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PROJECT: ELARA - Lube Change

SERIAL NO.

2135

ey
Pan Arab Research Center &

DC-U-«) Emarat /D 45/ S Eppco / Enoc I&ébid\ Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
| Name Number | Name Number | Name Number
2014 oo A0 | |=aga ol vt yead( t
Gender Height Built _ [pectacle§ Beard | Mustache] Ethnic Groups
TIM [S | T [M]F |Yes]No]|Yes[No Yes | No |Indian [Pakistani[Filipino [Expat. Arabs| Others:
IZIDDDEIIEIEI[ZIEIEDIIDD C O
EMIRATE V;:Z’:,:’ Abu Dhabi |  Dubai Sharjah Al Ain ‘(’:’:\:,"af: Ajman Kﬁzism’“ah Fujairah
O m O | O O O [
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
O q S |9 o6 2|2 Xg o0 O |2 ol2 14;1{101:23’
. 07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday | Monday | Tuesday [ Wednesday | Thursday | Fridéy
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
st T O 0| ve" o 0O O O O O
1. APPROACH AND CLEANLINESS A g ol By 1
Scores Critical Areas L) Lol Llail
YES (n.
1. Was there proper sign to the Lube no [ Aihis e AVl dsial g da o)l oIS dﬁ N
changing bay? Sy 3 s
na [ _941‘-\-\4‘2
| ves @ o
3 2. \é\zg:ntihziclj%be changing area clean and NO D Y A s Akl iy 3 s Aidia CilS & 213
nva [ ey
ves [ =
4|3 Wasthereany oil leaking and fallingon -y e ae g5y il s ol ia S da 3 4
to the floor of the lube bay ? “ Sy 3l s Addaia B sa Y
A [T sbyy
vEs [X]
21 4. Were the waiting area and table clean?  NO O b iy 4 Ul y byl ddhie cidlS da 412
na [ ey
- - ves [
2 5. Lfvvoariitnhge?telews:on in the waiting room NO D N ¢ Jdanyl A e b Qe s il S s 5|2
nA [ sy
ves [X- . s
6. Was the board displaying complimentary 7] q Al Lle ek AlAs llculS ds 6
services neat and clean? $adulat g 44 e Ailaall Cilaasl)
- na [0 adiy
2. GREETINGS AND INITIAL CHECKS A Y gl g e il L2
Scores Critical Areas Anlal) ¥l Jalaih
3|7 Was there any delay in approaching ves [] p paifd il & als gl dla g8 s 7 3
customers? NO m N Sl g Cala gall
8. Were you greeted in a friendly manner ~ YES N - sl A, dicadllids 8
(pleasant feeling)? Nno [ y $ (e
S sk gall & glu Lo gy a8 Bl <Y 13
5| If no, please describe behavior: Was it Lj :3: . \:;x . )j; ‘;_E " ).‘ ‘15
arrogant, without any expression, normal i e
etc..... N e
1
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Scores Critical Areas Ll ot Liaih
9. Did he guide your vehicle for positioning YES D OISl W sl Gl gl 5 Ja G
3 at the stopper and asked you to switch ij e il o e uU: 5 Ll ¢ Yy |3
the engine off? No [ ¥ Sl = Bkl ey
10. When asked by customer, was the . S sandl (g il gl Jipan Ladic 1
attendant knowledgeable of different YES e u-b,u ol . < JA fw 10
5 . . : u|}N‘Ju~£‘ﬂlu\;)J/&|y‘;ﬂM# 5
grades of oil, filters and their relative Nno [ v . AR
benefits? fleta JS i 4
YES A ; .. .
4| 11. Did he offer the waiting area to you? NO E “: MY A8 e 6 syl elde vase ds 11 (4
4| 12. Did the staff thank you as you were YES px € i S Laty oSy aliydll 5 s 12 |4
leaving? NO D N > w & Sy & .
3. APPEARANCE AND BEHAVIOR OF STAFF S sl g il gall jglia 3
Scores Critical Areas « Aol el Jalds
. YES pai
3 13. \a/\r/lzsﬁ?;?umform of the attendant neat Nno [ Y 00 ey Gl el iy sl Gl oS ds 13 |3
NA [ sy
YES [ . ) .
14. Was the attendant wearing visible e A8y (o5 5y 3 a gl Cala sl S b 14
3 No [ ¥ ‘ 3
nametag? fo s daul Lgle
nva [T sy Caut yaul the vame:- 3 )
YES o ) e
15. Was he able to communicate with o dhal sl e 18 ol gl S s 15
3 customer? Nno [] ¥ oo 3
. 05l
NA [ sy
YEs K
41 16. Was staif courteous / friendly? Nno [ b $kal/fa a5 Caba sl IS 16 [ 4
\ NA [ sauy
4. SERVICE daddlf A4
Scores Critical Areas LI PR BEIH|]
% : 23S o Gl il Cala el LB Ja {7
17. Did attendant check whether you need ~ YES Xl e u.u)’d P yd ¢ 1
3 t omplete oil change? S0 ol Gl s gliat sl 3
Op up or comp il change” Nno [ Y ¢ sl
3| 18. Did attendant check with you whether ~ YES 24 prd 28 QY Lag lia Cala pall 33a3 o 18 3
only oil is to be changed or oil with fiiter? yg d y € Al gy 3l ol dadd 1 e
19. Did he check using gauge the quantity  YES [X] and plaaiuls 3l (6 e Gl cali sl JE U8 10
3 required to be topped up and informed i Al a3l S I ol aal) 3
you? No [ Y felly @il s L)
O Sl e e Gaadlly Gala gl 6 Ja 20
3 20. Did the attendant check for oil leakages YES el uﬁ):ﬁi} Sl bj::i s 2 3
under your car from filter and drain bolt? NO D N N feu
3| 21. Did the attendant drain the used oil ves [ P Jaresall 3l JS & i Cala gall ad Jda 21 3
completely from your car? No [ N el Sl (pa
2| 22. Did he ask whether you want the engine  YES D4 s LU, @ sl Jue wi s ol lile da 22 5
to be flushed and did it if you agreed? no [ Yy Culids) ga Jla PLRCIY
| 23. Did the attendant fill the correct grade as  YES [ Sl da o 58 Al Cala gl A3 Ja 23 3
you requested? Nno [ N flgidla il dapaiall
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Scores Critical Areas gualt ¥l gl
24. Did he request you to startengineand  ygs o aS i g ol ymall Juans a5 of lie lla Ja 24
3 leave it running for one and a half TR L et 4 . 3
minutes? no [ fbuaiy 43 pad il Als 8
3 . W A8 5o /A gala o (e s sall S o .25
5|25 Eécljttilgetia:::andant ensure that the far}(er? ves IR i}jgmi;e& 3 JUL;& j.\aw 3
ghtened and there are no leaks™ NO [:I y e 31
26. Did attendant carry out the following - dladl Gl il ol al abagdll A8 da .26
complimentary checks: =40
YES KX axd
31a. Battery Water top up NO E b g otadl ela dil) 31a.
na [ sy
YES o
31b. Coolant Water top up NO D ¥ coolant/a ! ele Adlal 31b.
na [ sy
ves I -~ N
Sto. AuoTransmission Fluidtopup N0 [y Y SAtSude ofie Ste
na [ sy (0r2e)
. ves I =
31d. Brake Fluid top up no O y Jal s dilal 31d.
na [ ssay
ves I
31e. Gear Oil top up no [ b s el oy Al 31e.
na O gy
YES ool
31f. Air filter cleaning Nno I N el ks 31,
N/A D RO
YES % a2
31g. Wiper Water top up NO Yy Zla i Glallud ole ddla) 31g.
Ry
YES o
31h. Clean engine using air gun NO a Y el gl et pladinls o el Cadai 31h.
A [ sy
3| 27 Were any of your questions related to :is % ?: dalaiall elilind e sl e :*?\é\,‘“ u»ﬁ S 27 3
lube change answered? A O] iy ol uss Adeay
3 28. tEr)wi(ej ér;? gtaff place the mileage sticker in :zs % P: = @mﬁ&ﬁﬁ;ﬁ 28 3
' A O awsy % gl
YES .
4| 29. Were you offered a receipt voluntarily? ~ NO" a y SL bl 2 Jaa e ymye b 29 14
nA [ aduy
5. REST ROOMS AND MOSQUE aaaaall g (aleadl foull 55) Aal M i 5
Scores Critical Areas Touhud) ¥t ail
3 30a. Were they adequately stocked with all YES = Ay g pal) e Jusall arany 3 je2e <ilS Ja 30a 3
necessary supplies such as soap? NO D ¥ ogall Jia
na O gy =
3
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Scores Critical Areas At YL Llail
| , YES L N
30b. Were they adequately stocked with all 0 q A sl e jlisal maeny 3 e culS a 30b
necessary supplies such as toilet tissue? NO Sl gl g 199 Jie
NA [ gy
30c. Were they adequately stocked with all ves [1 ad sl e il & e il b 30c
necessary supplies such as paper towels? NO D N €48 sl dlial) (Jie
(paper towels are not required where fully Gldiae B aic dyllaa e 453l adliall)
operational hand dryers exist) N/A Gebia Y (Y1
31a. Were sinks clean? YES IZ o ol Mﬁg:bf‘ ‘CafL,SLS‘JT."31a
require comment when marked ‘No’ no [ Y sl o MY Alay) s 1y
na O gy
3 $aadns Ul ol g
31b. Were mirrors clean? ves [ pr ol o 1 fyrf‘i_sd‘:'{:sm
require comment when marked ‘No’ no [ ¥ cra sl oo Y Y s iy
NA [ gy
- TN YOrYEr
31c¢. Were hand dryers clean? YES E pr 2l ’ “sﬁfz,:','uc:(rflsgd‘r “310
3 require comment when marked ‘No’ Nno [ ¥ sl o MY L) S 1y 3
NnAa [ sy
: ALl () ylall ilSle o
31d. Were dispensers clean? ves [X] e m‘:“ sl ,,y,:_i hyr&ﬁs&: |'31d
require comment when marked ‘No’ no [ ¥ sl o MY Al g 1y
NA [ gy
Yes X
31e. Were toilets and urinals clean? no O ¥ gk Sl ASal cilS o 31e
NA O gy
32a. Were doors clean? YES lz pu Ll ?ﬁf‘f;rf \S\SJT "323
require comment when marked ‘No' no [ b gl (20 " Ay s 1y
NA [ gy
YES pai
32b. Were walls clean? NO D ¥ fAphy el cuilS o 32b
na [ gy
YES pai
32¢. Were ceiling clean? Nno [ ¥ feahs catudl M s 326
NA [ sy
vEs I
2| 32d. Were vents clean? Nno [ Y faduda MUl S s 32d |2
nva O sesy
32e. Were floors clean? YES m pu ol ?M#,,?%f:j;ﬁf;?"?’ze
require comment when marked ‘No’ no [ ¥ gl o2 MY Al cals 1y
na [ gayy
YES pas
32f. Were baseboards clean? no O v FAilai 320l - ) lailall ), 50 calS s 32f
na [ gy
YES Xl
32g. Were grout clean? Nno O v feiudas LU oS s .32g
va O gy

Lube change.dac




5 +
Scores Critical Areas Ll cifaall AN
YES pad
33a. Were trash containers clean? NO D ¥ Sdaulay Aabadll iy s S Ja 333
NA [ gy
2 = - 2
YES pad
33b. Were trash containers not overflowing? NO O Y fhald ye daladll ciligls ciS da 33b
NA [ @y
YES A o ]
2 34. Was the restroom smelling clean & no [ N ) ) Adaiay Aihs pleall dail ) CailS Ja 34 2
fresh (without any offensive odor)? faleall B Agy S An3l
NA [ ey
YES ad s alaall 4 il jeadll puea <l Ja 35

35. Were all the facilities inside the
2 restroom in good working condition?
require comment when marked ‘No’

no [ ¥

sl a o MY Al Y s 1

T IS

36. Was the Mosque premises clean?

NA [ sy
YES pa 8(5) s 2ovmsall 8 5l e IS U 36

sl o MY Al 1)

2 require comment when marked ‘No’ no [ ¥
A [ aduy
Comments: ciBadall f gaadll
FOR OFFICE USE ONLY Ja8d iigalf pladiuy
Aldaal) bladl BlEl e aall .
0, g . . L.
% ACTUAL SCORE | MAXiMum | -VAluation: ot

Approach and Cleanliness

Lkl Ly |1

Greetings and Initial Checks | 4 5Y) CilSudilly cua 31 |2

Appearance and Behavior of

ol sl by sekaa |3

Staff

Service daasll (4
Cleanliness - Restroom and lelaall — dillailt |
Mosque aaall g
TOTAL £ sanall
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ADNOC DISTRIBUTION
-~ AL KHRAISE S/S - 759
AL JIMI: ARFA _
AL AIN

DESCRIPTION
VoyagrSilveril
Corolla/Camry
ToraL /S
S
CASH PAYMENT;ﬁg

You were servféib %
DATE 23/06/201¢ €192 ,
R ;‘r{"y-ff,__& e

Thanks for~Cbogitog—"

SERIAL NO.

2|3







