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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center w
O i emarat | T @55 Eppeo / Enoc | B @9 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number | Name Number | Name Number
1005 3lolélo] |
Gender Height Built _ [pectacle Beard | Mustache| Ethnic Groups
TIM ]S | T [MF JYes|NojJYes[No]JYes[No [indian [Pakistani]Filipino [Expat. Arabs] Others:
DDEIDDIDDZID.EIEIDD O O
EMIRATE ";:Ztiz';‘" AbuDhabi |  Dubai Sharjah Al Ain g"':v’;‘ai‘:" Ajman Kﬁ:ism‘:h Fujairah
O X O O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
9198l oz 2o [ 819 loli | o] |14:50//50
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 )
vsit "M 0 R O O vsit | [ O O O O O
1. APPROACH AND CLEANLINESS B g ol By 1
Scores Critical Areas Al ) Llail
YES ev— .
1. Was there proper sign to the Lube no [ dihie o AYall dsaal g da 5l Sllia oS d“ A
changing bay? Sy M juas
nva O :,ehiw
_ ves Kl
3 2. \c,)\n{g:nti};fzcli%be changing area clean and NO D Y TR e Akl cul eaidilie ciS s 2 |3
na [ abiy
ves [ - C
4|3 Wasthereany oil leaking and falling on  \\ [ v e de gyl i gl dlia Gl ds 3 4
to the floor of the lube bay ? 0y M s Aihaia B (i)Y
A [ sy j
ves i =
2| 4.  Were the waiting area and table clean?  NO O Yy fagudas Al gUall Uty dshie cilS Ja 4|2
na D sy
5. Was the tel ves e
. t ision i iti ceegl %: s a
2 woarii;ge? elevision in the waiting room NO D N ¢ Yl 4 e Jen sl S Ja 5|2
NAa [ sy
vEs [ = e -
6. Was the board displaying complimentary o ] q Al lgde ek Al S da 6
services neat and clean? $aaulal g 435 yo dplaall Glaaall
na [ ahuy
2.  GREETINGS AND INITIAL CHECKS Y sl qua il 2
Scores Critical Areas UL LN PN | Lalaast
3|7 Was there any delay in approaching ves [ px i/l g el gl ia S da 7 3
customers? No X Yy ol ga Cala gall
8. Were you greeted in a friendly manner ~ YES X px b)) 435 a8k ch com il 5 ds 8
(pleasant feeling)? NO D ¥ ¢ (z e
T8 b ik yall & g s g0 a8 slay oY 1)
5| If no, please describe behavior: Was it © :3: L:;] . ):; j:li N ),‘ = 5
arrogant, without any expression, normal R
etc..... ?_“CJ\
+ 1 +
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2 +
Scores Critical Areas gl ¥l ] PRV
9. Did he guide your vehicle for positioning  ygs X A el ISl il Gl gl 5 a9 3
3 at the stopper and asked you to switch ’ R v s )
the engine off? No [ Y S paadl ik of elia Calla g 5l CileY
10. When asked by customer, was the YES pad sle O da it (e il gall J laric 10
5 attendant knowledgeable of dlfferfent Sl g gy 3l cha /&‘}.“ lid o ol 5
grades of oll, filters and their relative NO D y g oL i
benefits? fleba JS i 84
YES |9 i .. .
4| 11. Did he offer the waiting area to you? NO E ?: ¢ Uanayl 48 e G olEY elle (m e o 11 [ 4
N1 .
12. Did the staff thank you as you were YES pr ¢ it oenct . W .
4 leaving? no [ q T i€ Laiy ol Sy ala gl Bl Ja 12 [ 4
3. APPEARANCE AND BEHAVIOR OF STAFF :N-SJL‘J Cndla gall Jg.ha 3
Scores Critical Areas Al c¥Laall PATH]]
_ YEs K]
3 13. \a/\:]zsﬁt(;\;?umform of the attendant neat Nno [] Y ey Gl ealall Gl sl Gl S da 13 (3
NA [ gy
YES pxl .
14. Was the attendant wearing visible ek A8y (533 5 3 g gall Cala gl (S Ua 14
3 nametag? Nno [ ¥ o . 3
NA [ gy
YES D )
15. Was he able to communicate with o dual sl e 1508 Gl gl IS Us 15
3 customer? NO D ¥ [T 3
. fOs 0
NA O sy
YEs A
4 | 16. Was staff courteous / friendly? No [ y Slahl/lagay cala ol S Js 16 |4
NA [ iy
4. SERVICE dandll 4
Scores Critical Areas Dbl ¥l hladl
: LS ) sl cabs gall o8
17. Did attendant check whether you need ~ YES < S A u{d aat s ,,d ¢ A7
3 top up or complete oil change? ) ol ol Gyl ALY liad s ) 3
! No [ ¥ ¢ JalSIL
3| 18. Did attendant check with you whether ~ YES p 28 GiS 1 Lad i Cala gl (Ba3 Ja 18 3
only oil is to be changed or oil with filter? N O Y € Al 5y 3l ol dadd gl s
19. Did he check using gauge the quantity ~ YES [X] ari pladiuly Cu (5 shse ity il gall Q6 Ja 19
3 required to be topped up and informed Gy Al i A Gl il 3
you? Nno [ ¥ Sl Al 5 Ll
DO Cw il 3 (e 3aadll calh gall A8 .
3| 20. Did the attendant check for oil leakages ~ YES oo wj 7f o ¢ j\ij‘? u‘: 20 3
under your car from filter and drain bolt? No [J y et o=
ey 3l
3| 21. Did the attendant drain the used oil ves 3 e el 3l JS & i Cala gall o5 Ja 21 3
completely from your car? No [ y el sl (ra
2| 22. Did he ask whether you want the engine  YES A Ayl el Jue s o @il Ga 22 5
to be flushed and did it if you agreed? Nno O N feliad 5o Jla 4 iy
3| 23. Did the attendant fill the correct grade as  YES pa Sl s pafg s Adlaly ala sl BE Ja 23 3
you requested? Nno [ N il ) dasaall
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Scores Critical Areas RO, LA PON | Laai

[ Dottt e s e Bt i o i e 24
minutes? no [ k! fhai s 43y saal Jaill Alls (8
3 25. Did t_he_attendant ensure that the carter  YES E] o~ uﬁﬁgﬁﬁjli\:ja j‘_\_f;_:l; 25 3
bolt is tightened and there are no leaks? NO D y ) B *‘L.gjﬂ
26. Did attendant carry out the following Lilaall clia sadll o) jals il sall B Ja 26
complimentary checks: sl
ves K1
31a. Battery Water top up no [ b Al ela AiLa) 3Na.
na [ sy
ves A a
31b. Coolant Water top up no O ¥ coolant/s sl sle diba)  31b,
va O ssuy
ves M -~ .
31c. Auto Transmission Fluidtopup  NO L1 y A e st Sle
na [ sy (055e%)
ves I m
31d. Brake Fluid top up no O ¥ Qe cy el 31d.
na [ sy
ves KX
31e. Gear Oil top up no O v o plcysiila) 3.
na O iy
YES IX o
31f. Air filter cleaning no [ y el i Caks 31F,
nva [ iy
ves X m
31g. Wiper Water top up NO |:| N zla i clalind ole AL 31g.
na [ sduy
ves X1
31h. Clean engine using air gun Nno [ Y elsell et alaaiuly O el Cadas 31h.
nva [ sy
3| 27. Were any of your questions related to ;zs % rﬁ; daleiall elilind oo gl e %‘é}” u»« ds 27 3
lube change answered? oy M ad Aglany
na [ abuy
3 28. ais (t:I;? gtaff place the mileage sticker in :ES % ?: Ax&mﬁ&ﬁﬁ;ﬁ 28 3
na [ akyy 95
ves [
4 29. Were you offered a receipt voluntariy? NO |4 y fholial ASiud s dile age da 29 14
7 had 1o askr;foz it NA [ sy
5.  REST ROOMS AND MOSQUE ' sl g (lasdl sl ) Aal g 5
Scores Critical Areas Ll oy pATH{]
N/ .
3 30a. Were they adequately stocked with all YES e Ay syl Sl liuall arens s e il Ja 30a 3
necessary supplies such as soap? NO ¥ gl Jia
va [ suy E—
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Scores Critical Areas LI, {7 POX | BRI {]
] YES pr . LN ey o .. .
30b. Were they adequately stocked with all m v Loy el Qe jliuall aan s e cilS o 30b
necessary supplies such as toilet tissue? NO cllall (599 Jie
na [ absy
30c. Were they adequately stocked with all YES m pad L) g pall il il & 8ee il da 30c
necessary supplies such as paper towels? o O N 44 ) o Cidliall Jie
(paper towels are not required where fully Cliiaa 845 die 4y llae e 48 )4l adliall)
operational hand dryers exist) N/A D iy Y O
g R Ciaas N P
31a. Were sinks clean? YES KXI e ol e ,‘,Jt“t\n r“‘slsdT "313
require comment when marked ‘No' no [ ¥ sl om0 MY A s iy
nva [ sy
- YR —
31b. Were mirrors clean? ves X px L al o ‘:‘“)A“ UM Lh. 31b
require comment when marked ‘No’ Nno [ ¥ g sl o YT ALY cals 1y
NA [ gsyy
31c. Were hand dryers clean? ves X ) T‘Lﬂ ‘é'\f,m,:_.'w uf\s J 31c
3 require comment when marked ‘No’ no [ b gl o2 YT ALY cals 1y
NA [ gy
S - TR TN
31d. Were dispensers clean? YEs X e N K Uﬁhfn " _LESL‘ ujls dh. 31d
require comment when marked ‘No’ Nno [ b gl sl o2 MY LY s 1)
nva [ gy
ves K
31e. Were toilets and urinals clean? no O N Sl Jpll 14 S Ja 3@
nva [ gsuy
32a. Were doors clean? ves Kl pad . B ~‘". .;",’"*Y‘ uﬂs ‘JA_ -32a
require comment when marked ‘No’ no [ b ar sl o MY ALY cals 1y
va [ gasy
YES pad
32b. Were walls clean? no O ¥ ek el cilS da 32b
NA [ gy y
ves X
32c¢. Were ceiling clean? no [ b ek Gadl K s 32¢
NA O gy
YES pd
2| 32d. Were vents clean? Nno [ N el MGl S Ja 32d
NA [ sy
32e. Were floors clean? YES & o . ?@Lﬁ,,@,\ﬁbﬂ‘ uj‘s dA. .32e
require comment when marked ‘No’ no [ b are sl o YT ALY s 1y
Nna [ sy
ves A
32f. Were baseboards clean? Nno [ N Sk sac i) o o Aailall 1,50 S Ja 32f
va [ gy
ves I wm
32g. Were grout clean? No [ N fub L3 oS Ja .32g
Na [ gy
4
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Scores Critical Areas Tanlad cllaal) PR
ves M
33a. Were trash containers clean? NO D N faalns ddlaill iy s S Ja 33a
9 NA [ ey )
ves K] o
33b. Were trash containers not overflowing? NO O ¥ Phald e Aalall clygla calS Ja 33b
NA [ ey

vEs X
no [ v gidﬁ)m,xgm(,w\ubmsd‘s_m

2 34. Was the restroom smelling clean & 2
fresh (without any offensive odor)? falaadl A A S 4
NA [ ey
3 G plandl & ol jeadl) ppen cilS a3
35. Were all the facilities inside the ves B3 e e B e, S
restroom in good working condition? L. < I
2 require comment when marked ‘No’ no [ ¥ gl (2 YT ALY S ) 2
NA [ ey
; £(5) ki daall Acld o it (IS
36. Was the Mosque premises clean? ves [ ( ), }’ﬂ\ ' ,,:'; :‘_‘Lﬁ;’wfgﬁ .36
2 require comment when marked ‘No’ Nno [ ¥ G R it Al 2
NA B gy
Comments: rclBBadlall f gadadll
FOR OFFICE USE ONLY Laid iSal) e\éﬂu\l
Aacall Llai LAl el aal) . .
Y : E : 1pill
te ACTUAL SCORE MAXIMUM valuation P
Approach and Cleanliness Aaaill gl Y {4

Greetings and Initial Checks | &,¥ Sl s s AV 2

Appearance and Behavior of il i ]
Staff Ol sall Aol s jedan |3

Service Aaaall 14
Cleanliness - Restroom and Gilaleall — il 5
Mosque Asuaall

TOTAL & yanall
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214

Retail Sales Department @

T 3y 4 | “igaa)
Cash Memo ADNOC
V- 14 L0L

£/STN. Code No. oot . Date.. 5 Y & '

vl v TS e
Qty. Description Dhs. | Fils
ULG 98 A dy
ULG 95 W o s dy
Gas Qil J
Kér‘ésene ) ;.5

i | Lubricants \/h.&‘, [ v, & 85| ~
LPG. J ] M 26 |~

Special Prod. Lol ol gl / ;
Car wash [J IRy RV / “
Car wash with hot wax (Pl g e et / :
Car wash manual , SN S /

TOTAL K[~ b 87 | -
/ ‘

Receiver’s Sign

Circulation; Original - Customer, Pink +Filling Station

ol g o3 TTTSA LSl AVYYYLL AVTYEYY oS AL Bl
Adnoc Distribution PO. 8or 4158, AbuDhobi, YAE el 6771303, fex
Coble DISTRET, £l ¢
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