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PROJECT: ELARA - Lube Change

s
Pan Arab Research Center w

O wemarat / 3 4y EppcosEnoc [ B @y Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
I 8Cf Name Number Name Number Nar,rL'Je Number
Michael | | ]
Gender Helght Built Spectacles] Beard Mustache] Ethnic Groups
M ] F [S | T IM | F |Yes[No]|Yes[No|Yes] No Jindian [Pakistani|Filipino [Expat. Arabs| Others:
EDDEDD&DDDBD&D O B O O
EMIRATE V;:Ztlz:‘ Abu Dhabi |  Dubai Sharjah Al Ain g’:v’;‘ai‘:" Ajman Kﬁ:ism’:h Fujairah
O = O O O | O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
gi¥4l 0ql [l el | ol 101l 1/440]1506
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday ] Sunday I Monday | Tuesday [Wednesdayl Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
vISIT | 0 & m O vIsIT O O O O O O
1. APPROACH AND CLEANLINESS sAdail o Qi By 4
Scores Critical Areas A ¥ Laall ast
YEs ]
1. Was there proper sign to the Lube no [J q dakaia e YAl dasal g a4l s GlS dé» A
changing bay? S )l Huas
na O sy
. YES o
3 2. \é\:gzntihzz(l;lj?be changing area clean and NO D S e Ak ) s dikaie cuiS Ja 2 |3
na O absy
ves [ . .
4|3 Wasthereany oil leaking and falingon X g e de sgs il il gl dlia S a3 4
to the floor of the lube bay ? Sl it Aslaia & L YY)
na [ sy ’
ves [ =
21 4. Were the waiting area and table clean? NQ D b fagday al all g Wl ddhie clS Ja 4 |2
na [ sdiy
ovision 3y ves A &
2 5. :,/vvoe:ii;hge?te evision in the waiting room NO D N ¢ Uanyl A e u" Jam sl QS Js 512
nA [ sy
ves R o o R
6. Was the board displaying complimentary ] g Al lgle el M Aasll s da 6
services neat and clean? Chiplas 5 A4 pe Al Cileadd
nva [ sbuy
2. GREETINGS AND INITIAL CHECKS AN clsndall g cua 3l 2
Scores Critical Areas Tl ¥R pRH)]
3 7.  Was there any delay in approaching ves [] px i/ Bl b paligl dla (S a7 3
customers? Nno X y ol an ek pall
8. Were you greeted in a friendly manner ~ YES 1X p estul) Adsdn  dh cua il 5 da .8
(pleasant feeling)? Nno [ ¥ ¢ (g
S Ja reals sall O gl Coin gr a8 Bla Y 1)
5| If no, please describe behavior: Was it Lj e \:\;l . )3\: j:_E N )..‘ 5
arrogant, without any expression, normal . . e I3 o
etc..... ?---CJ‘
1
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Scores Critical Areas Al e Jatai
9. Did he guide your vehicle for positioning YES m A il g I il Gl gl 8 s 9
3 at the stopper and asked you to switch N e SRRl eior 3
the engine off? No [] ¥ feaall ik o i alla 5 5 )l Gty
10. When asked by customer, was the . S Ja cdaaadl Cpe il aall oo Lanie
5 attendant knowledgeable of different YES E i ﬁ, . ‘ )]" ,C): / ‘}.?X d]fu 10
grades of oil, filters and their relative No [ y = I T e e . . ‘ah 5
benefits? fleda JS il
YES X i
4| 11. Did he offer the waiting area to you? NO E ?: Y 4 e 8 Uy dlle (e da 11 |4
12. Did the staff thank you as you were YES ] € \ac eic | g .
4 leaving? NO D ) .)Jha;usuyuﬂ.ﬁuguhﬂiebd& 12 14
3. APPEARANCE AND BEHAVIOR OF STAFF pdS sl il gt she 3
Scores Critical Areas AW R PN | BAYH|]
1 he uniform of th ves b e
3 3. Z\'{]zsﬁ’;;?um orm of the attendant neat NO D Y €l e G ealall Calh sl Ll S b 13 3
NA [ sy
YES ol B
14. Was the attendant wearing visible m ey A8y (55 5 3 5a sl il sl IS o 14
3 nametag? Nno [ Y o . 3
nA [ by
ves X w .
15. Was he able to communicate with ' e Jal il e TH08 iyl IS Ja 15
3 customer? no [ ¥ ol 3
VA O sbsy
YES o
4| 16. Was staff courteous / friendly? No [ ¥ Skl sy cabisdl S Ja 16 |4
NnA [ sy
4, SERVICE sdadll 4
Scores Critical Areas 7 B FITI N T
, 23S O Gy GaaIL il pall 8 b
17. Did attendant check whether you need ~ YES E i w uuﬂ% . )AS ¢ » 17
3 top up or complete oil change? S0 ol Sl ALY gl s L) 3
p up p ge? Nno [ ¥ £ Sl
3| 18. Did attendant check with you whether  YES B A S Led e ol gl Siad Ja 18 3
only oil is to be changed or oil with filter? No O N a3 Gl dadd oy 01 e
19. Did he check using gauge the quantity ~ YES & ari il Cull (6 sle Gl il gl 8 Ja 19
3 required to be topped up and informed g Al I AeS LI il onlaaall 3
you? Nno [ Celily il 5 L)
e T s Ok 0 G
3 20. Did the attendant check for oil leakages YES & P wwju/fhu: )MT )dj Lh 20 3
under your car from filter and drain bolt? Nno [] y HE s A
T i
3| 21. Did the attendant drain the used oil YES D il 0 S i i pall 5 a2 3
completely from your car? Nno [ Y pREL I EWEN
2| 22. Did he ask whether you want the engine  YES B s L5, ¢l ol (ot 3 5 oS o il Ja 22 5
to be flushed and did it if you agreed? Nno [ N Pl 4o Ja JPLREIXY
3| 23. Did the attendant fill the correct grade as YES BJ  oa Sl Aa g 5 Adlaly Cala sl HlE Ja 23 3
you requested? Nno [ ¥ fleidls il da il
2
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Scores Critical Areas Audaa) c¥lpalt PAN]
24. Did he request you to startengine and  ygg B s as oyl ity o of o clla Ja .24
3 Iegve it running for one and a half D € i 5 A 50 Jicill Al 3
minutes? NO 3 5 ? €
3 25. t?id the'attendant ensure that the carter YES o uiﬁ);dﬁ;“‘jli;h ;‘_\fﬁ 25 3
olt is tightened and there are no leaks? NO D y ey 3l
26. Did attendant carry out the following Agladl Clia il ol jalo calasall B o 26
complimentary checks: sl
ves X
31a. Battery Water top up NO D b g jtadll ole L) 31a.
na O absy
ves X
31b. Coolant Water top up NO D ¥ coolant/a el el ddlia) 31b.
nA O sy
YES E P Y AS Al U e ) Al 31c
31c. Auto Transmission Fluidtopup  NO 1 % ¢ O s s '
va [ abyy
ves 4~
31d. Brake Fluid top up no [ y il ey dilal 31d.
NA [ sy
ves 4 =
31e. Gear Oil top up no [ Y oo Al ilal 3le.
na [ sbiy
ves B~
31f. Airfiter cleaning no O Y caed ombs 31f,
na [ shuy
ves I
31g. Wiper Water top up no [ Y PG URCTINWA PR L RN 31g.
nA [ ahiy
YES pad
31h. Clean engine using air gun NO [:I N shsedl Geaee plasinly o jaall cidan 31h.
wa [ sy
3| 27. Were any of your questions related to :lzs % ?: Aalaiall Al e g (_.,-\9 %@W uﬂ Ja 27 3
lube change answered? T M el Adany
A [ iy
X : R . L1 i
3 28. 5)121 (tzr:; gtaff place the mileage sticker in ;Zs ?’; Amgumi&ﬁ:f;ﬁ 28 3
' ~ A [ sduy £ ol |
) ves O
41 29. Were you offered a receipt voluntarily? NO E ¥ S0 il 2l Jaars cile yase & 29 |4
hod % ogx r{mm hoceSplr i O sy
5. REST ROOMS AND MOSQUE saauall g (alaadl feudl 53) da ) i £ L5
Scores Critical Areas Aaalull) Sl PATH]
3 30a. Were they adequately stocked with all YES % e 3y ) g pal) Cile il aaans 3 je2e S o 30a 3
necessary supplies such as soap? NO ¥ o sall Jie
va [ gssy =
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Scores Critical Areas IV DO AN PR T Ly
YES i B
30b. Were they adequately stocked with all NO % ?‘; Al e el man 3 3¢ae <uilS Ja . 30b
necessary supplies such as toilet tissue? Salt gl (3599 Jie
NA [ gy
30c. Were they adequately stocked with all ves [] axd s all Gl jliuall aaans 3430 <ilS s 300
necessary supplies such as paper towels? no OO y 48 5l Cidliall e
(paper towels are not required where fully Clidas 845 vie 4y5llan e 446 ) N Chiliall)
operational hand dryers exist) na B sy (¥ sl

31a. Were sinks clean?
require comment when marked ‘No’

ves X

no O v

faihs Juledl cal< s 313
G_u.a}'x“ =Y "y L\A}" s Ilj

Lube change.doc

nva O gyy
; Tk Ul i<
31b. Were mirrors clean? YES & i 2l ':‘y" N )Ljylu 'SJT‘ "31b
require comment when marked ‘No’ Nno OO ¥ gl (o Al il )
Na [ gauy
H faalay Yl Gladaas il
31c. Were hand dryers clean? YES g aa Al ¢ :'\{j'fi_d;wuj ,15"1?. |'31C
3 require comment when marked ‘No’ NO D ¥ el o el A L) 3
NA [ gy
s Ak o) saliall cligle g
31d. Were dispensers clean? ves M o o ,,y,:_’{éy‘uj '\.SJTAI.SM
require comment when marked ‘No’ Nno [ b crasill o2 PR
NvA [ @buy
ves B
31e. Were toilets and urinals clean? NO D ) fAgka Joult A% wilS da 31e
NnA [ gy
; by ol oW1 culs
32a. Were doors clean? ves B4 g u’f\j" 'aj;y‘ B ‘LsdTMBza
require comment when marked ‘No’ no [ ¥ T o> kM
nva [ ghuy
ves 4
32b. Were walls clean? No O ¥ 44k Uandl <ilS Js 32b
Na [ gy
YES pai
32¢. Were ceiling clean? NO D b feuks Gl S s 32¢
NA [ gy y
ves A
2| 32d. Were vents clean? Nno [ Y faghs Ml calS s 329 | 2
NA [ gbuy
; Paia Calpz Y il
32e. Were floors clean? YES e s i "‘”’HLJlAYI ;,_‘,@%3{328
require comment when marked 'No‘ NO Y T2 2o A :
" Awtrured toede————"na O gy
ves B
32f. Were baseboards clean? no [ ¥ ke 520\l & o Ll 50 S s 30f
NA [ sauy
ves X
32g. Were grout clean? no [ ¥ tea ks LU oS da L32g
NA [ gbuy
4




Scores Critical Areas Al Ll A}
vEs A
33a. Were trash containers clean? no [ ¥ fhaylas dalaall il s <€ o 332
NA [ Gy
2 2
YyEs 4
33b. Were trash containers not overflowing? NO O ¥ fiald e Aaladll clysla cul€ o 33b
NA [ iy
YEs 4.

34. Was the restroom smelling clean & no [ N sl o) Aaiay Adpdai plasd) Al culS Ja 34 2

2 fresh (without any offensive odor)? plaall b Agy S Aail
NA [ iy
s Sand slaall & i Jaeadl) araa S & .35
35. Were all the facilities inside the YES IZ e ¢ « t““ﬁm U<
restroom in good working condition? o wyn e
2 require comment when marked ‘No’ no [0 ¥ gl o MY el s W) 2
NA [ ey
3 €(5) ok dmasall 28 e (S
36. Was the Mosque premises clean? YES D o ( ), }ZJ‘ ) .“::. ML‘;MU\Sﬁ 36
2 require comment when marked ‘No’ NO [:I ¥ s A At SRS 2
nA B ey
Comments: calBadall [ gadadl)
FOR OFFICE USE ONLY Jaad (il ?us.:u‘i
Daeall L) LEN oY) sl . <
0, - : - . ’
fo ACTUAL SCORE MAXIMUM | CVAluation i
Approach and Cleanliness Addaill g ol &Y |1
Greetings and Initial Checks | #s¥) lSuddlly cus 31 12
é&ﬁfearance and Behavior of i st 3 sy selae |3
Service deasll |4
Cleanliness - Restroom and Claleall — adlkai |
Mosque 2aall
TOTAL £ sanall
+ 5
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AIR WING S/75 9749
MUROOR ROAD
ADNOC DISTRIBUYT TON
ABU DHARL

QTY  PRICF TOTAI.

i 4,00 14.00 56.03
5 1.9 26 00 26,00
: 82.1)
i YERRLE &2 0l
" CARD 4421710000313685

MIL FAGE

V%WWFWimWMLmq

CTL 0 17¢ 8523

~ You were sstved by Operator 1
DATE 17/709/2012 15:06 T1 53 01 2972

THANKS FOR SHOPPT KNG







