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PROJECT: ELARA - Lube Change

SERIAL NO.

|

T

B

+

PN
Pan Arab Research Center E

O e wemarat | 0 @554 Eppco/Enoc [ B @y Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number | Name Number | Name Number
/02,0 HEEN
Gender Height Built BSpectacles  Beard | Mustache] Ethnic Groups
M| F [T MJS|T [MF JYes[NoJYes[No Yes | No |Indian [Pakistani|Filipino [Expat. Arabs] Others:
ROOROROOOROROR K O O 0O O
EMIRATE ";:;'IZ:‘ AbuDhabi | Dubai | Sharjah | AlAin o | Aiman as M| Fusairan
O R’ O O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
Y515 | ol |2#[F | &]L [ol2 | ol3 [705|#40
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
vet T g0 O O O wstr | O O R O O O O
1. APPROACH AND CLEANLINESS A3t 4 s,ﬂj;ﬁ‘;!l |
Scores Critical Areas E IR R PN Jalail
ves A .
1, Was there proper sign to the Lube dihie e AVl daaljdadalia g8 da 1
. Nno [ Y e
changing bay? Sy i Huad
na [ sy
, ves )} m
3 2. \é\l{ga\:ntgzé%be changing area clean and NO D g TR e Akl ) eas Ailie S Ja 2 |3
va O sy
ves 0 ) ‘
4|3 Wasthere any oil leaking and falingon = N e de By sl e g i S a3 4
to the floor of the lube bay ? Sy 3 s Adhaia 3 (aY)
nva [ sy ’
YES pos
2| 4. Were the waiting area and table clean? NO [ Y eaala A ) o Uiy dihie S Ja 412
na O ssny
w o B ves I =
2 5. Woarls(ilt"r;e?telewsnon in the waiting room Nno [ Y Y A e b e ol gS Ja 5 (2
va O sy
ves @~ L L .
6. Was the board displaying complimentary O q Al e pelai Maadll cols a6
services neat and clean? Caalai 5 A8 ye Lilaall Gileaadd
nA [ huy
2. GREETINGS AND INITIAL CHECKS A ) lSpdall g cus 2
Scores Critical Areas Tonludt Ylaall Jataaly
3|7 Wasthere any delay in approaching ves [] pr a8l b ol gl e S da 7 3
customers? NO Y Sob il gad als gl
8. Were you greeted in a friendly manner ~ YES B = Gsluly) 4354k il S ds 8
(pleasant feeling)? Nno [ Y ¢ (zo%
S b rals gall sl Coia g o8 Elay Y 1Y
5| If no, please describe behavior: Was it Li Je Lj;\l ﬁ; . ji_‘i . J.‘ ‘15
arrogant, without any expression, normal e fom O JIAE . @‘
etc.....
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Scores Critical Areas L) el Jalasly
9. Did he guide your vehicle for positioning YEs A il Gl el Ll sdlalida 9
3 at the stopper and asked you to switch ol ‘u i e uﬁ: " ¢ ey 13
the engine off? Nno [J ¥ T il 3 Bl
10. When asked by customer, was the 4 . 1S da cdaaall (e s gall 3 Larie 10
attendant knowledgeable of different YES - Ghu L. < y;! . ,y
5 . - . u‘ﬂbuﬁ_)ﬂu\;‘p/&‘}\ ulM(Jr_ 5
grades of oil, filters and their relative NO D v o - i
benefits? floie JS 158
YES .. .
4| 11. Did he offer the waiting area to you? NO g ‘A: IV A e b syl elle e b 11 |4
4| 12 Did the staff thank you as you were ves K pu € 5ali3 i€ Uiy o S Calipall 5 Ja 12 |4
leaving? No [J Yy - S ¢ :
3. APPEARANCE AND BEHAVIOR OF STAFF (4SS sbu g Cdla gl e 3
Scores Critical Areas Aaba¥) Nl BRIl
_ YES i
3 13. ZY]zstitC:lﬁ?unlform of the attendant neat No [ Y 9L ey Gl enlall Gl gl Gl S s 13 13
NA O gmsy
Yes [1 , .
14. Was the attendant wearing visible ey Ay (55 59 3 53 pall il all IS Ja 14
3 nametag? No BX k $m g 3
wa.swewo. coa’ wa [ sayy
ves )
15. Was he able to commumcate with & deal gl e 108 Cals gal) UKS Ja 15
3 No [J Y T3
customer? SO
WA [0 sy
ves B4 pad
4| 16. Was staff courteous / friendly? No [ y flakal/lagay cala gl IS Ja 16 [ 4
NA O sy
4, SERVICE il 4
Scores Critical Areas Al Yl E—l‘
: < o) el Cals gall LG
3 17. Did attendant check whether you need YES E px ;:j‘)iﬁjj)ﬂ ALy CL’J: ¢ Lj; A7 3
. 5 ) a
top up or complete oil change? NO D y e Jasl,
3| 18. Did attendant check with you whether ~ YES pd 28 S 1Y Lad el cals gl (3is3 Ja 18 3
only oil is to be changed or oil with filter? NO D ¥ el w5l ei dadd oyl s
19. Did he check using gauge the quantity ~ YES pnd Pl 3 (6 glase Gy Cals gall W8 Ja 19
3 required to be topped up and informed g A Al I Gl i) 3
you? Nno [] L felly alali 5 Lol
PO Sl 3 e (330 Calh gl A8
3 20. Did the attendant check for oil leakages YES E pri O uj: k-/?jwﬁ: )'.'dﬂ\. . ):j dA 20 3
under your car from filter and drain bolt? No [ y I 8 R g
ey 3l
3| 21. Did the attendant drain the used oil YES B av (il oy S ity s pal B 21,
completely from your car? NO D ¥ b s (1a
2| 22. Did he ask whether you want the engine ~ YES M el el Jue s o) @il da 22 o
to be flushed and did it if you agreed? Nno [ Yy feliddl go Jla 8 cllyy
3| 23. Did the attendant fill the correct grade as  YES X ax Sl s e 5 Adlaly cilasall A Ja 23 3
you requested? Nno [ y et Al daaial)

Lube change.doc




+ 3 +
Scores Critical Areas R SO O P Liai
24. Did hg requgst you to start engine and YES ﬂ a4 iy o jaall Jeai o of e il o 24
3 leave it running for one and a half Chnt e Aads aaa) Lt Alls 3
minutes? no O k] fhualy 48 saal Jaadal «*
.yl 43 3o /A gabaa () (e calasall 2S5 o 25
3 25. Did the attendant ensure that the carter ves & o i‘)u.\);\_\kj;d S{Jﬁ& ::S‘ N 3
bolt is tightened and there are no leaks” NO D N ey 3l
26. Did attendant carry out the following Lailaall Cla gl o jals s sall B Ja 26
complimentary checks: -agiul
YES s,
31a. Battery Water top up NOQ D ¥ 3y jUadll ol dilis) 31a.
na [ sy
YES . axd
31b. Coolant Water top up no O k| coolant/s yll sla dila) 31b.
na [ iy
ves X - Y138 jall JiU lea <) il 31
31c. Auto Transmission Fiuid top up NO D k| & TR TR ¢
(O syanst )
nva O sbiy
ves 4
31d. Brake Fluid top up NO D b el _all ey j Al 31d.
na [ iy
ves B
31e. Gear Oil top up no OO ¥ oo sl cusilal Ble,
na [ iy
ves XI
31, Air filter cleaning no [ Y osell gliadks  31f.
NA [ sk y
ves X o
31g. Wiper Water top up NO D b} glaol aliud elo 2ili) 31g.
na [ sduy
ves B
31h. Clean engine using air gun NO [:] Y elsell et pladiuly o et cadans 31h.
wa O sdiy
ves X T .
3| 27. Were any of your questions related to 0 P: Adlaiall clilind (e ) e AlaYl Qs da 27 3
lube change answered? NO Sy M s Aleny
na [ sy
, _ T ves K s s e Gealepan il Bl 28
3 28. ?hlg (t:f;? ;taff place the mileage sticker in NO D N o L Ailadll /sl ia s 3
YES . i
4| 29. Were you offered a receipt voluntarily? ~ NO O Yy S s il Jeay e pmpe da 29 14
na [ seuy
5.  REST ROOMS AND MOSQUE ‘ sdaally (alaad) foll §) A1 M i e L5
Scores Critical Areas EIIR FON PO Liail
3 YES i 3
30a. Were they adequately stocked with all % ?: Ay gl il Jall aaans 3 jeae 23S Ja 30a
necessary supplies such as soap? NO ?sball Jia
L na [ aduy =
+ 3
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Scores Critical Areas Apabaa) ¥ PATH]
ves K o
30b. Were they adequately stocked with all | e:; s omall il Sl maany 5 e ilS s 30b
necessary supplies such as toilet tissue? NO Sull il (3599 Jia
NA [ sy
30c. Were they adequately stocked with all YES aad Ll el &2 e S Ua 30c
necessary supplies such as paper towels? no [J ¥ 048 ) ol) Cdlial) Jia
(paper towels are not required where fully Glidaa 8 5 vie 4y 5lha e 4 ) rilial)
operational hand dryers exist) nva [ Gkl ¥ (Y 2
31a. Were sinks clean? YES E i ol ! .',,;,(,Jﬁ“u\:” ﬁlélsd“\.‘ﬁ‘la
require comment when marked ‘No’ no [ ¥ gl om s MY AaY) s 1Y
NA [ iy
31b. Were mirrors clean? YES i ol ?';( .,; %‘fj‘ ‘Qflisd?.“sm
require comment when marked ‘No’ no [J ¥ il (o2 MY ey calS 1
NA [ gy
- TN TR
31c. Were hand dryers clean? ves & o . j" ‘ﬁaf,\j‘,:'.'m\:"rffsd: ’.310
3 require comment when marked ‘No’ no [ Y oAl o2 Y syl cals 1y
NA [ gy
31d. Were dispensers clean? ves K] A‘:Lu u}'hf];.fﬁzru&;? "31d
require comment when marked ‘No’ no [ N gra sl o G =8 )
NA [ asy
YES X
31e. Were toilets and urinals clean? NO D ¥ $Aglas Joill) Al il Ja 316
Na [ gty
32a. Were doors clean? YES E o ol ?ﬁ%,:’,‘b‘f‘ r‘jkstsdt -32a
require comment when marked ‘No’ no [ ¥ Tl o MY Ayl s 1y
NA [ gy
ves B4
32b. Were walls clean? Nno [ N $3ah Uanll i€ s 32D
NA [ gy
YES pd
32¢c. Were ceiling clean? no [ Y Sl el oIS Ua 32¢
NA [ Ghyy
ves B =
2| 32d. Were vents clean? Nno [ Y 44,0 Maliall il Ja 32d
NA [ sduy
32e. Were floors clean? YES X i o) sk ,,?}:haf;r&ls&d? "326
require comment when marked ‘No’ no [J Y gl (o2 MY eyl cals 1y
NA [ gy
ves B au
32f. Were baseboards clean? Nno O ¥ $Adhi 2ae 8l & ol flailall i, 50 S Ja 30
NA [ sy
YES sy
32g. Were grout clean? No [ ¥ feadai LI (1S Ja .32g
nva [ sayy
4
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Scores Critical Areas Lgualadt c¥anal Jaldsh
YES [
33a. Were trash containers clean? no [ ¥ fagdas Lalaall Wy sla ilS Ja 332
NA [ Gsay
2 S - 2
YES pad
33b. Were trash containers not overflowing? NO  [] 3 fhnils e dalall b gls i ds 33b
NA [ iy
YES pod L ]
2 34. Was the restroom smelling clean & no [ . &b Ov) Ldaiay Aidai plaall Aadl ) <uilS Ja 34 2
fresh (without any offensive odor)? felenll A Agy S Asa
NA [ iy
X ; Jand plaall 3 &l jpeadll apen ciilS Ja 35
35. Were all the facilities inside the YES A f ¢ &1: I
restroom in good working condition? L. s S
2 require comment when marked ‘No’ no [ ¥ grasdl (o2 MY Ayt s ) 2
NA [ aiy
3 £(5) ik dawdl Acld e 0K
36. Was the Mosque premises clean? ves (1 ( ), N ,,;‘,’, :L;‘;Tf‘."sﬁ .36
2 require comment when marked ‘No’ Nno [ ¥ grasill o ) s 2
N/A il ¥
Comments: sl / galasll
FOR OFFICE USE ONLY 1asd il aladiuy
Alcal) Jalail) Lal el sl
[ 0 P Lz
%o ACTUAL SCORE Maximum | Evaluation: s
Approach and Cleanliness Adtdaill 5 ol Y |1
Greetings and Initial Checks | &s¥} iSpddll s cam il 12
Appearance and Behavior of b i @ e
Staff O sall gl g pedae 13
Service a2l |4
Cleanliness - Restroom and clabeal — dalball |
Mosque Aaall
TOTAL £ saaall
+ 5
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T SERIAL NO.

Retail Sales Department Ci 5

Ty 8y igaal
Cash Memo ADNOC
£/STN. Code No. 9. 2. Date. 2. Q% LA L]
LSl Jorah P [
Qry. Description Dhs. |Fils
UG 98 A e Uy
ULG 95 W{,&J},’q
Gos O Jp
Kerosans i3S
£() Whricants \ ]+ O\ Diod vl Sajm
i ég! Mo Pl 9
Special Prod. Lot Sl i) =
Car wash B e Job ]
Car wash with hot wax ,_,’\.-HCJ,.J I
Car wosh monuol e Jp

TOTAL v A o

Receiver’s Signature d el
Qmongiml-cmn

o e TTOR S WVITTEWYTPET S6 wwtte - cCite g fe il i e 308 Ol i
At Ghtrlinstion 7O, Sox: 4108, Abn Dhckd, UAL ol 4771300, Fax 722912 / 6722244, Yee 27350 FCOXST M :
Cable: DeStPET, Vlnbe.

FO1). Rev 2




