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PROJECT: ELARA - Lube Change

SERIAL NO.

5/0/1]|0

A,

.

+

Pan Arab Research Center &

O wemarat 1 O @ Eppco / Enoc / 4 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number | Name Number | Name N Number
W\ [ Bdbew 2004 ] Bagn |2¢6d Ma\nd [H YA
Gender Height Built  [Spectacle] Beard | Mustache] Ethnic Groups —r— '
M T F JTIMJ[S|TMTIF JYes|No|Yes]| No|Yes[ No |Indian [Pakistani[Fifipino [Expat. Arabs] Others: | &, “1\Q 1.0l |
HOOOXOKOORORBRODXNR O O O 0O
EMIRATE V;:Z‘iz;" Abu Dhabi |  Dubai Sharjah Al Ain omm A | Aman | B2 Fujairan
O X O O O O O 1 O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
ol W\l olulolag €14 ol 1o | 1%l
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday | Monday | Tuesday | Wednesday | Thursday | Friday
TIMEOF| 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
ST T O O O vist | 0 O 0O O | O O
1. APPROACH AND CLEANLINESS ;:\.’QLEJSU a,abﬂ‘g\ |
Scores Critical Areas Tt Ll Jalail
ves B o o .
1. Was there proper sign to the Lube no [ q ddhic Je Yl daalydad s S da 1
changing bay? S 3 el
nva [ sy
_ YES et
3 2. X\r/g:r:i?;cli%be changing area clean and NO D Y TRy ik cu ol ki dikie culS Ja 2 |3
NA [ sbuy
Yes [ ) )
4|3 Wasthere any oil leaking and faling on = g Seaedygcn il gl dia glSds 3 4
to the floor of the lube bay ? Sl s dshaie B (. Y
nvA O sy y
vEs 4
2| 4. Were the waiting area and table clean? NO [___] b faglyy A gdall g Uiyl ddhe el Ja 42
NnA [ by
e tolovicion B YEs [
2 5. VWVOariiLge?te evision in the waiting room NO D N ¢ iyl i e o e sl S s 512
NA [ by y
ves - o
6. Was the board displaying complimentary no [ q alE lle el Al dslll ciS Ja 6
services neat and clean? faaday g 4 ye dailaall Coleasll
nA [ sy
2. GREETINGS AND INITIAL CHECKS A Al a2
Scores Critical Areas Aulalt Y Laall A
3| 7. Was there any delay in approaching ves [] px p/l i b el gl dia S da 7 3
customers? NO [X] y ol e Cala gall
8. Were you greeted in a friendly manner ~ YES B & Cshl) L3538 ks cun il a8
(pleasant feeling)? No [ ¥ ¢ (z o
\S ek gall & ghis Coim ga 28 2l (Y 1Y)
51 If no, please describe behavior: Was it Lj :3: . ﬁ }j; j:ii ;.')..‘ ‘15
arrogant, without any expression, normal G R On S s . C-“
etc.....
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Scores Critical Areas Al c¥laal PATHI]
9. Did he guide your vehicle for positioning  ygg i Gl S, 1 ol o ks ol 2
3 at the stopper and asked you to switch - e :: ‘Lf [ . ‘TL‘M i . Lﬁl J LS; 9 3
the engine off? Nno [J ¥ S padl ik g e e el )
10. When asked by customer, was the , IS b (Jrendl il gall J s Ladie 10
attendant knowledgeable of different YES p ‘fh.u A }d e
5 oo . : ubﬂdbuﬁjlu\é_ﬁ/&‘y‘m?h 5
grades of oil, filters and their relative no [J N o A
benefits? fleia JS 21l 8
YES IX] i .. .
4| 11. Did he offer the waiting area to you? NO E ‘: STV A e 4 HhaY dlle ase b 11 (4
12. Did the staff thank you as you were YES Bd 6 it g | R )
4 leaving? No [ g TSl d gt Gkl i s 12 (4
3.  APPEARANCE AND BEHAVIOR OF STAFF tagS sba g Cpdli galt jglia 3
Scores Critical Areas Al el PAH]
) YES pad
3 13. Z\:lzsti?;?umform of the attendant neat No [] Y ey Gl yealall Gila el G S e 13 |3
na [ sday
YES [X pad . .
14. Was the attendant wearing visible e Ay (o 3 5a sall il sall IS b 14
3 nametag? No [J 3 o . 3
NnA [ gany Mo\nd
YEs [ .
15. Was he able to communicate with g dualsill e 1508 Cala gl S Ja 15
3 Nno [ ¥ o 3
customer? fos Y
NA O iy
vEs [
41 16. Was staff courteous / friendly? No [ Y Slagdal/lagn g Calasall S Ss 16 14
NA [ sy
4. SERVICE Aaaill 4
[Scores Critical Areas Al ¥l Ll |
: i L aaatlly ol gl A Ja
17. Did attendant check whether you need YES E X w uu)uj PP }A,e /
3 t r lete oil ch ) ) o \"1 u.-.')” ASL‘AY CL‘A" °Jl:""“'“ 3
op up or complete oil change? No [ v e i,
3| 18. Did attendant check with you whether YES px 5 S ) Lagd elia s gl (3355 o 18 3
only oil is to be changed or oil with filter? no  [] ¥ ¢ Al g 3l Bl dass ey 5l s
19. Did he check using gauge the quantity ~ YES $<] prd Pl Sl (6 g (s alasall W8 Ja 19
3 required to be topped up and informed e Al G 3l S Gl laall 3
you? Nno [J ] fally, il 5 Ll
PO Sl ot e GRally il sall A6 s 20
3 20. Did the attendant check for oil leakages YES Ot wﬁ;ﬁi} Al e Dﬁj e 3
under your car from filter and drain bolt? NO D y i e
3| 21. Did the attendant drain the used oil YES A dastidl 3l S i cal sall A8 s 21 3
completely from your car? NO D y el L (pe
5| 22. Did he ask whether you want the engine ~ YES oo el el daue oy i o @il o 22 5
to be flushed and did it if you agreed? Nno [ N Seligdl 5o Jla 8 Sl
3| 23. Did the attendant fill the correct grade as  YES o ol da pofe 6 Al calh gall Q8 s 23 3
you requested? no O y el Al Aaaiall
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Scores Critical Areas Aaubalt Nl PAH{]

24, Did hg reque_st you to start engihe and  yg§ \ p S 5y ol Qi o g5 o e il Ja 24
3 leave it running for one and a half o e at e A aaal Lkl Alla _a 3
minutes? no [ b bl y 43 52dl Jpldd «*
. ol 48 5 /A gabea (f (e calasall U5 1 25
25. Did the attendant ensure that the carter YES & px )&‘ ,):—. L‘J . ; gux
3 bolt is tightened and th leaks? et a4l LS (A T A3 3
olt is tightened and there are no leaks? o [] N eyl
26. Did attendant carry out the following Lgilaal) Clua gadll o) alo ahgall 8 Ja 26
complimentary checks: R
ves B
31a. Battery Water top up no [ ) ihdidiial 3a,
na O adny
ves K _
31b. Coolant Water top up NO O b coolant/ull ele ddlz) 31b.
na O sy
ves [ - Y1 AS jall JBU Slea <y ALl 31
31c. Auto Transmission Fludtopup  NO L[] y RSl eyt ¢
(0 spansil ilY)
nva O sy
ves M4 a
31d. Brake Fluid top up no O ¥ dal il cyyiilal 31d.
NA O iy
ves i
31e. Gear Oil top up no [ Y oo by Blal 3te.
wa [ ey
ves [ -
31f.  Air filter cleaning no [ ¥ call gl aks 3f.
va [ sy
ves (A
31g. Wiper Water top up no O N o clalind ola Ll 31g.
na [ sy
ves A
31h. Clean engine using air gun NO D N el et pladinly o jaall Calas 31h.
nva [ iy
ves bd N U
3| 27. Were any of your questions related to ] ': dlaiall Slilind (e g) e e Qi da 27 3
jube change answered? NO ey M Haas dlaay
va O saiy
. .  yesB w 3 o Buale s bl B b 28
3 28. 5\12 ér;? ;taff place the mileage sticker in NO O N 8 \giaked 3 28lsall /) sia sLSH 3
na [ sy 95 _ld)
ves O
4| 29. Were you offered a receipt voluntarily?  NO Yy S0 2Dl Jea g dlle (e Ja 2914
nA B asiy 3O doa e o &
NSO
5. REST ROOMS AND MOSQUE paally (aleall [l 53) a5l g .5
Scores Critical Areas Taulady claall Lla
3 YES o 3
30a. Were they adequately stocked with all P: Ay 5 pall Cile lisall arans 3 jeae S Ja 30a
necessary supplies such as soap? NO S0 gball Jia
na O gbuy =

3
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Scores Critical Areas Al ey Jalaih
YE i
30b. Were they adequately stocked with all N OS 0 ?: sl Gl Sl mans 3 jeae cuilS Ja 30b
necessary supplies such as toilet tissue? <l il 3599 Jie
VA O] sy =
30c. Were they adequately stocked with all YES prd Ll e Jliall e 3 e uilS Ja.30c
necessary supplies such as paper towels? NO D v 048 o8t idiial) Jia
(paper towels are not required where fully Cldiag A5 e 4yl e 44,4l ailiall)
operational hand dryers exist) NA [ asuy (339 a0
v . i TR
31a. Were sinks clean? YES e Sl o ,fl:“ul r"ls < .31a
require comment when marked ‘No’ no [ ¥ g sl (o2 MY AW s 1y
Na O gy
31b. Were mirrors clean? YES W g 2 ! ,.,’ .,; ‘:,")A‘ ;—ULS dA'.31b
require comment when marked ‘No’ no [ ¥ gl oa o YT A s 1)
NA [ gy
31c. Were hand dryers clean? YES o . ?‘.' > “s'xf,w,ﬁué?‘ ‘uj\s d" 31c
3 require comment when marked ‘No’ no [ ¥ e s
NA [ sy
- SR e
31d. Were dispensers clean? ves B4 s . 2 Uﬁhf‘.il-‘iu ‘uj\s dT -31d
require comment when marked ‘No' no [ ¥ gl o MY e Yl S 1y
NA [ gy
ves A =
31e. Were toilets and urinals clean? NO EI ¥ Phadas Jpiil) 1) ciilS Ja 31e
Nva [ gy
32a. Were doors clean? YES E o L f ',,“,,k","’m L“LSISJT "323
require comment when marked ‘No' no [ ' il (o2 "V Al cals 1y
na [ by
ves B4
32b. Were walls clean? Nno [ b faddas el il a 32b
nA [ absy
YES pad
32c. Were ceiling clean? Nno [ Y fewdas i S da 32¢
NA [ giyy
ves M
2| 32d. Were vents clean? no [ ¥ faad MUl culS s 32d
nA [ seuy
32e. Were floors clean? YES pad ol ?@"@.\faiﬂ ‘wts dk'l.32e
require comment when marked ‘No’ no [ Y ool o MY AW i 1)
nva [ gy
ves X
32f. Were baseboards clean? Nno [ N 44l saclill ) flailall 1,50 cilS Ja  32F
NA [ ssuy
ves Kl
32g. Were grout clean? no [J b feiahs Ll IS Ja .32g
Na [ gmsy
4
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Scores Critical Areas Al Y aal) PR}
ves A
33a. Were trash containers clean? Nno [ b faglhy Al O da il Ja 333
NA [ @uy ”
2 ves A
33b. Were trash containers not overflowing? NO O b Pl e dalall Ciysla <ailS Ja 33b
NA [ aauy

YEs N

5 34. Was the restroom smelling clean & no [ g sl ) Adaie s Wi pleall dadl ) cailS o 34 5
fresh (without any offensive odor)?

NA [ aiy

falaall 3 gy S Al

35. Were all the facilities inside the

ves i and plaall 8 < pgadl an <3S Ja 35

S JSy

restroom in good working condition? L. = e i
2 require comment when marked ‘No’ no [0 v el o YT ALY S ) 2
NA [ by
3 £(3) clai annall dcld g ie (IS
36. Was the Mosque premises clean? YES ‘ pr ( ). J;S\ ) ..:; :‘_\L‘;r‘f‘.‘&ﬁ 36
2 require comment when marked ‘No’ Nno [ ¥ el el el A 2
nA B iy
Comments: clBadlal) [ galasll
FOR OFFICE USE ONLY 8 el afaddu
dacall LAl Ll eyt aal) . "
9 . : il
% ACTUAL SCORE | _ MAXiMum | Evauation P

Approach and Cleanliness

Al By |1

Greetings and Initial Checks

AW il 5 a1 |2

Appearance and Behavior of

Ol sall sl s jedae |3

Staff

Service daasll |4
Cleanliness - Restroom and Clalaall — Akl |
Mosque el
TOTAL £ sanall
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SERIAL NO.

slo[1]0]

ADNOC pIsTRE 1
AL ANTHOOTH s, 6 811
ABUADHABI ROAD

DESCRIPTION Q1Y PRICE TOTAL
VovagrBronzelL 6,00 11.00 66.00
TOTAL 66.00
CASH PAYMENT 66.00

You were cerved by Qperator 2
DATE 04/04/201’2 19:28 T 63 02 6128

THANKS FOR sHOPPL NG







