+

PROJECT : ELARA (Lube Change - FINAL 2012)

1

+

PROJECT: ELARA - Lube Change

%

SERIAL NO.

8| 8

4

.

+

B,
Pan Arab Research Center @

[ i jui Emarat 10O s Eppco / Enoc / &g Adnoc

Lube change.doc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
\ 6 Name Number Name Number | Name > Number
Z O PRCTIN yod | Rafin | BUusc @M&J&b |
Gender Height Built Spectacles] Beard | Mustache] Ethnic Groups
TIM [S|T [MIF Yes] No | Yes | No | Yes | No |lndlan [Pakistani]Filipino [Expat. Arabs] Others:
EMIRATE ";:Ztlz:‘“ AbuDhabi |  Dubai Sharjah Al Ain ‘é’;‘;‘afg Aman | 2 A1 Fujairan
SITE 1D Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
A\ [R] g1 | 2o W [3 old ol potle | 20wy
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 0 0 0 0 ™ visit | [ O O | O X O
1. APPROACH AND CLEANLINESS A8 g'.nbﬁ‘g\ 1
Scores Critical Areas At Ll el
Yes i ?-.
1.  Was there proper sign to the Lube no [ dalaia e AYall il da ol llia S J»% A
changing bay? Sl yasd
na [ J-\h-“Y
' YES au
3 2. \(/)\S:ntigzétébe changing area clean and NO D g e Akl Gy 3l s Ailaie S b 2103
va [ sy
ves 0 o —
4|3 Wasthereany oil leaking and falling on o q Sle ae dos il el ey S dy 3 4
to the floor of the lube bay ? -~ Sy i s dilaie 3 (a Y
na L sy "
YES axl
21 4. Were the waiting area and table clean?  NO | ) Chak A1 Ul Uany) ddlie S Sy 4 (2
na [ sy
" o ) ves I}
2 5. W;i_'tr:wge?telewsuon in the waiting room NO D q ¢ Ly E e &T,a Jews s G s 512
wa [ sy
YES m \»’—.‘ - g - N -
6. Was the board displaying complimentary ] g Aald e el Al da M oS s 6
services neat and clean? Ciadal g Al ye dnitadl leasdl
wa O swuy
2. GREETINGS AND INITIAL CHECKS A5 cldall g cua il
Scoreé N Critical Areas ‘A.,....\...'\}'lmai\.:mn B __#mi
31 7 Was there any delay in approaching ves [ pxd T S FENCRPIRE CT N 4 5
customers? NO E Y Sl gad Cada gall
8. Were you greeted in a friendly manner ~ YES ar cosbly) 0538 ey b cus il 5 Je 8
(pleasant feeling)? Nno [ N $ (z ke
S U ik gall gl Cia g o8 Bl Y 1Y)
51 ¥ no, please describe behavior: Was it © Je \:\;X )j; , j:ﬁ L J 15
arrogant, without any expression, normal fgAe R O8 SIS (g xh hal
etc..... Qc.l\
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Scores Critical Areas Fala Gl Latail
9. Did he guide your vehicle for Positioning  ygsg A il S il Gl G G g
3 at the stopper and asked you to switch o <= L 9 . e 13
the engine off? NO [0 9 feliadl il of e oy sl Gy
10. When asked by customer, was the . S Oa cdaendt e il gall Jon Lonic
5 attendant knowledgeable of different ves @ :’j;‘:n - ‘ JJI d_\uz ) ‘)_?1 dsy 10 5
grades of oil, filters and their relative No [ y I = e b ? ple
benefits? , et JS 23l 484
YES (X] : .
4| 11. Did he offer the waiting area to you? NO E ‘a: ¢ \anYl a8 e Aoy e a e da 11 4
4| 12 Did the staff thank you as you were YES [¥] pxd € oli5 S Lai oS il 26 s 12 |4
leaving? No [ y - =SS ¢ :
3. APPEARANCE AND BEHAVIOR OF STAFF pgS sy (il gall b 3
Scores Critical Areas Apabiall) Laalh Jalady
. vEs [
3 13. \;\:}zsﬁ?yeoumform of the attendant neat Nno [ Y S ey Gl ualall Cilisall G S s 13 (3
NA [ amiy
ves K| Ny .
3 14. Was the attendant wearing visible no [] ﬁa Ay (635 3 3 9 gall Calh gl IS Ja {4 3
nametag? C 3 Tz s 5 danl Lle
. ( : E
VAL 5 W2 Gl o thoe g
YES ax o
15. Was he able to communicate with m & deal sl e 108 Cala sl IS Ua 15
3 customer? No [ ¥ SOl 3
na [ sy
YES o
4| 16. Was staff courteous / friendly? No [ y fahal/lagn g cal gl S Uy 16 | 4
wA [ iy
4. SERVICE el 4
Scores Critical Areas. A Al . L |
' S O G Gl il sl WG 17 ‘
17. Did attendant check whether you need YES M \-L dd)u] LTM}A (1
3 top up or complete oil change? 0 ol Sl e gliass L 3
pup p ge” no [ Y
5| 18. Did attendant check with you whether YES o 8 A L ie il gl $iai s 18 3
only oil is to be changed or oil with filter? vo [ y RBSEIPIIEY IR e SEE T
19. Did he check using gauge the quantity ~ YES o el S5l 6 e Gl il sl W8 s 19
3 required to be topped up and informed i Al 3 eSS e il il 3
you? Mo [ b ¢l il 5 Lol
s K] a0 s o 5t i i s 20
3 20. Did the attendant check for oil leakages YES {X] o dﬁ);ﬁi;}lﬂ‘ o af‘j Can 3
under your car from filter and drain bolt? NO D y B e
3| 21. Did the attendant drain the used oil YES e Jeueall 50 US i Call sl Ald s 21 3
completely from your car? No [ y I VTN
2| 22. Did he ask whether you want the engine  YES s ad ey g ol dlile Ja 22 o
to be flushed and did it if you agreed? Nno O N Teliddl ga Jla LRt
3| 23. Did the attendant il the correct grade as YES KX L Sl A )ofp 5 Adaly Cilasall B8 Ja 23 3
you requested? Nno [ Yy b il da sl
2
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Scores Critical Areas gl el Lalail
24. Did he request you to startengineand  ygs [X] o S iy o el iy o5 Of lie calla Ja .24
3 leave it running for one and a half PR ety 4 . 3
minutes? no [ 3 fuay A 52 i) Als
3 25. Eid t.he.attendant ensure that the carter YES p wfﬁgﬁﬁj;i;ﬁﬁ‘jﬁ 25 3
olt is tightened and there are no leaks? NO D y * e 3l
26. Did attendant carry out the following Lilaall Gl gaill o) ks alasall JB o .26
complimentary checks: saghuall
ves R
31a. Battery Water top up NO D b Ay ladl pla Adlial 31a.
na O sy
YES ol
31b. Coolant Water top up no [ y coolant/s sl e dial  31b.
nva [ sy
ves B0 =~ -
31c. Auto Transmission Fiuid top up NO [:] N MEISNIN:Y )LP u) 9\,‘;,) 31c.
(0 sdsanil )
nva [ sy
YES o2
31d. Brake Fluid top up NO D b Jal all ) Adlca) 31d.
NA [ absy
YES o
31e. Gear Oil top up no [ ¥ ool i oy dal 3Te.
nAa D] sduy
ves B
31f.  Air filter cleaning no I y el gl aks 311
va [ sbuy
ves D4
31g. Wiper Water top up NO D N o M Hallud ele dilial 31g.
na [ sbyy
ves B =
31h. Clean engine using air gun NO O ¥ ehsell et plasiily o jaall b 31h.
va [ sy
3|27 I\/Vere any of your questions related to :ZS g e’: Al il e s cf‘f: "'\f\—t-\!‘ u& S 27 3
ube change answered? ey Myt Apleny
va [ sy
: N . - .
528 Swig (t:r;? staf place the mileage sticker i ;is % ?’; 'Zj;’:l: j:ij‘/‘j:ﬁ 28 3
' wa O sy £
ves B
41 29. Were you offered a receipt voluntarily? ~ NO D ¥ pFRIEN PSS Jagalle yaye Js 29 14
nva [ sy
5.  REST ROOMS AND MOSQUE saaaall g (alaadt foull §) dal i g5
i Scores Critical Areas Al Lol h\.m
3 , YES A . .
30a. Were they adequately stocked with all Ay g el e el azena 3 jexe S Ja 304
necessary supplies such as goap? NO D ¥ Shsball Jia
na O sy =
3
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Scores Critical Areas bl Yoy bl}ﬂﬂ
. ves L
30b. Were they adequately stocked with all O Aol e jliuall aieas 3 jeae il U 30b
necessary supplies such as toilet tissue? NO ¥ <ulf galf 8299 Jie
nva O] sy
30c. Were they adequately stocked with all YES Q ad Ayl Gl &2 8 e S Ja.30c
necessary supplies such as paper towels? No [J y P48, 5l Cidliall (Jie
(paper towels are not required where fully Glddaa B 55 die 4y lha e 48 ) adliall)
operational hand dryers exist) nva X1 Bl ¥ (Y 3
; Ak JIGd s
31a. Were sinks clean? YES IZ e Ll ‘"y:l:_.l_,yrlj 'lsdel.ma
require comment when marked ‘No’ no [ ¥ ol o e
NA [ gy
; RN PIERTS
31b. Were mirrors clean? YES px o gl ':y" @f\jﬁ .lsd“b.’.31b
require comment when marked ‘No’ Nno [ Y ot v S ety
NA [ sy
; faalas oY Cilidae IS
31c. Were hand dryers clean? YES pr ol "‘sdf,y,,;: Lyl ,EJE‘"MC
require comment when marked ‘No’ no [ Y gt o2 Sl 3
NA [ Gy
s fAala ) aball sl culs
31d. Were dispensers clean? YES m px . ,.\Jl o ,,\j,:_"“éyr'j 'lsd‘:5|.31d
require comment when marked ‘No’ no [ ¥ & A T e
NA [ ssuy
ves =
31e. Were toilets and urinals clean? Nno [ y fagls Jpall LS il a 316
NA [ gy
i Ak il oY) s
32a. Were doors clean? YES m [ e 5 ‘."\1" .L}wa ) .»EJTM'Bza
require comment when marked ‘No’ no [J ¥ S ey
NA [ gy
YES g pad
32b. Were walls clean? NO ¥ gk el il s 32D
Na [ sbyy
vEs ]
32c. Were ceiling clean? No [ Y feadal el WS s 32¢
A [T sy
YES BN au
32d. Were vents clean? no [ Y Siadal Ml i€ s 324 | 2
NA [ gy ,
; Cadat il Y aitg ]
32e. Were floors clean? YES o= " Ly ‘éut)jy! . -‘!;?,\'326
require comment when marked ‘No’ no [ ki TR e TR
- == NA [ gy
YEs Bd
32f. Were baseboards clean? Nno [ v Mk sae il & o) fhilall 5 cidS s 30F
NA [ sy
ves (A
32g. Were grout clean? no [ ¥ St L3I S Ua 32g
NnA [ sy |
4 +
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Scores Critical Areas Al il Tl
YES o
33a. Were trash containers clean? Nno [ ¥ aika dalaill iy sl <ilS Ja 334
) NA [ Gy )
YES 4
33b. Were trash containers not overflowing? NO D b fald e Aaladll Gyl <iS Ja 33b
NA [ abby
ves ] - ]
2 34, Was the restroom smelling clean & no [ . h 0s) Adaiay Aplai pleall dal ) S Js .34 2
fresh (without any offensive odor)? f(plasdt A Agy S Aadl
NA [ asiy
Y H Jand alaall 3 O jgadht asea <ol a3
35. Were all the facilities inside the YES B a2 @u‘,: O 5
restroom in good working condition? p wun % e
2 require comment when marked ‘No’ no [1 ¥ gaasll (o2 YT ALY s ) 2
NA [ Gy
; $(5) b aaeaall Acld gl e (IS
36. Was the Mosque premises clean? ves B o ( ), ;ﬂ\ ' ,,:; LJ\;;:ITA'UWS%T .36
2 require comment when marked ‘No’ no [ ¥ Tt > HEN 2
NA [ @iy
Comments: sclBadiall [ galedll
FOR OFFICE USE CNLY hadd gl aladiuy
auall L83 Ll e sl - .
9 : : W]
% ACTUAL SCORE MAXIMUM | CYaluation i
Approach and Cleanliness Akl g ol VY 11
Greetings and Initial Checks | 531 SlSailly s 01 (2
/;;)a;)f?arance and Behavior of it pall A gl edaa |3
Service ieaaldl 4
Cleanliness - Restroom and Slabaadt — dsldail |
Mosque Asall
TOTAL § sanall
5
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ADNOC DISTRIBUTION
AL KHALIDIYA S/S - 913
AL KHALIDIYA AREA
ABU DHABI, TEL: 02-6813420

DESCRIPTION QTY  PRICE TOTAL
VoyagerGold 4 1,00 113.00 113.00
TOTAL 113.00
CASH PAYMENT 113.00

You were served by Operator 3
. DATE 20/09/2012 20:24 71 S3 03 3387

Thanks for Shopping .........

i







