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PROJECT: ELARA - Lube Change

SERIAL NO.

113

0

Pan Arab Research Center

#

O i wemarat | O 5950 Eppeo/Enoc | B @i Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
154 Ao | sor) [NALTEN | [ T [ [ [
Gender Height Built  [Spectacles Beard | Mustache] Ethnic Groups
M| F |T]MJ]S|T [MJ[F [Yes]No]|Yes| No|Yes| No |indian [Pakistani|Filipino [Expat. Arabs[ Others:
K OONOOROOXKORKOK O O X O )
EMIRATE V;:Z‘IZ:‘" AbuDhabi |  Dubai Sharjah Al Ain g’:v';‘aﬁ" Ajman Kﬁ:ism’:'h Fujairah
O ] O | O O O [ O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
Q2161 016 ol 3 g9 0] Ol |l6:00]l6:40
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 _
vsm "M O K O O visit | [ P4 | O O O O
1. APPROACH AND CLEANLINESS ;;GLE.':SL, gbﬂ\‘li 1
Scores Critical Areas Al ¥l L
vEs B a od
1. Was there proper sign to the Lube No [ g dahia o Al daalgda g lia S da 1
changing bay? LT TS
na O sy
_ YES s
3 2. \;\ﬁ;:r:ir;zclj%be changing area clean and no [ Y e il cy il jusdikieciS da 2 (3
nva [ sy
ves [ i ‘
4|3 Was there any oil leaking and falling on no q e de Fgg il ot gl dlia s a3 4
to the floor of the lube bay ? Sy 3l s Aidaia A m )Yl
na [ sy :
vEs K
2| 4. Were the waiting area and table clean? NO [ ¥ Shads Al eyt ddhie S Ja 4|2
na [ sy
] o - ves I
215 &Voe:ii:]hge?televmon in the waiting room NO D N ¢ lanyl A e @ o Cosdlll S Ja 5 {2
na [ by
ves ] o s "
6. Was the board displaying complimentary o ] g LWl lgle jeds Alda i culs da 6
services neat and clean? faadal 5 A pe Ailaall Gleasdl
na [ sssy
2. GREETINGS AND INITIAL CHECKS dg ) Sl g a2
Scores Critical Areas Aaalodd) Syl pAYHI}
3| 7. Was there any delay in approaching ves [] p i/ 8 8 Al gl Mlia S a7 3
customers? NO ] ol gan cala gall
8. Were you greeted in a friendly manner ~ YES X pad ) L5 ds e il S de 8
(pleasant feeling)? NO D ¥ ¢ (zo
SIS Ja rcaks gall gl Cam g1 a8 a5 (Y 1Y)
51 If no, please describe behavior: Was it Lf te . L:;j )jl; . j;i TR 5
arrogant, without any expression, normal e o o DI . c”
etc.....
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Scores Critical Areas Lol YLl il
9. Did he guide your vehicle for positioning  ygg 4] i Ll St 3 el b il ol L6
3 at the stopper and asked you to switch e :.:: ‘9 o ‘sijé_:gjk i lfj\ ?.L;h -9 3
the engine off? Nno [] Yy e aall ik mia g Bl aleyY
10. When asked by customer, was the . SS Ja cJaaall o Calh gt Jipas Lodic 10
attendant knowledgeable of different YES m e ‘fhu . o }d ,,.... ’
5 i, . ) ul)da.nju_,i)llu\_j.)d/t‘y\d.\;qeh 5
grades of oil, filters and their relative Nno [J N . s
benefits? fleda JS 1 484
. " YES 9 axd P,
4| 11. Did he offer the waiting area to you? NO D y ¢ eyl A8 e oY elle (m e da 11 4
4| 12 Did the staff thank you as you were Yes ] w ¢ joba3 i Laiyy ol S Cali gl 6 12 | 4
leaving? No [J y = O ¢ :
3.  APPEARANCE AND BEHAVIOR OF STAFF sagSslug cpilisall jgdia 3
Scores Critical Areas Ll YLaal L\ai
_ YES [
3 13. Z\r{gsﬁt:ye?umform of the attendant neat No [] Y L0 gl el ila sall G S da 13 (3
Nna [ sy
YEs X w ” .
3| 14. Was the attendant wearing visible No [] ey Ay (535 3 3 sall il sall S Ja 14 3
nametag? T a9 4ol Lgle
NA [ gy
ves X ; . o
15. Was he able to communicate with &o deal gl e 1508 Gala gl (S Ja 15
3 customer? No [ SOl 3
NA [ shyy
YES o
4| 16. Was staff courteous / friendly? No [] y Seakal/la g5 il all IS Ja 16 | 4
NA [ sy
4. SERVICE el 4
[Scores o Critical Areas i Tl LA L&
: 23S o) 3aatlly als ol L8 .
17. Did attendant check whether you need ~ YES Xl e u < uﬂ Sa s }AJF S A7
3 top up or complete oil change? S0 S ol Sl BB gliad s ) 3
op up omple ge: NO D Y ¢ Jal<Iy
| 18. Did attendant check with you whether ~ YES X pr A S 1 Lad lia s gl (B3a3 Ja 18 3
only oil is to be changed or oil with filter? N O ) € il 5 3 Al Jadd ey 5l s
19. Did he check using gauge the quantity ~ YES [X] ani PRIl S (s e (il s sall B8 b 19
3 required to be topped up and informed G Qi Al ol ulgal) 3
you? Nno [ Y flly, il L)
R P e sl el e il il pall JG
3 20. Did the attendant check for oil leakages YES o wijfi Ll )dj Cami 20 3
under your car from filter and drain bolt? Nno [ N SR sehas o0
Sl
| 21. Did the attendant drain the used oil YES X A danaall 3l S i Cala gall W8 Ja 21 3
completely from your car? No [ y el s (ya
o | 22. Did he ask whether you want the engine ~ YES A Al el Jae w5 s o) ellla da 22 2
to be flushed and did it if you agreed? no [ N fuelidd) go Jla A cllyy
3| 23. Did the attendant fill the correct grade as  YES K ax Cu sl s /e 5 ALl calagall JE Ja 23 3
you requested? No [ N fleidh Al damiall
2
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Scores Critical Areas FIIRN AN PR PR

24. Did he request you to startengineand  ygs EX] Ay o pmall Jki o g o lie cilla Ja 24
3 leave it running for one and a half L s L a4 ; 3
minutes? no [ ) fuaiy 482 53l Jdill A 8
3 25. Did t_he.attendant ensure that the carter YES @ pu u:“)j):{jﬁ:éj; i,\:la ﬁ:sbgm 25 3
bolt is tightened and there are no leaks? NO D N ey 3l
26. Did attendant carry out the following Iglaal clia gadll o jpb calagall i o 26
complimentary checks: -agiul
YES pad
31a. Battery Water top up no [ ] g el cle dil) 31a.
na [ abuy
ves K1
31b. Coolant Water top up NO D b} coolant/ sl ¢le ddlz) 31b.
na [ sy
ves JENMECSN O QUGS ETEX I I 1
31c. Auto Transmission Fluidtopup N0 [ ¥ ¢ i ) '
va [ sy
ves X
31d. Brake Fluid top up no O ¥ deill oy dila) 31
va [ ahsy
ves K1
31e. Gear Qil top up no [ b oAl [l cy )y Al 31e.
na O ssy
ves I
31f.  Air filter cleaning no OO0 ¥ ol ks 31F,
na [ sdny
ves Kl
31g. Wiper Water top up Nno [ y ol Claliaal ola Gil) 31g.
nva [ shoy
ves Kl
31h. Clean engine using air gun NO O Y elsell e plasiily o jaall il 31h.
nvAa [ asny
3| 27. Were any of your questions related to :ZS % ?’; dabiall dlilind o g (_:‘Xf %‘é}” w da 27 3
lube change answered? S M s Alany
na [ asuy
5|28 aig ér;? staffplace the mileage sticker in :IZS % ?’; Jm@mﬁmﬁf)‘iﬁ 28 5
' nva O sy €
YES S|
41 29. Were you offered a receipt voluntarily? ~ NO’ E] b L) 23 e dhle ymye da .29 14
na [ sy
5. REST ROOMS AND MOSQUE sanauall g (alaadl foull g5) A1 g L5
Scores Critical Areas Aaulall) SY Ll Jataalt
3 30a. Were they adequately stocked with all YES a 4y 55 all e Jliall aran 8 jemae <ilS da 302 3
necessary supplies such as soap? NO EI ¥ Sosball Jie
na [ gy S

3
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Scores Critical Areas Al ¥l PRI
ves B
30b. Were they adequately stocked with all no [ é": L nall e Sl ans 5 jeae il Jo  30b
necessary supplies such as toilet tissue? Sulloll) (5,499 Jia
NA [ iy .
30c. Were they adequatsly stocked with all YES A Aol claslind &2 B e S b 300
necessary supplies such as paper towels? No [ ¥ 48, ot cidiliall Jia
(paper towels are not required where fully Glidiae i g5 die dyglhe e 3 4l Cadliall)
. i i A o A
operational hand dryers exist) wva O Gk ¥ (49 A
X o T Judl cals
31a. Were sinks clean? YES e ol »"Y"'J:al_\yr‘j .\Sd«:.‘.31a
require comment when marked ‘No’ no O ¥ R =
NA [T sy
; 24,51 Ul yall s
31b. Were mirrors clean? ves BJ pad L ':y" Lﬁ:‘yr“ .LSJT.‘.31b
require comment when marked ‘No’ no [ ¥ ga sl o AR n )
nva [ gy
; il 0] i, s
31c. Were hand dryers clean? YES e . ," "géfz{,:_)gyrf _\;1«\;.316
3 require comment when marked ‘No’ no O ¥ ool oa A 3
Na [ gy
. faadas ) sliall il il
31d. Were dispensers clean? ves Bl e o ,,yﬁ L;y\u: ~msd7~{31d
require comment when marked ‘No’ no O ¥ sl o "V ey cals 1y
nva [ gy
YES o
31e. Were toilets and urinals clean? NO D v fagkai Sl K4l wail€ o 31e
Na [ sy
32a. Were doors clean? YES pu 2 gl ?%,ﬁ‘f\;ﬁg;?lsza
require comment when marked ‘No’ no [ ¥ sl o T Y s 1y
NA [ gy
ves Kl
32b. Were walls clean? No O N fads andl cailS Js 32p
NA [ Guy
ves Xl .
32¢. Were ceiling clean? no O v tCaki il IS Ja 32
NA [ Gbuy
YES o
2| 32d. Were vents clean? no [ ¥ fadubs MLl calS s 329 1 2
NA [ iy
[ ; $aab Gl Y1 Cailg
32e. Were floors clean? YES e gl i g K_,)Lj!y;_‘j ,\S‘JT. "32e
require comment when marked ‘No’ no [ ¥ G St Al
na [ gy
YES pd
32f. Were baseboards clean? No [ ¥ fAglal saelll - 5l lailall i) S Ja 32f
NA [ gy
YES axi
32g. Were grout clean? NO D ¥ Sl L3 S Ja .32g
NnA [ gy
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Scores Critical Areas Al il AV
YEs bd
33a. Were trash containers clean? NO D b fadss Al cib s <ilS & 33a
) NA [ Gy )
YES B
33b. Were trash containers not overflowing? NO a ¥ fhailh e dalall Obgla <ilS Ja 33b
NA [ iy
YES [ o )
2 34. Was the restroom smelling clean & no [ v &1 0sn) Adinia p Ak Slaall Aal ) S Ja 34 2
fresh (without any offensive odor)? foleall 3 gy S At
NA [ ey
5 Jad plaall b il gl gaen il Ja |
35. Were all the facilities inside the YES g P e e e 35
restroom in good working condition? .. NI e
2 require comment when marked No'  NO O o gall o YT ALYl culs 1Y 2
NA [ gy
() bt s wall A2l i e S
36. Was the Mosque premises clean? ves L1 ( ), s ,,:; &L‘:;r‘f&ﬁ 36
2 require comment when marked ‘No’ Nno O ¥ el o gl cus 2
NA K] ey
Comments: rlBadlall [/ gaadl)
FOR OFFICE USE ONLY Jagd Ligalf aladiuy
NIRRT LAl ey aal) .
9 : : il
% ACTUAL SCORE MAXIMUM | Cvaluation p
Approach and Cleanliness Al 5 <l Y |1
Greetings and Initial Checks | 591 cilSally cas il 2
Appearance and Behavior of il el s o ek
Staff Crdbsall Aglu g elae |3
Service isaall |4
Cleanliness - Restroom and baboadl — Adllal) |
Mosque Anaall
TOTAL € saaall
5
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Retail Sales Department @

dpddi 8y 430 igaal
Cash Memo ADNOC

F/STN. Code No. .. L Date ...
1S Jrraddl p |8
Qty. ' Description Dhs. |Fils

ULG 98 AA Skes J3

ULG 95 AV o s Sy

Gas Oil Jpe

Kerosene . awysS |
o R ¥ AL 2 =<
e O MU AT #T 2
Special Prod. oot |~ T
Car Wash Byl et \

Car Wash with Hot Wax o7\ asb e Job

Car Wash Manual
TOTAL

Receiver's Signatu

Circulation: Original - Cus
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