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PROJECT: ELARA - Lube Change

SERIAL NO.

6

+
C
Pan Arab Research Center &

O ewemarat | O a4 Eppeo/Enoc | A 459 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number | Name Number | Name Number
\ 20 <chG o\ 1Scd g Qoo sole AT R[St
Gender Height Built _ [opectacles] Beard | Mustache] Ethnic Groups
FTIM[S | T M JF [Yes[NojfYes|No Yes | No |indian [Pakistani|Filipino [Expat. Arabs| Others:
EIEIIEDDDIEDDIE.DDDD O K O
EMIRATE ";:Z'Iz:‘ AbuDhabi |  Dubai Sharjah | AlAn ommn | Aman as M| Fujairah
K O O O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
- f ’ a K !
ol algl ol 5] 2] @lrded oTH | O] 30(é:eF 613
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 -
vistT 0 O O visit | O O O O O O
1. APPROACH AND CLEANLINESS -ABUALY g ool Y 1
Scores Critical Areas Al ) Jalai
ves D o
1. Was there proper sign to the Lube Ghie e AVl dscal gdagd dlia G da 1
. no O ¥ e
changing bay? Sy P jmad
na O shiy
_ ves B m
3 2. g;:;ir;zé%be changing area clean and NO D g T e s Al i) s dbieciS b 2103
va [ seiy
ves 0 =
4|3 Was there any oil leaking and falingon o ] q e Ao gyl i gl dia S da 3 4
to the floor of the lube bay ? Sy 3l it Ashia A o=
na O sy
ves [ m
2| 4. Were the waiting area and table clean?  NO O b faaydas A gall 5 UaiYt ddhie cllS da 412
na O ki
5. Was the television in th iti YESE =
21 woariinge? elevision in the waiting room NO D N ¢ Uanyl A e u—" Jens s 8 S Ja 52
na [ sy
YES o . s
6. Was the board displaying complimentary o ] q Lalld Lo elss Al dsslllculS a6
services neat and clean? a1a) g 45 ye dplaalt Cileasdl
na O sy
2. GREETINGS AND INITIAL CHECKS A clSal g cua 3 2
Scores Critical Areas aulud) cilaall ash
3|7 Was there any delay in approaching ves [] g adfl il b ali o dia S da 7 3
customers? Nno [ 3 ol ga Cala gl
8. Were you greeted in a friendly manner ~ YES prd sl i Ak dh s i 23 da 8
(pleasant feeling)? Nno [ ¥ $ (z o
S A ek gl & Caia g a8 elay Y
5| If no, please describe behavior: Was it Lj e ﬁ . ’j\; j:di TRl K 5
arrogant, without any expression, normal e e v*“éj
etc.....
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2 +
Scores Critical Areas Lel) eVl L]
9. Did he guide your vehicle for positioning  ygg X ; Lall Sl I el L i ol LG
3 at the stopper and asked you to switch X = :; |L‘J o “;‘l‘ﬂ_m uﬁ: j dj‘ ¢ L;l‘; -9 3
the engine off? No [J ¥ fepaall il =Ry ol ey
10. When asked by customer, was the . S A (Jaeadl (e il gl Ja Lorie 1
attendant knowledgeable of different YES m L ‘IA&,U . . < }d . ,}“ 10
5 o, . : u‘ﬂd",uﬁ)ﬂlul;JJ/gy[;dM?lc 5
grades of oil, filters and their relative No [ v o - AR
benefits? fleda JS 21l g g
YES i .. .
4| 11. Did he offer the waiting area to you? NO % "‘: OWBEYI 4 e 8 Yl dlle (ae Ja 11 4
12. Did the staff thank you as you were YES axd ¢ it et . . .
4 leaving? no [] v F Al S Ly o S alaall W6 Ja 12 [ 4
3. APPEARANCE AND BEHAVIOR OF STAFF TS slg Cuilhgall glia 3
&ores Critical Areas L) ciylaall Jatasl
_ YES pai
3 13. Z\:\zstitc?;? uniform of the attendant neat NO D ¥ Sy Gl ealall il sl G S da 1313
Nna [ gasy
YES pri . .
14. Was the attendant wearing visible D Ay (535 3 3 g gl il gl S Ja 14
3 nametag? No [] ¥ o . 3
NA [ gy 0ot
YEs ] ]
15. Was he able to communicate with . ge dealsill o 1508 Cals gl 1S s 15
3 customer? Nno [] v P 3
. Ol
NAa [ gy
YES I
4| 16. Was staff courteous / friendly? No [ y Mkl caligall S o 16 |4
| NnA [T shuy
4. SERVICE anill 4
[Scores Critical Areas Al Sl B i
. 23S G Gl ikl 6
17. Did attendant check whether you need ~ YES o TRl gl sl dida 17 ,‘
3 top up or complete oil change? S0 il ol Sl ALY plias 5 ) 3 |
p up p ge: No [ y ¢ Jasll, |
3| 18. Did attendant check with you whether ~ YES [X] pu B S 1Y Lo lie Calagall 3883 Ja 18 3
only oil is to be changed or il with filter? No [ ¥ Ay w30 Al dadd oy 1 s
19. Did he check using gauge the quantity  YES N and PRSIl a3l (5 e iy absall i s 19
3 required to be topped up and informed iz G Gl dag I Gpal) bl 3
you? Nno [ fllly a4 Ll
i 0o Sl el e Giadlly Gala gl DB Ja 20
3| 20. Did the attendant check for oil leakages ~ YES X o~ xfk_/}fli i zjkidi e 3
under your car from filter and drain bolt? No [J N S5y oe e a3l
'y
3| 21. Did the attendant drain the used oil ves [X] A el 3 Sy i Cala all Pdda 21 3
completely from your car? No [ ¥ P EWON
2| 22. Did he ask whether you want the engine YES B Al o g i€ o il Ja 22 o
to be flushed and did it if you agreed? NO E] Ny $lidd) g o iy
3| 23. Did the attendant fill the correct grade as YES axl Gl A oyp B Ailal Gals sall A6 Ja 23 3
you requested? Nno OO N il Al dsmal)
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Scores Critical Areas Tanlal) Lol Jataisy
24. Did hg reque_st you to start engine and YES m xS g o yaall Jpkdily o 65 o dlia (ke Ja 24
3 leave it running for one and a half AR et = . 3
minutes? no [ 3 finaly A3 baal Jnlal) Als B
3| 25 Eid the attendant ensure that the carter YES o uﬁi ﬁ’;&’;ﬁ j‘)ﬁ;’“ ‘;‘Eﬁ 25 3
olt is tightened and there are no leaks? Nno [ N ecy 3l
26. Did attendant carry out the following il Gl gadll ¢ ol cilagall B da .26
complimentary checks: -l
ves I
31a. Battery Water top up no O ¥ il iilal 3Ma.
na [ sy
ves X]
31b. Coolant Water top up no O ¥ coolant/syull s bzl 31b.
na [ sy
YES . }
31¢. Auto Transmission Fluid top up NO D k' e )LP w’ uu\ 3te.
(Cipanait )
na [ ks
YES ol
31d. Brake Fluid top up no O y Qe cyydils) 31
wa [ iy
YES axl
31e. Gear Oil top up no O Y sl onllcyy el 3le.
na [ sy
YES oo
31f.  Air filter cleaning no [ N dael gl aks 31F.
va [ sy
YES pr
31g. Wiper Water top up NO D N Zla ) Slalied cle A8} 31g.
wA [ by
ves A
31h. Clean engine using air gun no [ Y el et plasinly o el Calal 31h.
na [ sy
5| 27 Were any of your questions related to :KE)S % ?’; aalid) el e gl e %\.gj\ uu Ja 27 3
lube change answered? ey el Aleny
nva [ sduy
5|28 tlir)]ig g;er staffplace the mileage sticker in :is e: m@mﬁiaﬁf;ﬁ 28 3
' na O ey B
ves K] ~
4| 29. Were you offered a receipt voluntarily? ~ NO | N £ LR il Jea s e e b 29 |4
na [ asiy
5. REST ROOMS AND MOSQUE - taaaall g (sLaad) [l 53) Aal o e 5
Scores Critical Areas Al YLl Liaih
3 30a. Were they adequately stocked with all ves Ll e 4y g_wal) e el arens 3 e ilS o 302 3
necessary supplies such as soap? NO X ¥ SO giuall (B
na O gy (')9)\4]0)9%11) ”c{\
. LD
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Scores Critical Areas gl Lol PATN]
ves [
30b. Were they adequately stocked with all X ?: sl e Sliall aseas 8 a0 cilS Ja 30b
necessary supplies such as toilet tissue? NO bl il 5549 Jie
A D ey i 3,035 0 00
30c. Were they adequately stocked with all ves [ axd Ay ealiedl il & 8 jex% il 3 30c
necessary supplies such as paper towels? NO N S48, ol Cidiiall Jie
(paper towels are not required where fully Cldiaa g vie Ayl e g, adliall) R
operational hand dryers exist) nva [ bl ¥ ey 9 Qo 39%:] U (&Y hb A
N > ?*- I « FAEE
31a. Were sinks clean? YES o ol ‘,,y,fjf"by‘uflisd?. '.3'1'a_
require comment when marked ‘No’ no [ b sl o0 MY Alall cils 1y
NA [ gsyy
- CTRRTNIRER
31b. Were mirrors clean? YES e - ,,'y,,lf’fyr'jlisd?."31b
require comment when marked ‘No’ no [ ¥ il om s MY e S 1y
NA [ sy
31c. Were hand dryers clean? ves [ o . Tul“ Ls-\:\l ‘,,th:;rflisd? "310
3 require comment when marked ‘No’ no OO v sl SRR 3
NA B sy Bl oo = o)
. ‘:* »’I. o« . ‘ -t lA -
31d. Were dispensers clean? YES m - . :I “’*L‘fij,f'i“iy‘“jfsd“‘.{31d
require comment when marked ‘No’ No [ ¥ el o MY Aa ) a1y
NA [ gy
YES I
31e. Were toilets and urinals clean? Nno [ ¥ bk Joal LS cuilS Uy 31e
NA [ gy
. [TERI { -
32a. Were doors clean? ves B ol o j,y,:‘"f"tf;lufl;&d? ‘.32a
require comment when marked ‘No’ Nno [ ¥ g sill o S s
nva [ gasy
YES X
32b. Were walls clean? Nno [ ¥ fagdas JUandl il o 32p
NA [ gy
ves I
32¢c. Were ceiling clean? no [ b Sl il S s 32¢
| NA [ gy
YES X
2 32d. Were vents clean? Nno [ Y gk Mudl culS Ja 324 |2
Na [ sy
v. . ?* . e LlA'a A ‘ - ¢lS
32e. Were floors clean? YES X e a gl %"§'J.&£er 'l.SJTM'Bze
require comment when marked ‘No’ no [ Y G R P Al e
F vA [ sy y
YES pri
32f. Were baseboards clean? NO D N Saqulas 3ac il g il i, 5 S Ja 30f
Na [ gy
YES X
32g. Were grout clean? no [ ¥ b L3 S da 32g
| NA [ gy
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Scores Critical Areas bl el Loladl
ves 4
33a. Were trash containers clean? no [ kb $hgylss Adadll cilyga S o 33a
NA [ ey
2 - 2
YES Py
33b. Were trash containers not overflowing? NO O fiaild e Al clyga il o 33b
NA [ by
YES pad L ]
2 34. Was the restroom smelling clean & no [0 ¥ s (1) Alinia s Aighai laall Al ) CulS Ja 34 2
fresh (without any offensive odor)? fpleall 3 A S A
NA [ gy
" ; 3 leadl 8l jaeatl aen ol Ja
35. Were all the facilities inside the YES e e o eﬁ':d&u 35
restroom in good working condition? . . SN
2 require comment when marked ‘No’ no I ¥ gl g2 MY e Yl cals 1) 2
NA [ @y
; (5) ks daandll 2l gl e S
36. Was the Mosque premises clean? ves [ ( ), )EJ\ ' ,,;: J\A‘;’u_“flsﬁ .36
2 require comment when marked ‘No' ~ NO O «x et e el 2
NA B iy
Comments: s&ilaadlall [ galadll
FOR OFFICE USE ONLY a8 igal) PARENI |
Algaall Llail LAl e sl
[ ? PR o u
fo ACTUAL SCORE MAXIMUM | Fvaluation: s

Approach and Cleanliness

:U\.B.\n) gf.\\):éy\ 1

Greetings and Initial Checks

AW Sl 5 s A |2

Appearance and Behavior of

b sall S5l s sedaa |3

Staff

Service il |4
Cleanliness - Restroom and ilalaal) — Akl |
Mosque daall 5
TOTAL £ ganall
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SERIAL NO.

MARFA S/S 994
MARFA
ADNOC QISTRIBUTION
WESTERN REGION

DESCRIPTICN Q7Y  PRICE TOTAL
VoyagerBronz4l 1,00 50.00  50.00
VovagerBronzil 2.00 13.00 26.00
TOTAL 76.00
CASH PAYMENT 76.00

You were served by Operator 50
DATE 28/05/2012 16:13 11 $3 050 - 8162

THANKS FOR SHOPPING. .







