? no B v a5l ddliall Jie
(Paper towels are not required where fi - i 800 die 4ylha ye Ayl —adliall)
operational hand dryers exist) N/A Gbhy - AT T @y
- L Py NP v SE
31a. Were sinks clean? ves X pr o al m,,)?tj“h:yrf 'lsdT' ‘.31a
require comment when marked ‘No’ no [J ¥ sl oy Y Llay) s 1y
NA [T gy
; SARES Ul o
31b. Were mirrors clean? YES m o ol ,,’y,, b ::]yru LSS‘JT “31b
require comment when marked ‘No’ No [ ¥ Tl oo "V Aay) cals 1y
NA [ sy
y . "l‘ . l.. A ‘ g -
31c. Were hand dryers clean? YES (e 2 i i "SA::{,,‘_MC:;‘%S‘S‘JT |‘31C
3 require comment when marked ‘No’ no [ ¥ el o MY A g 1y 3
| 3 PR
- TR R
31d. Were dispensers clean? YES m o . j‘ u’*hf;,:—lbi';rf lSLSdT |'31d
require comment when marked ‘No’ No [J ¥ Tl e MY A s 1y
NA [ sy
ves ]
3%e. Were toilets and urinals clean? No [ ¥ bk Joall Ll culs Ja 316
NA [ gy y
N - ‘1" . I- . A - o
32a. Were doors clean? YES pr Al e ,:’,"’Lf‘;r'flis"]?"sza 7
require comment when marked ‘No’ no [ b gl o2 Y LY e =
- N/A D (bl Y
YEs X]
32b. Were walls clean? Nno [ y ik glhanll <l s 32h
NA [ suy
YEs O]
32c. Were ceiling clean? Nno [ Y Sk Gaull IS Ua 320
Na [ gy
YES [X]
2| 32d. Were vents clean? Nno [ ¥ fadbs Mldl il da 324 |2
NA [ gy
; s laa Y o
32e. Were floors clean? ves (X P i %,,L;}f‘ffw _.LLJT."SZG
require comment when marked ‘No’ Nno [ Y T e MY e s 1y
e, N/A D (bl ¥
YEs ] o
32f. Were baseboards clean? Nno [ ¥ ALl el & 5l /Ll )51 cilS Ja 30f
NA [ sbyy
YES X
32g. Were grout clean? no [ Y il LM S da . 32g
NA [ sauy |
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Scores Critical Areas ' Al ¥laal) PATH ]

ves [

33a. Were trash containers clean? NO D b agylss Aalaill iy s S Ja 333
NA [ adiy

2 - 2

ves X o

33b. Were trash containers not overflowing? NO D b Chamild e Aaladll g i< Ja 33b
NA [ ey
yes X

2 34. Was the restroom smelling clean & NO D v (;1 Os) Adiniay Agd plaall da3) ) culs Ja 34 5
fresh (without any offensive odor)? panl A Agy S il

NA [ oy
; Jaxs slaall 3 @l paead ases <lS Ja
35. Were all the facilities inside the YES o asll  Sadl s IS 3
restroom in good working condition? L. . R
2 require comment when marked ‘No’ no [0 ¥ e sl (o2 MY e Yl S 1) 2
NA [ ey
X ; $(3) b dawall Al Sl e S
36. Was the Mosque premises clean? YES e (b), };J\ ) ..;: &j\;ﬁ*e\sﬁ 36
2 require comment when marked ‘No’ Nno [ ¥ gt o> gl s 2
NA [ gy
Comments: sciUaadtall [ galadll
FOR OFFICE USE ONLY Jatd i€l FAREATH N
Agcall Jaldil) LAl ey aal)
) ? ion: s
h ACTUAL SCORE MAXIMUM | Evaluation: s
Approach and Cleanliness aadaill 5 b 81 11

Greetings and Initial Checks W il s 3l (2

Appearance and Behavior of il sall Ay selaa |3

Staff

Service iaall 4
Cleanliness - Restroom and Cilalaall — A3l 5
Mosque Aaaall 5
TOTAL £ ganall
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i
RUWAIS S/S 976
- RUWAIS
ADNOC DISTRIBUTION
WESTERN REGION

BESCRIPTION QTy  PRICE TOTAL
yovagrBranzell 5,50 11.00 60.50
TTeL 60.50
CASH PAVMENT 60.50

yu were served by Superyisor
DATE 01/06/2012 09:32 T1 82 050 6340

THAMKS FOR SHOPPING. .

SERIAL NO.

4

9







