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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Chang= e —ter @
[ <iu Emarat 10O awss Eppco / Enoc Im 44 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
2’06{ Name Number | Name Number | Name Number
q ame \n | |
Gender Height Built _ [Spectacles Beard | Mustache] i Ethnic Groups
M F JTIM[S|T]MIF |Yes [ No | Yes | No | Yes [ No_]Indian Pakistani]Filipino [Expat. Arabs[ Others:
DMDDDEDD.DEDEDD O O
EMIRATE V;‘:Z‘;":‘ Abu Dhabi |  Dubai Sharjah Al Ain g’:;v“a;' Aman | 2 A | Fuiaira
|| O O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
S1515] ol9l-2la 7|6l olo ol 22 13%
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
vISIT XN O O O m visIT O O O O a O

1. APPROACH AND CLEANLINESS 48Ul g ol B 1

Scores Critical Areas Al el Llail

P filie e AYall Aaand s agl dllia IS L1
?Lg)'“_)a.\.d

1. Was there proper sign to the Lube
changing bay?
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E
[VARR A

*.

3 2. Was the lube changing area clean and

organized? S35 ya g Al Cu 3l juaidihie S s 213

‘l
E
[V VA

k.

4|3 Wasthere any oil leaking and falling on e e giys el o gl dlis S da 3

to the floor of the lube bay ? NO k S e Addale A sa ! 4
Y
YES ax
21 4. Were the waiting area and table clean?  NO b} $hadai Al gl o st dshaie cilS Js 412
N/A ekl Y
YES pex 1

2 5. Was the television in the waiting room
working?
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¢ JUAS&Y\ a8 P v_é Jara s )sk.l', ‘_'J‘;ﬂ Js B2
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i 6. Was the board displaying complimentary NO N
services neat and clean? Caalad ¢ A sa dlacall Dilanad)
t ML
2. GREETINGS AND INITIAL CHECKS ) Sl g a2
Scores Critical Areas v Tpulal) ¥l Llail)
3|7 Was there any delay in approachlng ves [] ox aaifd i bl due 8 s 7 3
customers? Nno X ¥ Sl ga Cala gl
8. Were you greeted in a friendly manner ~ YES X o Cslul) Gdsaa sk dh s sl i ds 8
(pleasant feeling)? Nno [ ¥ ¢ (z e
TS a byl @ gl i 51 28 sl <Y 1)
51 If no, please describe behavior: Was it U‘ e Lj;x . }j; . j;‘;s N e 5
arrogant, without any expression, normat it caanl IFE T
etc..... ¢
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Scores Critical Areas Ll YLl Ll
9. Did he guide your vehicle for positioning  ygg ] M alidl sl i Dld s cbigal i Ja 9

3 at the stopper and asked you to switch ’ R L. O 13

the engine off? no [J Yl i of i calla g 5 jladl Gy
10. When asked by customer, was the . O o Jrandl (e ks gall s Laic 10
attendant knowledgeable of different YES E p ‘fh, S e . }..;1 . f“

5 e . - u|)ﬂﬂ|~5uﬁ)]|u‘.;_).)/t|yuh;q?.\: 5
grades of oil, filters and their relative NO D v o i
benefits? fleie JS 21 48 4

YES i . .

4| 11. Did he offer the waiting area to you? NO g ?: SOV Aa e 8 Yl e o e Ja 11 (4

4 | 12. Did the staff thank you as you were YEs [X] i €olas i Laiy ol <y Giligall S5 12 |4
leaving? No [ N " - ' ¢ :

3. APPEARANCE AND BEHAVIOR OF STAFF (S oty Cpiligall glia 3

Scores Critical Areas L) gl Liai

_ YES X
3 13. \a/\rl]zstit:;?umform of the attendant neat No [J ¥ ey Gl elall Gl Gl S Js 13 (3
A [ sy
YEs [ . .
3| 14. Was the attendant wearing visible NO g ey A8l (535 50 3 g sall Cala gl S Ja 14 3
nametag? - Tz 50 4l Lo
wa [ sy Ao woawllhadae
YES o . —
15. Was he able to communicate with & &e dealsill e 1508 Gl sl S Ja 15

3 - Nno [ Y oo 3

customer? SRRl
NA [ sy
YES pd
4| 16. Was staff courteous / friendly? No [ Y Sladalfla 52 5 Cala gall IS Ua .16 |4
NA [ gy
4. SERVICE Aaaill 4
scores T GrificalAress T - R O hay
17. Did attendant check whether you need YES o w u i )’J P ué}g! ? [
3 top up or complete oil change? R0 el Y pliats 3
pup P ge’ Nno [ ey
3 18. Did attendant check with you whether ~ YES px 4 1) Lad lia ol sall 3ia3 Ja 18 3
only oil is to be changed or oil with filter? No [ Y ol 5 a5l Bl ey ) s
19. Did he check using gauge the quantity ~ yES X PRl S5l s s iy il sl 5 Ja 19
3 required to be topped up and informed i Al Gy S I G el bl 3
you? Nno [J Y Sl il 5 i)
R T '_‘ . - ) . ‘ ‘ .o, n_' s_.ib ‘ \j’ JA .2
3 20. Did the attendant check for oil leakages YES g ot wj):j;ij I e aj::‘: Cias 0 3
. i ., 2
Ai under your car from filter and drain bolt” NO D y fey 3
3| 21. Did the attendant drain the used oil YES M aneadl Sy 30 S i Gl al) P da 21 3
completely from your car? No [ y feeli s (pa
21 22. Did he ask whether you want the engine  YES [X] M Rl el daue i S o el da 22 5
to be flushed and did it if you agreed? Nno [ N fliad) ga Jla &y
3| 23. Did the attendant fill the correct grade as  YES px ol da )Y B Ailal Gals sall 8 Ja 23 3
you requested? no [ Yy flehlb Al dajaall

Lube change.doc




+ 3 +
Scores Critical Areas Taabal) ot Jalait
2 Darereme oo setonneand Yes B o o5, e i o5 e 24
‘ minutes? no O N fibuai s 4882 baal i) s A
i 3 25. bDid t.he.attendant ensure that the carter YES W p wfﬁﬁﬁﬁmﬂiﬁ Lﬁf{ﬁ; 25 3
5 olt is tightened and there are no leaks? NO D y * e 3l
26. Did attendant carry out the following Lplaall clia sadll ol by Calagall Q8 Ja 26
complimentary checks: R
ves I
31a. Battery Water top up no O b Ayl ol ddla) 3a.
na O gy
YES % pad
31b. Coolant Water top up NO ) coolant/a el ele ALzl 31b.
na O abny
4 . YES % o INECSN - F PENCHLE I B T
31c. Auto Transmission Fluid top up NO b (L:)}“i‘::‘““;\)ﬂ\j ’
nva O iy
YES % o
31d. Brake Fluid top up NO b} byl <y y i) 31d.
wa [ sy
YES N px
31e. Gear Oil top up no [ ¥ Gl el cu)yiila) 3te.
na [ iy
YES % pad
31f.  Airfilter cleaning NO Y o5l il cadan 31f.
na [ sbuy
YES % o
31g. Wiper Water top up NO N zla sl il ols 28l 31g.
na [ sy
YES % ot
31h. Clean engine using air gun NO N el wdise plaaiuls o jaall Cadas 31h.
NA [ sy y
YES ax L e ; . .
5| 27. Were any of your questions related to NO g N Adlatiall Slilind e sl L:J‘i Q—.«}“ S ds 27 3
lube change answered? S M Haard dalesy
na [ asuy
4128 aig g;«i staff place the mileage stcker in :'zs % “: Jiﬂ%ﬁf_@ﬁfﬁiﬁ 28 5
' nA O iy €5
ves B
4| 29. Were you offered a receipt voluntarily?  NO | Y G obEal Ml Jeay dlile (a e da 2914
| A O sy
5.  REST ROOMS AND MOSQUE dnecall g (alaad) ol 55) dal M g 5
Scores Critical Areas Tpulal) CLaall gt
N/ .
3 30a. Were they adequately stocked with all VES el e il s pae S da 30a 3
necessary supplies such as soap? NO D ¥ 90y sball Jia
na [ gy =
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Scores Critical Areas Al @Y Laalt Ltaih
ves I w5
30b. Were they adequately stocked with all no [ :";’ sl e i) arens 3 jeae S Ja 30b
necessary supplies such as toilet tissue? ol gl (599 Jia
NA O gy
30c. Were they adequately stocked with all ves [ Al Al il i) & 8 e <iS da 30
necessary supplies such as paper towels? NO D y a8, o1l cadliall S
(paper towels are not required where fully — Clidae B 45 die Ay gllas e 34 uiliall)
operational hand dryers exist) N/A Gy (831
- ok T
31a. Were sinks clean? YES m p Ll “"y'%h\jyﬁf_sd: ‘.31a
require comment when marked ‘No’ no [ Yy ceasil o MY ey cals 1y
NA [ gy
; Zaks Ll o
31b. Were mirrors clean? YES m o Ll g 3 ijr‘:lisd‘:."‘?m
require comment when marked ‘No’ no O ¥ gl sl oa o YT ey S 1y
NA [ sy
- TR T
31c. Were hand dryers clean? YES % e . T‘l’" ‘;ﬁz{,:—"'t;‘uﬁ;% |‘31C
3 require comment when marked ‘No’ NO Y sl o MY ey s 1y
NA [ sy
s faaudas - | lusle cuils
31d. Were dispensers clean? YES % px e U}LT;,, . ‘Ay‘w ’KJT' "31d
require comment when marked ‘No’ NO Y oo sl ox Gl s )
NA [ gy
YES % o
31e. Were toilets and urinals clean? NO ¥ Shgdas Sl ACal cuilS Ja 31
A [T gy
32a. Were doors clean? YES g pa =l ’ ’;,;,ﬁlféﬁfﬁr."wa
require comment when marked ‘No’ NO Y crasill o Y ALY s 1y
na [ Gy
vEs B
32b. Were walls clean? No [ Y fhidas Uassdl i€ s 32b
NA [ sy
ves ] o
32c. Were ceiling clean? Nno [ ¥ fahi aldl K da 32¢
va [ sy
ves B
2| 32d. Were vents clean? Nno [ ¥ Yaghi MU i s 324
NA [ gany
; adal Sl Y1 s g
32e. Were floors clean? YES o el o ,,;,," . ij i 'LSUT'{32E
require comment when marked ‘No' no [ Y st oo T A R
NA [ sy
YEs Dd
32f. Were baseboards clean? Nno [ ¥ fahisaell & o /hilall 151 S s 32f
NA [ gy
ves I  au
32g. Were grout clean? No [ N fali B3O IS s 32g
Nna [ gy
4
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} (Scores Critical Areas Al ¥l Lra
? ‘ ves A
33a. Were trash containers clean? NO I:I b fhaydal Aaladll il gla <l Ja 332
NA [ asiy
2 = - 2
YES axi
33b. Were trash containers not overflowing? NO O ¥ fhails e Aol clysla culS da 33b
NA [ oy
YES pud N .
2 34. Was the restroom smelling clean & NO D N g‘ OsY) Ainias gk alaall At culS Jda 34 2
fresh (without any offensive odor)? T(akeall 3 g S Aad
NA [ ey
X H Jaxd alaall 8 &b jgadll aaas S Ja 35
35. Were all the facilities inside the YES o e B
restroom in good working condition? L. I I
2 require comment when marked ‘No’ no [0 v el oa T AY S 1Y) 2
NA [ sy
; (5) ki dmandl A2 ) e S
36. Was the Mosque premises clean? YES P ( ), ;:l\ ’ ,,:; aij*‘ff\s TS:" 36
2 require comment when marked ‘No’ Nno [ ¥ e el Al 2
NA [ ey
Comments: sBadlall / gaadll
FOR OFFICE USE ONLY Jadd (isalf aladdu N
Aaual) balail) Liaill Jded sl . ”
Y : : : )
& ACTUAL SCORE mAXiMum | Caluation i
Approach and Cleanliness aadal 5 Y
Greetings and Initial Checks 41 Sl g cam il (2 J
/é{)apf?arance and Behavior of ot sl Bl sdaa |3
Service deaall |4
Cleanliness - Restroom and Slalasdt — a8kl |
Mosque Jaaall s
TOTAL £ gaxal)
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ESP*I\VVI\PdEEP(}i (2> S/78 795
DUBAT MAFRAQ_ROAD
ADNOC DISTRIBUTION
ABU DHA

DESCRIPTION QTY  PRICE TOTAL
VoyagerBronziL 2,00 13.00 26.00
VoyagerBronz4L 1,00 50.00 50.00
TOTAL T 76.00
CASH PAYMENT 76.00

You were served by Operator 1
DATE 29/09/2012 07:36 T1 82 01 87955

THANKS FOR SHOPPING .
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