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PROJECT: ELARA - Lube Change
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SHOPPER CODE DATA ENTRY EDITING CSA SR. #
_Lb Name Number Name Number | Name Number
\ > (Q ool [ Saon [Aool LNG waee \obdob.| |
Gender Height Built _ [Spectacleg Beard | Mustache| Ethnic Groups
M ] F JTIM[S|T [M[F [Yes[No [Yes [ No | Yes | No |indian [Pakistani[Filipino [Expat. Arabs] Others:
ROOMOOROOROROR O O K 0O |
EMIRATE V;eeztli:‘ Abu Dhabi |  Dubai Sharjah Al Ain g‘l':\:v"aﬁ‘" Aman | R2 A | Fulairan
O O O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
clxle gl olF [ols l6zleol of2 |ol] lin2g]H-4g
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday { Sunday | Monday | Tuesday IWednesdayl Thursday [ Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 ) DAY OF
st T O 0O O vst | O O | O O | X
1. APPROACH AND CLEANLINESS A3t 4 gbﬁ?\ 1
Scores Critical Areas Tanlud) el LA
ves X1 o ot g
1. Was there proper sign to the Lube no [ q dibic Gle AV daalydad ol S da 1
changing bay? TGV VP
nva [ sbuy
_ YES o
3 2. \c/’\i;;;hzztlj%be changing area clean and NO D g S e s Akl g Sl s GhieciS 213
na [ seuy
ves [1 = . . o
4l® Was there any oil leaking and falingon ) q o ae sy il ot ) dllia IS Js 3 4
to the floor of the lube bay ? - iy W yuis Asdaia A i)Y
NnA [ sy ’
ves A =
21 4. Were the waiting area and table clean? NO D ¥ eaada Al gl y ety ddhie S o 41 2
na O ahiy
5 W h levision in th iti VES m o
2| % W;ii;ge?te evision in the waiting room NO D N ¢ jany) A e e sl 9SS Ja 5|2
nA [ sy :
YES oo . s
6. Was the board displaying complimentary - 0 q Adilgle jedn Alda Ml oS s 6
services neat and clean? faadal g 48 ye dyilaadl leaaldl
na O abiy
2. GREETINGS AND INITIAL CHECKS A el g qus ) 2
Scores Critical Areas Lot CYLall LA
3|7 Was there any delay in approaching ves [] e i i 8 el gl dlia QS a7 3
customers? Nno [X ) SOl sad Calagall
8. Were you greeted in a friendly manner ~ YES X pri b)) A3k b sl G s 8
(pleasant feeling)? NO D Yy ¢ (z A
< -Cakh gall S glis Cam g al Elay Y 1)
5 If no, please describe behavior: Was it - :3: \_j‘l , ’S”L_\ j:ﬁ A
arrogant, without any expression, normal e ¢ Rl A ¢ )5 xR &—ﬂm-u. 3
etc..... . ?-.-@‘
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Scores Critical Areas L) Lol BATH]
9.  Did he guide your vehicle for positioning YES [X] ; Lall Sl ol o il ool LG
3 at the stopper and asked you to switch . = ;:' |L‘J 0. ‘;“d&:i . 5 £ da. -9 3
the engine off? No [J Ve adl il g 5 bl Gl
10. When asked by customer, was the . IS o randl (e Cals gall g Lanie 1
5 attendant knowledgeable of different YES E p $| - ‘ )'l‘l d:: / ‘“‘9.?3 l,.. oo 10 5
grades of oil, filters and their relative NO D v 5= alldte . A
benefits? fleba JS 14
YES : .. .
4 11. Did he offer the waiting area to you? NO E.él ?’; CLGYI A e Y dle (a e o 1114
4| 12. Did the staff thank you as you were Yes X pax a3 S Laigy o S Galhpall 5 o 12 |4
leaving? No [J y =S ¢ :
3. APPEARANCE AND BEHAVIOR OF STAFF S slug Cuilisal) glia 3
%res Critical Areas Akl c¥laal Lta
, YES pai
3 13. Z\rl]zcajsﬁ?;;umform of the attendant neat Nno [ YO ey Gl el Gl Gl 0 s 13 3
VA [T gy
Yes [ o .
14. Was the attendant wearing visible - ey A8y (5 39 3 a pall il sl S Ja 14
3 nametag? NO Y O gu 3
g¢ . Ty e
NIA gmv No uawe Cecioe. (13 )
YES ad .
15. Was he able to communicate with &o dualsill o 108 Gala syl S s 15
3 customer? Nno [ ¥ el 3
. s
NA [ sy
YES A
4| 16. Was staff courteous / friendly? No [ ¥ okl Gabisdl S Ja 16 (4
NA [ sbuy
4. SERVICE Aardll 4
Scores — citcalAreas T Guldeved TRy
S (o Gl ol e Al G
17. Did attendant check whether you need ~ YES IZ] o TR u)’-ﬂ L }AI f 17 A
3 top up or complete oil change? S0 ol Sl ALy plias s >
p up or complete oi ge’ Nno [ y Y
3| 18. Did attendant check with you whether ves [X px R S Lad e cala gl 3323 o 18 3
only oil is to be changed or oil with filter? no [ N M g 30 BT sy W s -
19. Did he check using gauge the quantity ~ YES X prd Pl o 5 e ubiy Cals i JE 19
3 required to be topped up and informed g Al 3 S I Gl sl 3
you? No [ el @il Ll
o oG s o il G IR
3 20. Did the attendant check for oil leakages YES m et uﬁjﬁwi ) b’{ij s 0 3
under your car from filter and drain bolt? Nno [ . et R eJE _
£ )
3| 21. Did the attendant drain the used oil YES [X] A Jerdeadl Cu il € & al gl A8 Ja 21 3
completely from your car? No [0 y feli l (e
2| 22. Did he ask whether you want the engine  YES m o el daut S ) el Ja 92 o
to be flushed and did it if you agreed? Nno O N i@l o Jla 3 el
3| 23. Did the attendant fill the correct grade as YES Pl fe 6 Al Gala gl A5 Ja 23 3
you requested? No [ y el 3l s yaiall
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Scores Critical Areas Taulul) el L
j| 2 Didrerequestyoutostariongneand - ves D e as 5wl il o8 0 e b 1 24
minutes? no O 3 Sliuais A badl Joulill Ala 8
3 25. bDid t.he_attendant ensure that the carter YES lz‘ p uﬁiﬁdﬁjlﬁt:k ﬁf&:{: 25 3
olt is tightened and there are no leaks? NO D N ey
26. Did attendant carry out the following Lilaall Cla saidll o) jals calasall JE Ja 26
complimentary checks: sagdll
ves ]
31a. Battery Water top up no [ Y Apthdl ole A8l 3a.

na O sbuy
ves X]
31b. Coolant Water top up NO D b coolant/a_ull ele Ails) 31b.
nAa [ sbiy
ves LI~ N
31c. Auto Transmission Fluid top up NO D b} YRS JLE:;:LT;T)‘ 31c.
R ]
ves Id =
31d. Brake Fluid top up no [ ¥ dail cyyiils) 31d.
na [ sduy
ves [
31e. Gear Oil top up no O Y col elley; sl 3le.
nA X sy
ves X
31f. Air filter cleaning NO D b o sell il caais 31f.
na [ iy
ves X
31g. Wiper Water top up no [ N a3l haliud cle il 31g.
nva [ sy
ves &
31h. Clean engine using air gun no [ N ehsell (utae alaatuly o jaall Caglats 31h.
wa [ ssiy
YES P e § 5 .
3 27. Were any of your questions related to NO % N dalatiall il (e (gl éf« ‘gby\ s da 27 3
lube change answered? SCu i s Adeny
na [ shuy
3 28. 5:2 g;? gtaff place the mileage sticker in :lf)s E : Jmﬁmﬁ&ﬁﬁ;\jﬁ 28 3
' nva I sy €l
YES ot
4| 29. Were you offered a receipt voluntarily? ~ NO O 5 Gl 23 Jeay dlile e da .29 14
na [ aduy
5.  REST ROOMS AND MOSQUE vl y (plaal) fesdl 55) Al ig 5
Scores Critical Areas Al ¥l Latash
3 30a. Were they adequately stocked with all ves DL o g pall oo il ey 5 ¢ S Ja 302 3
necessary supplies such as soap? NO D ¥ o glall Jia
NA [ by s
3
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Scores Critical Areas Apalad) ¥l Jalasht
YES i
30b. Were they adequately stocked with all & A vl e Jlisall wiany 5 g2 <€ Ja 30D
necessary supplies such as toilet tissue? NO D ¥ Coll il ()99 Jia
NA [ gy
30c. Were they adequately stocked with all ves [ s A 5 pall e 3l &8 e S da 30
necessary supplies such as paper towels? No X 1% 48,0l cadliall Jia
(paper towels are not required where fully Aldiaa i 55 die 4y glhe e 48,4l “adliall)
operational hand dryers exist) nva [ Gehiy Y @/Q(d:.‘m A s (R
; N $34.5] Jutmal cals
31a. Were sinks clean? YES o ol Mﬁ,&byﬁ ,lsdT."Sm
require comment when marked ‘No’ no [ Y cra sl o it
NA [ gy y
; $aayi Ul al calS
31b. Were mirrors clean? YES g P~ ol ':\J" Lfyﬁ .‘S‘JT. “31b
require comment when marked ‘No’ NO ¥ el o A es
NA [T gasy
. ?t' L3R I B l -y - o
31c. Were hand dryers clean? ves [ px . T"‘L" Q%'\il':;m\:ﬂ%‘isd: |'31C
3 require comment when marked ‘No’ Nno [J ¥ i A i A 3
NA B sy o §<'}J’ Olo20 s~a 1)
. faadai o pleall liSle culS
31d. Were dispensers clean? ves [d pr . }':11 el "‘g':—'a_'{_;yr‘j ,\S‘JTM'SM
require comment when marked ‘No’ no [ ¥ Gl e il
va [ sy
YES o
31e. Were toilets and urinals clean? Nno [ ¥ il Joath diSal il 316
na [ gy
; faddas il oY) culs
32a. Were doors clean? YES P ol ’,,Y:’;jfw *‘&JTA{SZa
require comment when marked ‘No' no [ Y o ol e AR
NA [ gy
YEs ]
32b. Were walls clean? no [ Y faphs lhall i€ s 32p
NA [ Gy
YES pad
32¢. Were ceiling clean? Nno [ N fab Gl S s 32¢
Na [ gy
YES pd
2| 32d. Were vents clean? no [J ¥ faaula MUl <ol Js 32d [ 2
A [ gy |
32e. Were floors clean? YES m prd o il ?@Ls"?}?z\i!;ﬁfsdzl.&e
require comment when marked ‘No’ NO D ¥ & A AR
NA [ sy
YES % psd
32f. Were baseboards clean? NO - ¥ fAak sac &) g R 5 s Ja 32f
NA [ gy
ves ]
32g. Were grout clean? Nno [ N feadi LI (S Ja 32g
NA [ gy
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Scores Critical Areas Ayt ot g
YES [A o
33a. Were trash containers clean? NO D b faaydat Aalatl Gy sla <adS Ja 332
NA [ csby
2 - 2
YES s
33b. Were trash containers not overflowing? NO D b Shaid pe daladll cilysla i€ Ja 33b
NA [ by
Yes [ L o
2 34. Was the restroom smelling clean & no [ N b 0su) Adnia s Aigdas slaall dah ) S s 34 )
fresh (without any offensive odor)? $olasdl B A S Aa
NA [ by
H Sand alaall d <l jagadll asas -8 Ja .35
35. Were all the facilities inside the ves A e petlet = e e
restroom in good working condition? L. . e
2 require comment when marked ‘No’ no [ ¥ gl 2 MY Y s M) 2
NA [ @y
5 €(5) Ll dmwall dclE 5 e IS
36. Was the Mosque premises clean? YES E e ( ). ;:d\ ) NG LL“;TZ_:?\SL‘%S 36
2 require comment when marked ‘No’ Nno [ ¥ el Sl S ki : 2
NA [ amisy
Comments: rGlBaiall [ galadll
FOR OFFICE USE ONLY Jagd Cuigall e\.\a.w:' Y
Alasall JalAI LAl Jey) aal) .
9 . ion: s asfal}
fo ACTUAL SCORE mAXiMum | Evaluation +
Approach and Cleanliness Aaldaill 5 al yEYY |1
Greetings and Initial Checks AV sl 5 s i 12
Appearance and Behavior of caly ol @ L
Staff Oibh gl Al s jeae |3
Service ieaall |4
Cleanliness - Restroom and ilabaall — Addall |
Mosque ' daaall
TOTAL £ gan-all
5
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SHAWAMEKH(l) S/S 754
BAI ROAD

AQ
ADNOC DISTRIBUTION
ABU DHABI

DESCRIPTION QTY  PRICE
VoyagerBronzdL 1,00 50.00
VoyagerBronziL 1,00 13.00
TOTAL

CASH PAYMENT

You were served by Operator

TOTAL
50.00

1300
63.00 -

63.00

1
DATE 06/07/2012 17:39  Ti S3 01 3867
THANKS FOR SHOPPING

LAMNRAASAL L a st easaag s enAr e O

SERIAL No.







