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PROJECT : ELARA (Lube Change - FINAL 2012)

+

PROJECT: ELARA - Lube Change

]

SERIAL NO.

2[4

+
P

f

Pan ArabRésearch Center v

00 i wemarat | 0 5950 Eppco /Enoc [ B @54 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
J Name Number Name Number | Name Number
v
029 Soncop APT | ]
Gender Height Built  [Spectacles Beard | Mustachel Ethnic Groups ~
M ] F JTIMI[SJIT [MJF JYes[NofYes]No Yes | No |Indian [Pakistani[Filipino [Expat. Arabs] Others:
ROOROORODOROBORRRKR O O O O
EMIRATE ";EZ‘I‘;:‘ Abu Dhabi |  Dubai Sharjah Al Ain o | Aman cuas Al | Fuiairan
O X O O O | | O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
Y581 ol F 1| F| 49 ol [ 0]83 13551440
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday I Sunday| Monday [ Tuesday ]Wednesdayl Thursday ] Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
st T R O O vst | O O O R O O O
1. APPROACH AND CLEANLINESS SRS 5 Y 1
Scores Critical Areas Tl YLl Jaail
ves B a o 4 .
1. Was there proper sign to the Lube no [ y Aibie e AVl daalgdadellia Sy 1
changing bay? Sy ol uad
vA [ sy
, ves K
3 2. \é\:g:r:ir;zé%be changing area clean and NO D SR ey Ayl it ddkie ciiS Ja 2 (3
na [ skiy
ves [ ) _ o
4|3 Was there anyoil leaking and fallingon = q AT PRI FEW i o - WS 4
to the floor of the lube bay ? Sy 3yt Aidaia 8 Y
A [ sy “
YyEs ]~
2| 4. Were the waiting area and table clean? NO O ] Saaday Al el g jUany) ddhie cilS s 412
na [ sy
W h levision in th iti VES E N
2 5. Woarii;ge?te evision in the waiting room NG D N ¢ Y e Jans sl S s 5 (2
na O sy
YES o - s
6. Was the board displaying complimentary o [ q Ll Lo el M Asll cols a6
services neat and clean? Paaulas g 4 ya dgilaall Dleaddd
A [ ki
2. GREETINGS AND INITIAL CHECKS S W sl g cua il 2
Scores Critical Areas By c¥laalt el
3| 7. Wasthere any delay in approaching ves [] axi s 8l 8 el gldia gsda 7 3
customers? No [X] Y ot san ala gall
8. Were you greeted in a friendly manner ~ YES O pu Gslul) G aa b dh s il i da 8
(pleasant feeling)? Nno X N ¢ (z o4
: S Ja b gall o gl Coin g a8 Ela (Y 1Y)
5| If no, please describe behavior: Was it @ 49 Lf . Li;} . j:li ‘ j:ji =3 J" )
arrogant, without any expression, normal LA S e
etc..... /&) c ) £,
nomald dod no 9%\%
\) \Y;
1 +
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Scores Critical Areas Dl L) Jalait
9. Did he guide your vehicle for positioning YEs X A il S I dals h Gali el UG s 9
3 at the stopper and asked you to switch ‘,;ﬂ P el o el v ‘?, . 3
the engine off? O ¥ Pl (it ol e g 5t ity
10. When asked by customer, was the ) S da csandl (e s gl o Laic 10
5 attendant knowledgeable of different ves X p m‘ - )” d:: / ').?] !}“ e ) 5
grades of oil, filters and their relative Nno [J v I e e" . A
benefits? fleda JS il
YES i u. .
4| 11. Did he offer the waiting area to you? NO g r"; FEYI A e kYl dle e Ja 11 4
12. Did the staff thank you as you were YEs 4w e R .
4 leaving? No ] g S Lan d S8 Gl 5 s 12 |4
3. APPEARANCE AND BEHAVIOR OF STAFF (S sl Cuiligall glia 3
Scores Critical Areas Al cYLgalt Ltai
13. Was th f f th YES E N
. t i t t . - .1
3 anzsﬁd;?um orm of the attendant neat NO D YOG ey il el Gl gl ol S Ja 13 3
NA [ gy
YES pai i
3| 14. Was the attendant wearing visible no [ g o s o 3 g pall Cala sl S Ja 14 3
nametag? $z i danl Lo
nva [ gy
YES X ]
3| 15. Was he able to communicate with no [] q &o dial gl e 150l Cala sl 1S o 15 3
customer? i fos 0
NA [ gy
YES pad
4] 16. Was staff courteous / friendly? Nno [ ¥ Sakl/lagay Calaydl IS s 16 {4
NA O sy
4. SERVICE dadll 4
Scores Critical Areas B I T T By
0l o) s AL Cals gt A8
17. Did attendant check whether you need YES E px u Uu),uj Py }d ¢ 17
3 top up or complete oil change? ) o el Sl AlaY s 5 ) 3
pup P ge? no [ Y £ sl
g | 18. Did attendant check with you whether ~ YES px 5 S ) Lad lie il gall Bini Ja 18 3
only oil is to be changed or oif with filter? yg O N € el 5y 311l dad 3 s
19. Did he check using gauge the quantity ~ vES B pad plialy Cu (5 e iy Cal sall 6 Ja 19
3 required to be topped up and informed L S| RV - SO [ oeldall 3
you?_ Nno [] Sl il 5 Lol
P Oe Sl oy (e il il LG b
3 20. Did the attendant check for oil leakages YES & e u“—eiu/ft: )_\Nl ﬁii 20 3
under your car from filter and drain bolt? Nno [ S et e 0B
Sy 3l
3| 21. Did the attendant drain the used ol YES o ansall 3l S G Gl gall S5 Ja 21 3
completely from your car? No [ y el s (e
o | 22. Did he ask whether you want the engine  YES B4~ a Ay el Jrt 5 e o) el Ja 22 5
to be flushed and did it if you agreed? Nno [ N ki) g Jla 4 iy,
3| 23. Did the.attendant fill the correct grade as  YES B4l px Sl Aa safe 5 Al Cali gall Bl 23 3
you requested? Nno O N fleidla Al dagaiall
2
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Scores Critical Areas Apalud) el Jatail
24. Did hg requgst you to start engine and YES ﬂ A a8 g o jaall Sk o o e ke Ja 24
3 legve it running for one and a half D a5 4580 50a) Jandall Alla 3 3
minutes? NO b 5 2 &
. . el 48 e /Al geba o e calasall <G Ja 25
3 25. Eid the attendant ensure that the carterf) ves - i}ﬁJ;\.\A}:wﬂ mﬁjﬁ\& ;‘L} ik 3
olt is tightened and there are no leaks? NO D N ey 3l
26. Did attendant carry out the following Lilaall Cbia saill o) jals calisall JB o 26
complimentary checks: <alall
ves A m
31a. Battery Water top up no [ b g Uadl cla Adlz) 3a.
na [ sy
ves DA  ~
31b. Coolant Water top up no O N coolant/o sl cleddlal  31b,
N/A % Sy Y
YES p - L e i
31c. Auto Transmission Fluid top up NO E] N SRS al Ji Jt,jiﬁj)‘ 31c.
va O akuy
ves 4
31d. Brake Fluid top up no O 3 JaillcyEla) 31,
va O sy
ves X -
31e. Gear Oil top up no O ¥ oo mllcyy ilal 31e.
nva O iy
ves K. =
31f.  Air filter cleaning no OO el ks 31F,
na [ sbuy
ves A :
31g. Wiper Water top up no [ Y sl clalinal el ils) 31g.
na [ akiy
. ves i
31h. Clean engine using air gun NO D Y ehsedl Gt pladials el cadasi 31h.
na O sy y
5| 27. Were any of your questions related to :“E)S % P’; Haleiall ilind G gl L;Xf- :\7"-?3,1‘ uA— J 27 3
lube change answered? ST | VIS T PO
na [ iy
3 28. ai: ér: gtaff place the mileage sti(?ker in :“E)S %\ r"’; Jxémc‘:&ﬁj;ﬁ 28 3
‘ na [ sy %)l
ves B
4| 29. Were you offered a receipt voluntarily? ~ NO O y 0 Uis Wil Jaas e yamse Ja 29 14
A [ sy
5. REST ROOMS AND MOSQUE 133vall g (alaadt feuall ) ialfdags 5
Scores Critical Areas - Al c¥laall Llai
3 30a. Were they adequately stocked with all VES A e Ay g pall e el aaan 3 jene iilS Ja 302 3
necessary supplies such as soap? NO D ¥ Sosall Jie
na [ gssy _—
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Scores Critical Areas Aabadl Yot Jaladl
ves I~
30b. Were they adequately stocked with all D ‘u; 4 g pall il 3l & 3 e S Ja  30b
necessary supplies such as toilet tissue? NO callgilf (5 39 Jia
Na [T gy
30c. Were they adequately stocked with all ves [ pd Ayl cla i) & e S Ja 30¢
necessary supplies such as paper towels? NO D v 148 ) o) Cidliall Jie
(paper towels are not required where fully Cldtae A die 4llae pe 44 ) ailiall)
operational hand dryers exist) na B gy (Y1 i
31a. Were sinks clean? YES & p o ’ .’,,.Q,flzu:l r“ LSLSJT |.31a
require comment when marked ‘No’ NO ¥ e > ey s 1)
NA [ gy
+ faaalas Ul yad) culg
31b. Were mirrors clean? YES g e ) ':‘Y" R_nyr‘j ~15d,|65|'31b
require comment when marked ‘No’ no O b} g2l (o2 .
NA [ gy
H [P PN | Colddae CuilS
31c. Were hand dryers clean? YES E = o - ‘égfz[,,‘lgyr‘j ,\SJE“MC
3 require comment when marked ‘No’ no [ ¥ (Gt SN I 3
nva [ ghuy
. faaadas ) sliall GliSls cnlg
31d. Were dispensers clean? ves B i ):‘“ o "Y"H-LL;‘yrf ,\Sdl"md
require comment when marked ‘No’ no [ b T > ARl
Na [ sy
ves B4
31e. Were toilets and urinals clean? Nno O N ket Joall Al cails Ja 31e
na [ gauy
; fagdal ol Y cuilg
32a. Were doors clean? ves B o '"y"'aﬁ]y\ ,.ISJT-J‘B%
require comment when marked ‘No’ no [ P Gt el AR s N
na O iy y
YES pai
32b. Were walls clean? No [ N faghi GUaaall cuilS s 32
NA O sy
ves M -
32c. Were ceiling clean? No [ ¥ Sk calll oS Ja 32¢
nA [ ghuy
ves B
2| 32d. Were vents clean? Nno [ ¥ faadas MUl culS s 329 2
Nna O] gy
32e. Were floors clean? YES E p = sill Su#;;-};zf;ﬁfﬁa%e
require comment when marked ‘No’ no [ b G2 o> AR AR
na [ gy y
ves B
32f. Were baseboards clean? no [ Y $4gka3 saclall ~ o) flailad) i S Ja 32f
vA [ sy
ves M
32g. Were grout clean? Nno [ y Sl LU IS Js .32
nva [ sy
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Scores Critical Areas Agubult cilaall Jaalh
vEs i
33a. Were trash containers clean? NO D b fasgdas ddladll ciygla cailS Ja \33a
NA [ asun
2 = - 2
ves D4
33b. Were trash containers not overflowing? NO D b fiali ye Adlall chyda << Ja 33b
NA [ Gy
YES s ]
2 34. Was the restroom smelling clean & no [ N f ) Ldaia g Al plaall Aad) ) ik J 34 2
fresh (without any offensive odor)? $(plantl L Agy SAad
NA [ asuy
; Jand slaall il ssgadll asen cailS Ja
35. Were all the facilities inside the ves B e e S St 35
restroom in good working condition? . - PN
2 require comment when marked ‘No’ no [ v gl o Y Y s 1Y 2
NA [ asiy
3 05 wazhal aaalt Al i e (IS
36. Was the Mosque premises clean? YES D pr ( )_ }EJ\ ’ ,,;‘,’, &L‘ﬁ“f\sﬁ 36
2 require comment when marked ‘No’ Nno [ ¥ (Gt Ay S ) 2
NA B iy
Comments: scilBaalall [ gaesll
FOR OFFICE USE ONLY Jadd (igal) aladda N
‘ Alaall L) JRCHIPIS RN .
9 . ion: : aniill
s ACTUAL SCORE | _ Maximum__| =¥32ton et
Approach and Cleanliness Adtlaill 5 l BY! |1
Greetings and Initial Checks | Ads¥) lSulilly cus 51 12
g%pf?arance and Behavior of il sall sl s selaa |3
Service iaaall |4
Cleanliness - Restroom and laleall ~ 2kl |
Mosque 2avall g
TOTAL £ saxall
5
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SERIAL NO.

2 | 4

NUSEFRER Tod, SHty &S - 798

Massafah ind, Cily

ADNOC DgSfRIBUTION
BU DHAD

1

DESCRIPTION 6TY  PRICE
Voyagrsilverit 3,30 14.0%
Al

CASH PAYMENT

10y warE 3BT 4ES
nATE 177077200

TOTAL
43.00
43,00

48.0C







