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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center w
D <l Emarat / D &5/ &4 Eppco / Enoc / & il Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR.#
Name Number Name Number | Name Number
1039 51 EEEE
Gender Height Built _ Ppectacle§ Beard | Mustache] Ethnic Groups
M]F [T[MJS|T [MIF JYes|No [Yes | No | Yes | No_|Indian Pakistani]Filipino [Expat. Arabs] Others:
NoOoOROORWOOROROK O O KO O
EMIRATE Véﬁ;’:’;‘" AbuDhabi | Dubai Sharjah Al Ain g‘:“v’v“aa' Ajman Kﬁ:ism‘gh Fujairah
O X O O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
215121 0|6 | o] 7 |113Jeo] ol | 0|2 18 12] 1832
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
st T O KO ver | O O O O O K 04
1. APPROACH AND CLEANLINESS BUaill g ol 8y 1
Scores Critical Areas bl ol PR
YES o . . .
1. Was there proper sign to the Lube NO % q dihaie e AVl daal gl s G da 1
changing bay? Sou il ks
na [ abiy
_ YES pad
3 2. \é\:gzntgzégbe changing area clean and NO . Y S e ki oy s Al IS Js 213
nva [ ki
YES D ard R ) e
4 3. Was there any oil leaking and fallingon o X N Se ae Byl ooed gl s 8 da 3 4
to the floor of the lube bay ? iy My ddhaia 8 Y
na [ sy .
YES pi
21 4. Were the waiting area and table clean?  NO D 3 Sagula 4 a5 HUanyt dshaie clS o 4|2
na [ sbiy
5w o N ves I =
ol 5. Woariitnhge?telewsmn in the waiting room /] ¥ WY & e B e gl K 5|2
na [ sy
ves [1 o N
6. Was the board displaying complimentary o ] y Al lgle el N As Ml culs a6
services neat and clean? faaai A0 ye Aplaall Coleadl!
na B sy
2. GREETINGS AND INITIAL CHECKS S Sl a3 2
Scores Critical Areas Al oylaal) . Llail
3 7. Was there any delay in approaching ves [] pxd A/l g8 A pali gl s S da 7 3
customers? Nno D Yy ol ean caks salt
8. Were you greeted in a friendly manner ~ YES O px Cslul) Ao dn ke il S ds 8
(pleasant feeling)? No [X Y ¢ (e
< sCal gall o gli Com ga a8 Bl 5 Y 1)
51 If no, please describe behavior: Was it @ @ Lj :3: \:;\X ) 33; j:d\(j oo N 5
arrogant, without any expression, normal G R e XD ;—t«-\-'é;
etc..... i .
Notm ol , wilkoul “any edwesion: Do Aot qouck
+ 1 +
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Scores Agalal) NGl Liai
9. Did he guide your vehicle for positioning  ygg A il Ol I sy s gl G Ja 9
3 at the stopper and asked you to switch o Qe il 2= R o i3
theengineoff? D N L..‘):n.q.“@hu‘d.uuﬂnj a_)\:s.m“ ul.i‘.)y
10. When asked by customer, was the . IS edsanll e il st Jpms Latic 1
5 attendant knowledgeable of different ves [d g m‘ - ‘ Jfl Q:A 5/ ‘J%J .!f‘.u e 10 5
grades of oil, filters and their relative NO g IS ) gey' ? &
benefits? Tlete JS il gd
\ YES : . .
4| 1. Did he offer the waiting area to you? e SV A je 4 Uyl elle vaye ds 1114
Dip noT Offeg comTing ARen No ¥
i YES i . -
4 12. gfv?rr:e'ftaﬁ thank you as you were P € i S Ly o Sy il pall Aids 1214
9° DidnoT $SRY THANK You'— NO y -
3. APPEARANCE AND BEHAVIOR OF STAFF tpeS sl g Cpiligall Helia 3
[Scores Ll eVl BT R
_ YES B4
3 13. Z\rllgsﬁ?ye?unlform of the attendant neat No [] ¥ 0 ey Gl el Gala gl G AS s 13 |3
NnA O sy
YEs [] ; » ]
3 14. Was the attendant wearing visible NO m P: ek 48Uy BY 1 s sall Caba gl K 2 14 3
nametag? ) 2 3 5 4anl Lgole
CSH woal hal toeaving nawete NA [ sy
J \JYES p . ‘s
3| 15. Was he able to communicate with No [ q & deal il e T8 Cala sdl IS Ja 15 3
customer? . SOl
NA [ sy
@ ves [ =
4| 16. Was staff courteous / friendly? Nno [X] y Sladal/fa a5 Cals ol S Ja 16 [ 4
Smee cons NOT _cotre Bewavep NIA [ sy
4, SERVICE daadll 4
Scores Lpaloly) Lol BT
e ; 20lS ) G 5l (il sl L5 Ja
17. Did attendant check whether you need ~ YES Ll u,uﬂ P fde S A7
3 top up or complete oil change? S0 o ol 3l ALY pliag s L 3
p up p ge’ No [ ¥ ¢ JalSily
3| 18. Did attendant check with you whether YES B 25 S 1Y) Lad el Cala gall (3ia3 Ja 18 3
only oil is to be changed or oil with filter? No [ ) € a5 3 Bl dad W s
19. Did he check using gauge the quantity ~ YES [ an Pl Syl (6 e by Calasall G s 19
3 required to be topped up and informed g A 3 A ol sl 3
you? Nno [ k] Sl il o gl
51 e Sl g e il Cala gal A
3| 20. Did the attendant check for oil joakag2? YES [ i Cn wﬁjj” o i ¢ ’iﬁ & 20 3
under your car from filter and drain bolt? ) X N ST O
Dip NoT__ CHeUE ANYTHiAG A f )l
3| 21. Did the attendant drain the used oil ves [X] o esasall 3l JS & i Cala gall W5 Ja 21 3
completely from your car? No [ N Tl (e
2| 22. Did he ask whether you want the engine ~ YES el due 3y g o @il Ja 22 9
to be flushed and did it if you agreed? Nno [ y Sl 0 Jla A elly
3| 23. Did the attendant fill the correct grade as  YES X ax Sl A /g 58 Adlaly calagall A8 s 23 3
you requested? Nno O y flgilla il dsyaiall
2
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Scores Critical Areas At ciaall La\ail
24. Did hg requgst you to start engine and YES ard aS g el ) Julily a6 o e il Ja 24
3 leave it running for one and a half < s dads sad il Alla d 3
minutes? no OO ° 0y Sy Aada ad Jaddll Alls (A
. ey 3l a8 e /A geba O (e il t <l da 25
25. Did the attendant ensure that the carter YES E P )l- .)c. * u UA }d .
3 bolt is tightened and th leaks? i Al G il LS B L Ao 3
is tightened a ere are no leaks? q e sl
26. Did attendant carry out the following Llaall e sadll ol by Calasall JE da 26
complimentary checks: -a )
ves D
31a. Battery Water top up no O k! AUl el Al 31a.
A [ gy
YES X pxi
31b. Coolant Water top up NO D b} coolant/s_uall sla dila) 31b.
na [ aduy
. YES B e "
. TRYTR
31c. Auto Transmission Fiuid top up NO D b G JLQ__." - 4 31c.
(0ranst 5l
na O sbuy
ves XI
31d. Brake Fluid top up no O ¥ Jallcyyilal 31
na [ abuy
ves X
31e. Gear Oil top up no O ¥ ol sl sl 3e.
na [ sy
ves K
31f.  Air filter cleaning no O ¥ el ik 31,
na [ abuy
ves I o
31g. Wiper Water top up NO D ¥ gla b el ols Al 31g.
na [ aduy
ves XI
31h. Clean engine using air gun NO D Y el utue plasinly o jaddt Caas 31h.
na [ shuy
_ ves B & L L o
3127 Were any of your questions related to . g bl il (o 6l (e AaYl i da 27 3
lube change answered? NO Sy N e dalaay
na O sy
, _ T YEs A m se e palbipancibididide 28
3 28. auej g:? ;taff place the mileage sticker in NO 1 y b ek Ailedl /) jia sl 3
na O asn v 95l
ves [1
4| 29. Were you offered a receipt voluntarily? ~ NO B’ N 0 il oMl Juay e (e Ja 29 |4
\3 . e
Jhadd aste fontla e Soceibbma O oy
) i
5.  REST ROOMS AND MOSQUE aneaall (pleal) feull 55) Aail G 5
Scores Critical Areas ‘ IR LAV PON | Lalass
3 ves [ 3
30a. Were they adequately stocked with all ?’: iy g pall le el auens 3 3e2e <ilS da .30a
necessary supplies such as soap? NO e ghall Jie
Na [ ahyy =
N
6 Soap s
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Scores Critical Areas Falallt el Jalad
)'ves [0
30b. Were they adequately stocked with all@ = Gl il il auans 3 jeme cuilS Ja 30b
No Iy
necessary supplies such as toilet tissue? . Sl gl 3599 Jia s
| Np NI$sues NA [T sy —ay
30c. Were they adequately stocked with all ves ] pad A sl el jliall &2 35400 ilS da.30c
necessary supplies such as paper towels? NO D y A8 oll Cadiliall (Jia
(paper towels are not required where fully Gldina 85 vie Ay glha e 44, Cailiall)
operational hand dryers exist) N/A Gebdy ¥ (A1 gl
X ; Chika JLGAl cals
31a. Were sinks clean? YES o o ‘,,Y,sz\_\yr’j ,LSJT."SM
require comment when marked ‘No’ no [J ¥ e SRR
NA [ sy
s faadas U all cuslg
31b. Were mirrors clean? ves X a L g 2, J:Y‘uj 'lSdT' l'31b
require comment when marked ‘No’ NO b sl o2 PR S
NvA [ sy y
H iy N e i i<
31c. Were hand dryers clean? YES‘E pr a3l g "“f,i,:_‘gyrf .\Sd;:‘.31c
3 require comment when marked ‘No’ no [ b TR ARl 3
NA [ gy
X ek 0, Ll sl il
31d. Were dispensers clean? YES px . }ﬁl o "Y':_‘Liayrf .&JTM'BM
require comment when marked ‘No’ no [ ¥ s PR R
NA [ amuy
YES K] s
31e. Were toilets and urinals clean? no O y $dkas Joiil) Ll il n 31
NA [ gy
; faaudas (ol ¥ cilg
32a. Were doors clean? ves X o Ll ",,yf'ajfyrf .ISJE‘SZa
require comment when marked ‘No’ no [ ¥ gl o2 S
L NA [ gayy
ves B
32b. Were walls clean? Nno [ ¥ fagdas el il s 32b
NA [ gbyy
YES pai
32¢. Were ceiling clean? no [ ¥ feahi Caldl (S Ua 32¢
NA [ sy
YES X s
2| 32d. Were vents clean? Nno [ Y fAudat il S ds 329 (2
NA [ gy
: Aaki Cm Y cilS
32e. Were floors clean? YES e o gl g ;\_,\i\yrﬁ .\SJE‘SZe
require comment when marked ‘No’ NO ¥ G=rt e Pl
wod wpl” [ sy
ves B
32f. Were baseboards clean? Nno [ ¥ fikhi el # o /lilall 1,50 cailS Ja 30f
NA [ sbuy
ves K
32g. Were grout clean? NO D b Sy LM o\ Ja .32g
NA [ gy
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Scores Critical Areas Al el Jaladl
vyEs X
33a. Were trash containers clean? NO D b Al daladl il gla cilS o . 33a
) WA [ ahiy )
YES pes:
33b. Were trash containers not overflowing? NO D b fiaili e Aelall ailgs s da .33b
NA [ asuy
vEs [ o= o ]
2 34. Was the restroom smelling clean & NO N &l 0sn) Baias Aipkai pleall dadl ) <ilS Ja 34 2
fresh (without any offensive odor)?. ) olandl (A A KA
bad smel] NA [ iy
: Sand alaall 3 &) pueadl) aen <iil€ Ja .35
35. Were all the facilies inside the Yes Bd b et e
restroom in good working condition? . wn o e i
2 require comment when marked ‘No’ no O v sl o2 MY ALY S ) 2
NA [ aiy
; 9(5) ik ammeall A2 g1 e (IS
36. Was the Mosque premises clean? YES D i ( ). }:J\ i N I«j\;ﬁj-ra‘:\sa 36
2 require comment when marked ‘No’ No [ ¥ b el S et : 2
NA B gty
Comments: sclBaadall f alasll
FOR OFFICE USE ONLY Jadd Cigall pladiuy
Uyl LY Ll e aal) . .
0, - : . - \
Yo ACTUAL SCORE | _ MAxiMum | - aiuation P
Approach and Cleanliness agldaill 5 b YN |4
Greetings and Initial Checks | Ads¥) SiSually cus 1 12
éfapfcfaarance and Behavior of i gall sl s yekaa (3
Service iaaall |4
Cleanliness - Restroom and Clabeall - Akt |
Mosque Aawall g
TOTAL £ saaall J
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Retail Sciés Dep;;:xrtmeﬁf Q j ‘

i 8 538 gaal |
Cash Memo ADNOC

£/STN. Code No. @&L— Date 749(2'

.

'\ m‘ T 3 o 3 g‘}" g ;J:"b .
! Qty. Description Dhs. |Fils |
! Super 90 R jlaa Ja
Speciol 97 QY oo g S | .
Unleoded e fios JU .
| Gas Oil Jp
Kerosene e 93S
Tla |ubricons ¥ G-OD ow ns
‘ LPG. i
Speciol Prod. Ao e 2t | ’
Cor Wash S S /
Car Wash with Hot Wax #tw ga> 22 J—t / )
TOTAL. ) epbe— |

Receiver’s SIGNAIUTE «...owopftormiriassissicersress

ol g TITRASSE 0T creeNTERES s B WYATL . 1R .f{.l—.,srl— CYAA fopr o i &)
Aok Distrinaties PO Bes 41BR. AtwOwfic AT Té 6771500, Fox: 6212T22 [ ETTRVA, Soken  F2350 OO MY
Colsie. DISTFET Eanid odnocindOodeectod come  Webtie wwaie (el
RS . 701, Rev O

6/12/2012




..




