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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center |
O < Emarat 10 Sy Eppco / Enoc | B] a5 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number | Name Number | Name Number
(O4-F+ chmeeen | | 1 | | |
Gender Height Built Bpectacle Beard Mustachel Ethnic Groups
MTF |TIM]SIT [MIF |Yes|[No Yes[NoJYes| No [indian Pakistani[Filipino [Expat. Arabs| Others:
ROOROOKOOMOBEOMEE O O O ]
Western . N . Umm Al . Ras Al -
EMIRATE Region Abu Dhabi Dubai Sharjah Al Ain Quwain Ajman Khaimah Fujairah
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
1/ 14| o]90]&5 | 89 | ole | ola [IF:08]13:30
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday l Sunday | Monday | Tuesday |Wednesday] Thursday [ Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 j 24:00 | DAY OF

vnstDDDVISITDDDDDD

1. APPROACH AND CLEANLINESS -A8Ua g il By 1
Scores Critical Areas Al YLl Latast
YES L A )
1. Was there proper sign to the Lube ™ i e Walldsaljdadalia Gl da 1
. no [ ¥ c e
changing bay? CCay i s
nva [ abuy
| . ves @
3 2. \é\:::;irzcli%be changing area clean and no [ g ey A cy i s dibie S b 2(3
va [ sesy
ves 1 = . , C
4|3 Wasthere any oil leaking and falling on /v [ g e de oyl i gldlia piSda 3 4
to the floor of the lube bay ? Sy i st ddlatle & (i,
wa O adbiy )
YES Pk
21 4. Were the waiting area and table clean? NO [ 3 faada; 4l all g jUanyl dshia clS Ja 4| 2
wa [ ssoy
: W YES Pk
. th levision i it T PR ot
2 Woariinge?te evision in the waiting room NO D N ¢ Uyl dd e 4 Jem ol 8 da 52
na O] assy
YES o s R
6. Was the board displaying complimentary [ g Al lgle el Al dasll culS s 6
services neat and clean? faduday g A3 ye dailaall cileasd)
B EY
2. GREETINGS AND INITIAL CHECKS S ) Sl g qua i 2
Scores Critical Areas Al ¥l L
3|7 Was there any delay in approaching ves [ pxi adfl ) 8l gl s S da 7 3
customers? NO [X] 3 bl s s gl
8. Were you greeted in a friendly manner ~ YES px ) G, da b s Al ds 8
(pleasant feeling)? Nno [ N ¢ (e
S o sl gall gl Caia gu a8 Ela Y 1)
51 If no, please describe behavior: Was it Lj e \:;‘l X )j\; j:!i G.' )..‘ > 5
arrogant, without any expression, normal A R 0 I ;—u:j
ete.....
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Scores Critical Areas Ll cY Ll gy
9. Did he guide your vehicle for positioning YES D] ; Lall Sl 3 ol o Cads ool L
3 at the stopper and asked you to switch id £ :; “‘J . "iléj: i . ij‘ e dh -9 3
the engine off? No [] ¥ aall it —la g 8 bl sy
10. When asked by customer, was the . JS A cJaandl e il gadl o Loie
attendant knowledgeable of different YES - sbu . < L }d el 10
5 P - : ul)ﬂdljuﬁ)llub)\/&!y‘uhw?h 5
grades of olil, filters and their relative NO D y . s
benefits? fleia JS il 4
YES : .. ,
4| 11. Did he offer the waiting area to you? NO E ": LIV A e 6 ) dlle (e Ja 11 |4
4| 12 Did the staff thank you as you were YES px ¢ a5 S Ly Sy il pall 5 Jn 12 |4
Ieaving’? NO D ¥ P = B s .
3. APPEARANCE AND BEHAVIOR OF STAFF :HSJ.MJ Ol galf e 3
rg)fes Critical Areas Al YLl pATH(]
_ YES [X]
3 13. \a/\rl]zstit:;umform of the attendant neat NO D Yl e ealall Gl pall Gl S a 13 3
NnA [ sy
YES ; N
14. Was the attendant wearing visible ~ ok A8y (535 3 3 5a el Gl sall S 14
3 nametag? NO L_-I ¥ LPS) 3
NA [ sy
YES ard P
15. Was he able to communicate with E &e deal gl e 108 Gals sl IS Ja 15
3 no [ ] - 3
customer? o
wa O ssyy
YES X axi
4| 16. Was staff courteous / friendly? No [ Y fladal/lsgo5 cals gl (S Ja 16 [ 4
NA [ seuy
4. SERVICE daadll 4
ggores Critical Areas T Tl YLl “hatas|
; CulS o G Gaaill Gals Fald s
17. Did attendant check whether you need YES w ox .. u u):_d P }A ‘; 17
3 top up or complete oil change? S0 ol Sl ALY s 6 ) 3
pup p ge? no [J N Ll
3| 18- Didattendant check with youwhether ~ YES Bl aef o 5 i1y Log e Cala pl i3 Ja 18 3
only ail is to be changed or oil with filter? no [ N ¢ el gy I o L ey I s
19. Did he check using gauge the quantity ~ YES pad Il Syl (s e Gt Cala gall By 19
3 required to be topped up and informed g Al G S I Gl aal) 3
you? Nno [ Sl dlaly L)
i 0% ol Gt e 5l il pall 6 Ja
3 20. Did the attendant check for oil leakages YES i uﬁift: il b}t‘i;‘ Cras 20 3
under your car from filter and drain bolt? Nno [ HFIEsemas DR80T
oy 3l
3| 21. Did the attendant drain the used oil ves [d P asusall a3l JS i il gall W5 Ja 21 3
completely from your car? No [ N feli s (4a
2| 22. Did he ask whether you want the engine ~ YES bd pe el el Jae oy S o il Ja 22 5
to be flushed and did it if you agreed? no OO y Tl pa Jla A el
3| 23. Did the attendant fill the correct grade as  YES axi Cu ol A /e 5 Adlals calagall A8 Ja 23 3
you requested? Nno [ y el Al damall
2
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Scores Critical Areas L) Ly h\.‘hﬂj
24, Did hq requgst you to start engine and YES m A a8 5Ty el ey a i o die s Ja 24
3 leave it running for one and a half , O iny « Aada saad el Alls @ 3
minutes? no O ! flual y A3 sadd Sl <
.l &8 e /Al sala o (g il sall 3SG Ja 25
25. Did the attendant ensure that the carter ~ YES m o )X‘ ,)j e 7oL . g
3 bolt is tightened and th leaks? il i o e A g e 3
olt is tightened and there are no leaks? o 7] N el
26. Did attendant carry out the following Lilaall s sadll o1 jals calagall A6 Ja 26
complimentary checks: saqdall
YES and
31a. Battery Water top up NOQ ¥ i jUayll ele il 31a.
N/A iy ¥
YES pxd
31b. Coolant Water top up NO coolant/a yll ¢la ddlial 31b.

.5
E
VARV 4

SYASal S Sl )y Al 31c.

31c. Auto Transmission Fluid top up NO (0rs-ksanst )

31d. Brake Fiuid top up NO Jal il cy j ALzl 31d.

1’3.%.&1’3.5:%.&1%

31e. Gear Oil top up NO ool el 5 Al 31e.

o1
E
of Sl [P VAR V4

31f.  Air filter cleaning NO ol gelt yilh calais 31f.

.|
E
[VANNNA

31g. Wiper Water top up NO gl Saliea cle Aili) 31g.

WS.EE.L”}?.

31h. Clean engine using air gun NO ol sgdl Guasa plasinly &yl il 31h.

.l
E
[V 4

*.

3|2 Were any of your questions related to bl il (e gl e DlaYl s ds 27

<
OO0EOONOOROOEOOEO0E0O800800-00800R
b

lube change answered? NO k eyl uad Aalesy 3
N/A S ¥
, . _ YES o 2 (e (eake g g alagall 8 Ja 28
3 28. a:g (t;r;? gtaff place the mileage sticker in NO N A e 4 u—‘” AELal /) e 5L 3
na [ sy 5 el
, YES axd
4| 29. Were you offered a receipt voluntarily?  NO i S LsA) 2Dl Jaselle jaye da 29 (4
N/A gl Y
5. REST ROOMS AND MOSQUE 1aall g (plealt /) ) al g 5
Scores Critical Areas Aol alaal) P
3 YES : 3
30a. Were they adequately stocked with all % & 3y s all il Yiuall asens b jeae S Ja 30a
necessary supplies such as soap? NO ¥ S0 bl Jia
NnA O gy
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Scores Critical Areas Al el Lial
YES i '
30b. Were they adequately stocked with all | ?’: sl e il aaens s gm0 culS Ja 30b
necessary supplies such as toilet tissue? NO coll gl (4,99 Jie
NA [ gy
30c. Were they adequately stocked with all ves [] ard 4 sl e il & e ilS e 30
necessary supplies such as paper towels? NO D y 748 j o8t Cidlial) i
(paper towels are not required where fully Gldine g5 die dygllae e 44 ) cadliall)
operational hand dryers exist) NA A sy (31 i
; 2k Jubdl cals
31a. Were sinks clean? YES E (e ol “,,y,&byﬁ 'lSdT' |.31a
require comment when marked ‘No’ no [ ¥ gl o it ey’
na [ gsyy
s faans U yall culg
31b. Were mirrors clean? YES m s g ,,’y,, Mfyru 'Edi‘:‘.31b
require comment when marked ‘No’ NQ D b st > 2 Ha ) QoS )
NA [ syy
3 i Y Clidas culg
31c. Were hand dryers clean? YES m pr o gl . "sﬁf,\él,fhgyrf ,\Sd‘:. "31C
3 require comment when marked ‘No’ no [ b oS SN e ASTLgRY
NA [ gy
" X Al ) sl cals
31d. Were dispensers clean? YES = ,)3'“ o "Y':_'LLYIL? 'LSJT';\B"d
require comment when marked ‘No’ no [ Yy =l e b
NA [ sy
ves Bl
31e. Were toilets and urinals clean? Nno [ N fadas Joall Al il da 31e
Na [ gy y
5 L EN RTINS
32a. Were doors clean? YES m P o gl :'\1" ':\ﬁyﬁ EJTM.32a
require comment when marked ‘No' no [ ¥ Smeaktars ARl
NA [ gy
ves @
32b. Were walls clean? Nno [ Y Sadahai GUassll cuilS Ja 32b
NA [ sy
YES o2
32c. Were ceiling clean? Nno [ Y feadas Gl (fS s 32¢
NnAa [ gy
YES ad
2! 32d. Were vents clean? Nno O ¥ faglar Ml il s 32d
NA O] ey
; faadal e, Cuils
32e. Were floors clean? ves (X = i i "Y':Liyﬁ ,5%3{326
require comment when marked ‘No’ no [ Y Tt e el
nva [T gy
ves A
32f. Were baseboards clean? no OO v fRada3 520l - o /lailad) 1,50 culS s 32f
NA [ seuy
YES pad
32g. Were grout clean? no [ ¥ Pk LG oS Ja 329
t A [0 gy
4
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Scores Critical Areas Fulult gl PR
Yes [
33a. Were trash containers clean? NO |:| ¥ faadns il iy ols caS Ja 333
NA [ any
2 - 2
YES s
33b. Were trash containers not overflowing? NO [] b Phails e ddladl Ghgla s o 33b
vA [ by
YES pxi L ]
9 34. Was the restroom smelling clean & no [ N &l () Adaie s Aiglad pleall dail ) <ilS Ja 34 o
fresh (without any offensive odor)? Halasdl 8 A S AsH
NA [ oy
3 Jasd alaall 8 <l jagaill aran S Ja 35
35. Were all the facilities inside the YEs d o T
restroom in good working condition? . w1 e
2 require comment when marked ‘No’ no [0 ¥ gisill (o2 Y MY s 1Y) 2
NA [ adiy
5 £(3) ki daueal) Al i e AS
36. Was the Mosque premises clean? ves [ @ ( ), ;zh ; ..:; :J;;;MH\ST: 36
2 require comment when marked ‘No’ Nno [ ¥ ol el F g s 2
B NA BA gy
Comments: rlBadlall f gledll
FOR OFFICE USE ONLY JaBd gl aladiul
Al Jalall Ll e sl .
9 : Evaluation: pperee)
% ACTUAL SCORE | MAXIMUM valuation P
Approach and Cleanliness AaUaill 5 ot @YY |1
Greetings and Initial Checks | &35¥) Sl y cas 0 12
g{)apf(fearance and Behavior of il sl gl s selae |3
Service ORISRV
Cleanliness - Restroom and Slalasd) — ddllail |
Mosque a5
TOTAL £ saxall
5
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Retail Sales Degartment 6 i

FYNVARPY L] u’.lgh.ﬂ
Cash Memo ADNOC :

) : SERIAL NO.
F/STN. CodoNo, T pate. Slsr0l] 9|3
. W) J._._..‘:w b el

Giy. Description Dhs. | FDe
UG 98 Mote oA ]
Wa 95 Wi ]\
Gevt O | )

Kerosens 3+
ra— CZ,]; 7 Al g e —-gﬂ' ,

LP.G. o
spaciol Arog. el 2l 2t |\

Car wast: witfh hot wax ~A)/e;39l="'” AN [:

Carwmn mcini! / ‘5;:'-

TOTAL [ s
T3 kL
nhg - r'-—"

— .
Roceivars Signatuie . SN

T AT

. Letan, QAGRel - G rten et e - Rlg| : 5,1,,::‘"‘- Q,Q/

L L R O T XA B YRt TR ,QZQTR%&Q‘A,/N i

AQRGT Dﬁ’:n POTLA 2 hor o188 5 oas Vb A 1l 43700, fonve Mwtee. 2230 ruroust
Crable, SBEPL Toncit

o et







