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PROJECT: ELARA - Lube Change Pan Arab Research Center @

D‘;“)L‘! Emarat / D 45/ &4 Eppeo / Enoc / gl Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
/038 HEEN
Gender Height Built  Bpectacled Beard | Mustache] Ethnic Groups
M ] F [T IM]SJT IMI[F JYes[NoJYes[No Yes | No | Indian [Pakistani]Filipino [Expat. Arabs] Others:
ROORNOOROOERORXRO O O 0O |
EMIRATE ";ZZ‘IZ‘:‘ Abu Dhabi | Dubai Sharjah | Al Ain gm“aﬁ Aman | RaSA 1 Eyjairan
O X O O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
2 )0 ol 3 il |17 ol2 1| ol2 | l4:60 |lk:20
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
v g ® O O v O O R’ 0O O O 0O
1. APPROACH AND CLEANLINESS :3.51.515\3 g\jzﬁ\‘ﬂ K|
Scores Critical Areas Al Sl PRI
ves B - )
1. Was there proper sign to the Lube no [ y Ahais e AVAldsaljda Jolia gl da 1
changing bay? ey M s
, : na [ sy
. ves [X]
3 2. \é\:;:ntir;:é%be changing area clean and NO D g Ty Al ol it dilaie cilS Ja 2 |3
nA O sy
ves [ c s
4|3 Was there any oil leaking and fallingon g o ae fgycuill gt gl ia S da 3 4
to the floor of the lube bay ? Sy 3l s Adlala (B LY
na O iy ’
ves A
2| 4. Were the waiting area and table clean? NO [ ¥ faalas Al lall g jUanyl dshie ciiS Ja 4|2
nva [ sy
—— ves T o
2 5. \&Voa:is(i;h;?telewsnon in the waiting room NO D N ¢ Y At b Can osAll S s 52
nva [ sdny
ves [ w o .
6. Was the board displaying complimentary o 17 g iald lggle ekt Maadll culS s 6
services neat and clean? failai g Ad ye dilaadl Cileasldl
na PR sy
2. GREETINGS AND INITIAL CHECKS A g Sl g a3 2
Scores Critical Areas ol claall Jlail
3|7 Was there any delay in approaching ves [] px axifal il sl ol dua S da 7 3
customers? no X Yy ol gad calh gall
8. Were you greeted in a friendly manner ~ YES O & sl B35 ds b s i i da 8
(pleasant feeling)? NO m Y ¢ (e
S Ja rcads gall & i Caim ga B8 ey Y1)
51 If no, please describe behavior: Was it u‘ e . \jﬁ . ﬁ{;‘ f’ﬁ G.' )“ 15
arrogant, without any expression, normal @ > e e . CJ‘
etc.....
NORmAL -Dip NoT LOisH
1 +
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’?cores Critical Areas Ay ¥l A
9.  Did he guide your vehicle for positioning ygg ; Gall lall Y ol L ads oall L
3 at the stopper and asked you to switch & ~ ;; oo ‘j‘j,a i . 5! & d‘ 9 3
the engine off? NO D PRRLBERY (;"E" o) lia "."'U’J 3kl ey
10. When asked by customer, was the ; IS da cdaaadl (e Calhgall Jigus Loxic 1
5 attendant knowledgeable of different YES E p ﬁ‘ o ‘ )!l d:): / ﬁ?l !y oo 10 5
grades of ail, filters and their relative No [] q I = i te’" . AR
benefits? flete JS il 4
YES ] v .
4| 11. Did he offer the waiting area to you? NO g ?‘; $oUamyl 48 e & JEEY e e Oa 11 4
4| 12. Did the staff thank you as you were Yes [] pxd I S i oSy iyl a 12 |4
leaving? No R v = ? ¢ .
3. APPEARANCE AND BEHAVIOR OF STAFF S sl cpiligall jglia 3
Scores Critical Areas FEW IR N PR BAYH]
_ YES pu
3 13. Z\rl‘zsﬁg\;)umform of the attendant neat NO D ¥ Loy Gl ealal Galisall Ll S b 13 3
NA [ gy y
YES [ s .
14. Was the attendant wearing visible o ey Ay (o 3 3 g gl il gl S 14
31 ametans NO Y , 3
ND Name. Tag nva [ sy
YES pd . .
15. Was he able to communicate with e dualsll e 10 Gyl S Ja 15
3 customer? Nno []J v P 3
? LTS
NA [ sy
YES X
4| 16. Was staff courteous / friendly? NO [ 3y Slahal/la g2y Cabs ol S Ja 16 | 4
NA [ suy
4. SERVICE daasll g
Scores Critical Areas Ll ayad Latasy]
; S il Cals gall L8 X
17. Did attendant check whether you need ~ YES D = uqﬂ P }d ¢ A7
31" top up or complete of change? Cud S ol cy Bl gz bl (3
p up or complete oil change? Nno [ v Sl
3| 18. Did attendant check with you whether ~ YES [X] p 8 S 1 Lad e ol gall 38a3 o 18 3
only oil is to be changed or oil with filter? No [J ¥ Al 5 a3l Bl dadd gl s
19. Did he check using gauge the quantity ~ YES DI 80l ol (5 s (i) Gyl adds 19
3 required to be topped up and informed R ST I WX [ Ve R IR 3
you? No [ Y fallly il 5 Ll
P n SN o e anilly G gl G
3| 20. Did the attendant check for oil leakages ~ YES Y o Lgéfiaﬁi} )ﬂm"y bji; i 20 3
under your car from filter and drain bolt? NO D y - fcu 3
3| 21. Did the attendant drain the used oil ves X A sl cy 3l € &odh Calhgall A8 Ja 21 3
completely from your car? NOo [ y Sl Sl (ga
2| 22. Did he ask whether you want the engine  YES “{X] s adl ot S o @llle s 22 2
to be flushed and did it if you agreed? Nno [ y sl o Jla b iy
3| 23. Did the attendant fill the correct grade as YES X] axi Sl A ofp s ABLal Gl pall B Ja 23 3
you requested? Nno [ y el il dspaiall
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Scores Critical Areas Al N Laalt BAIH|]
24. Did he_ requgst you to start engine and YeEs X a8 iy & el Sl 85 o e il b 24
3 leave it running for one and a half ot Aids paa] (Ll Alla & 3
minutes? no O ¥ fibaly 282 5ol il «*
- e M A8 e A gaba oof (e cals sall S 25
25. Did the attendant ensure that the carter YES E P ){ Lo IR . P
3 bolt is tightened and there are no leaks? e duuﬁd“’m&‘f‘%w 3
olt is tightened a e ? no O N f 3l
26. Did attendant carry out the following Lol Clia il ol ab il sall BB Ja .26
complimentary checks: Adu
ves Xl
31a. Battery Water top up NO D b Ay jthdl el ALl 31a.
na [ sduy
YES o
31b. Coolant Water top up NO I:l N coolant/s ull ele ddliz) 31b.
na [ aiy
YEs X o 1 4S jall J8G il
TR
31¢. Auto Transmission Fluid top up NO D N Y RS "‘? 0 3te.
(O sdanstt y2l1)
na [ absy
YES o
31d. Brake Fluid top up no O ¥ b il 2y § Al 31d.
va [ sy
YES I
31e. Gear Oil top up no [ ) oo A el 2y § ALl 31e.
Nna [ sy
ves B8
31f.  Airfilter cleaning no [ N sl ks 31f,
na [ ehiy
ves A
31g. Wiper Water top up no O y ol sl ole dlal 31g.
nA [ ssuy
ves @
31h. Clean engine using air gun NO O Y el sel) e pladiily o el Caa 31h.
NA [ sy
ves [ o . )
3| 27. Were any of your questions related to m P: dalaial) elilind (ge ol e WYl s da 27 3
lube change answered? NO - GITR IVTFL - PO
NA N sy
vEs X o ok e Gelopap bl B 28
3 28 5]12 ér;? ;taff place the mileage sticker in NO D N o L il dalad Jih sia gL 3
na [ sy 95l
ves B
41 29. Were you offered a receipt voluntarily?  NO D ¥ i) oM desy e e da 29 |4
nva O sy
5.  REST ROOMS AND MOSQUE sanenall g (aleadt [l $3) dalpll g 5
Scores Critical Areas Al et Jalail
3 ves X 3
30a. Were they adequately stocked with all O ?’: a5 _peal) il Hliall aaans 3 e S Ja 302
necessary supplies such as soap? NO 9l Jia
va O @by —
3
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Scores Critical Areas LI IR (R PR Lalai
_ YES s o
30b. Were they adequately stocked with all ] v A somall e liusall ans 3 3620 <ilS Ja 30b
necessary supplies such as toilet tissue? NO <l il 3 99 Jie
nva [ sy
30c. Were they adequately stocked with all ves [ aad A gmaall Sl il & e S da.30c
necessary supplies such as paper towels? NO D N 048 o) cidlial) Jie
(paper towels are not required where fully Cliiae A4 xie dyllae ye 44l Cailiall)
operational hand dryers exist) na X Gy Y (3tY) A
31a. Were sinks clean? YES m pd ol ?@E:l:»u:;‘ﬁf\isd?‘B’la
require comment when marked ‘No’ no [ y grasl o Ll Qi
nA [ ahyy
- IR T
31b. Were mirrors clean? YES D P ol A':t: lf"fyr\j 'lsdT’l's']b
require comment when marked ‘No’ no M b e e
RLSTSTRINS 0N MIRROR i [ sy
: - TR i
31c. Were hand dryers clean? YES e . Tujm gﬁz!'fuls_:d\;\%\sls‘% "316
require comment when marked ‘No’ no O ¥ gl o2 MY Al s 1y
NnA [ sy
; SAadas o)yl liSle s
31d. Were dispensers clean? ves K u‘% o ,,Y,fbiyrf ‘lsdT‘l-S‘]d
require comment when marked ‘No’ no [ ¥ R e
NA [ gayy
ves Kl
31e. Were toilets and urinals clean? no O N $aidas Sl LS4 cilS da 31e
NA [ gy
32a. Were doors clean? YES E o ol cﬁ:—ﬁ:{;f 1%\;&:".328
require comment when marked ‘No’ no [ ¥ gl o b
nva [ sbyy
ves I :
32b. Were walls clean? Nno O y $diads Uanll clS Ja 32b
NA [ gy
ves X
32c. Were ceiling clean? Nno [ Y foadas caall IS Us 32¢
va [ ghuy
YES psd
32d. Were vents clean? no [ Y. fadlas MUl culS Ja 32d
NA [ gy
s A EN AT OV T
32e. Were floors clean? ves [ iz i i ,,y,,’:ufw B} 4\;_11‘:‘.328
require comment when marked ‘No’ no [X ¥ e PR e
(ATER_ON_ Floof na O aky
ves X
32f. Were baseboards clean? Nno [ ¥ faidai sac il & o) /Ll ) cilS s 32f
nva [ gy
ves 4
32g. Were grout clean? no [ b feadas LU IS o 32g
nva O gy
4




Scores Critical Areas PRI JCR POAT) Lol
YES pad
33a. Were trash containers clean? NO El ¥ faada; Al b s <l Ja 333
NA [ iy
2 v . 2
YES and
33b. Were trash containers not overflowing? NO O ¥ Chialls e dalall Gl S Ja 33b
NA [ gy
ves K] e N .
o |34 Wasthe restoom smelingclean& o [y (g o) Rl s At plaadi Aadl ) cilS 34 |,
fresh (without any offensive odor)? $(plenll 8 A S Andl
NA [ iy
; Jand alaall 8 il el agen uilS Ja
35. Were all the facilities inside the ves [ I cui.:dsd; 35
restroom in good working condition? . —_— I
2 require comment when marked ‘No’ no [ v gl e Y ALY S 1Y) 2
NA [ @by
; §(5) ki daedl) AelB 1 i OAS
36. Was the Mosque premises clean? ves 1 o= ( ), ,;d\ i ,,;T, Ixi;“-;\é"gtsﬁ 36
2 require comment when marked No© N0 [ ¥ gt e sl 2
NA X ey
Comments: Badlalt [ gabadll

Csh 10a5  Not DEARING A NAme TG -

FOR OFFICE USE ONLY 1asd Ligall PAREA N
Asal) Jakaill LAl Je ¥t aall .
o 3 E ion: . aniialy
% ACTUAL SCORE MAXIMUM valuation o
Approach and Cleanliness aalaall 5 il @YY 11
Greetings and Initial Checks | “s¥! iSuiill s a5 12
Appearance and Behavior of il ot .
Staff b gl gl g sedae |3
Service ieaall 4
Cleanliness - Restroom and Gilalesd) — ddlaill 5
Mosque daaall
TOTAL [
+ 5

Lube change.doc







Retail Sales Department @

A §y gl <igaa)
Cash Memo ADNOC

F/STN. Code No. QHG1 ....... Dafe/Z/q/’/@
3

S J—aid e [
Qty. Description Dhs. | Fils
ULG 98 A2 Jy
ULG 95 Jwg.p,.»d;,q
Gas Oil@ ( % (_){‘ 3 dl v 4
Kerosene Y’ sz/ g 725 / / /
Lubricants ) 7Y !
e, OO0 EZIT % —
Special Prod. Loldt oA et \
Car wash Byl b /
Car wash with hot wax (3w g pe Jt r
Car wash manual $3 Jomb — ]
TOTAL Hpesl| ] /]

< /
Receiver’s Signature............ ™. e s (,J:...l\ téy

Circulation: Original - Customer, Pink - Filling Siction

RIS R L L PRV A AT IR N AL IS A

Adnoc Distribution 70 Roe 270 A
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