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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan ArabResearch Center &
O k! Emarat / O e 531/ 584 Eppcos Enoc / E s Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number | Name Number | Name Number
|03 | Avges | [ ] [ ]
Gender Helght Built Bpectaclesl Beard | Mustache] Ethnic Groups
M ] F |JTIM T ] M l F | Yes[ No lYes] o | Yes | No |Ind|an Pakistani[Filipino [Expat. Arabs]| Others:
Western . . . . Umm Al . Ras Al -
EMIRATE Region Abu Dhabi Dubai Sharjah Al Ain Quwain Ajman Khaimah Fujairah
O O O O X O | O n
SITE 1D Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
¥ 58l o260 (19 oo | o1 [loizo Jioige
] 07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday [ Monday ] Tuesday IWednesday I Thursday [ Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF

VISIT\DEDDDV'S'TDDDDDD

1. APPROACH AND CLEANLINESS AU g oY) 1
Scores Critical Areas Al cilaalt Ja\asn
YES P — .
1, Was there proper sign to the Lube no [ y dihic e YWl dsalydaddia gSda 1
changing bay? Ty 5l i
va O sy ‘
‘ YES oo
3 2. Z\l{ga:ntil';z(l;f?be changing area clean and NO D Y Sy s ikl oyl s i colS s 213
nva O seuy
ves [ & . e
4|3 Was there any oil leaking and falling on g slede dgyanl i gl dia gsda 3 4
to the floor of the lube bay ? - Sy 3l s Ashaie B ()Y
na O sssy !
ves A
21 4. Were the waiting area and table clean?  NO 0 Y $aagdn; Al gl jaiay) dshie S Ja 4] 2
na O sy
o - YES pd
2 5. &Voariitnhge?telewsmn in the waiting room no [ Yyl d e Jeas sl S Ja 5|2
na [ sy
ves K]
6. Was the board displaying complimentary o 7] Ly il lgle el Al da il i s 6
services neat and clean? faadat 5 A ye dgdlaall Cleaddl |
na O sy
2. GREETINGS AND INITIAL CHECKS A g Sl g cus A2
Scores Critical Areas Taulud) el st
3|7 Was there any delay in approaching ves [] pxd adfl @ gyl e S da 7 3
customers? no K y ol pan ala gall ©
8. Were you greeted in a friendly manner ~ YES A =~ Cslul) A8 A b cos il 5 s 8
(pleasant feeling)? Nno [ Y ¢ (o
S I ks gall o shi Coa g ol Ela (Y 1)
51 If no, please describe behavior: Was it u‘ e \:;j . ﬁ; . j:.li P o 5
arrogant, without any expression, normal Lt el el i . C—‘“
etc.....

+
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Scores Critical Areas Attt pALH]]
9.  Did he guide your vehicle for positioning  ygg m A il s o ol Cala gl W5 Ja 9
3 at the stopper and asked you to switch o il -l xSl s ~13
the engine off? NO D b “‘J)M‘“ @‘L‘u o lie “.'J'L'J ".)L.»"““n uuf.y
10. When asked by customer, was the . JS b caaall e ils gall e Lonie
5 attendant knowledgeable of different YES m o j‘:ﬂf_" & ‘ Jfl ‘__I:AA / ﬁ.}d Sy 10 5
grades of oil, filters and their relative no [] q )= ™ &:" . ? ple
benefits? Pleia JS il g8 4
YES i .. .
4| 11. Did he offer the waiting area to you? NO % ‘”; LY e Uy elle vae 11 (4
12. Did the staff thank you as you were YES B et en .
4 loaving? No [] g TS Ly o S8 il 5 s 12 (4
3. APPEARANCE AND BEHAVIOR OF STAFF (pS sl g 0l gal) e 3
Scores Critical Areas D) Lol PRI
) ves 4 =
3 13. Z\ﬁsﬁtgﬁ?um orm of the attendant neat NO D YOSy Gl sl Gl gl Gl S 13 |3
NA [ ey
YES i . .
3| 14. Was the attendant wearing visible NO % ?‘; Ok Ay (6153 35 sl il S Ja 14 3
nametag? $z a5 daul Lgle
NA [ sany
YES pal .
3 15. Was he able to communicate with no [ q & deal gl e 108 Cals gl S Ja 15 3
customer? fo
NA [ sy
YES [
4| 16. Was staff courteous / friendly? No [ Yy Skl sny il gall S o 16 | 4
NA [ gy y
4. SERVICE rdaadll 4
Scores  critical Areas o  madavss T Th
: “0S ) Giailly ks gl 8
3| 17. Did attendant check whether you need ~ YES (X el u&_;ﬂ | sy C:i ¢ Lj 17
top up or complete oil change? S0 e o) )l AlaY plias s e 3
No [ ¥ ¢ ISl
| 18. Did attendant check with you whether ~ YES [X] px 8 S 1Y) Lag clia cals gall (38a3 Ja 18 3
only oil is to be changed or oil with filter? No [ Yy € el g a3l o Lol ey 3l s
19. Did he check using gauge the quantity  vES [ prd il Sy 3l (6 e by ol gl G Ja 19
3 required to be topped up and informed o Al S B G el il 3
you? No [J ¥ felly Gl ()
4 P Ol g (e il G
3 20. Did the attendant check for oil leakages YES X wuﬁu/fi )ﬂﬂ\-‘ ){iﬁ dﬁi 20 3
under your car from filter and drain bolt? No [ y FIRas A
oy 5l
21. Did the attendant drain the used oil YES  Janiosal 3l S & it il sall Bl Ja 21
3 3
completely from your car? No [ Y Pl e ya
2| 22 Did he ask whether you want the engine  YES A il ey sens o) alile Ja 22 5
to be flushed and did it if you agreed? fulida) go Jla & iy,
NO | b oot
3| 23. Did the attendant fill the correct grade as  YES [X] axd Sl da /e 5 Al Cal sl o3 Ja 23 3
you requested? NO N gl Al da il
2
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Scores Critical Areas v Al Ll Ll
24. Did he request you to start engine and YES P med b iy a5 o flie calla
3 leave it running for one and a half I f‘d Cea s ‘?:Su ) d\_\d& 24 3
minutes? NO ¥ Chuai y s sad Jpuld) o

S e/l s O e il gl B Ja 25

25. Did the attendant ensure that the carter YES iy Al ol «\_ﬂ} LeiSa g’ Ty Addia 3

bolt is tightened and there are no leaks?

OXNOX

NO Y ey
26. Did attendant carry out the following dgiladl Cla sadll o) by alagall B Ja 26

complimentary checks: saqtul)
YES ol

31a. Battery Water top up NO D b Ay Uall ole dili) 31a.
NA O iy
ves I o=

31b. Coolant Water top up NO D ¥ coolant/s el el Al 31b.
na [ abiy
YES o )

31c. Auto Transmission Fluidtopup  No 1y it te s ot 3.

(0 smi )

NA [ ahiy
ves 4

31d. Brake Fluid top up Nno [ N Jal il cy 5 Aila) 31d.
na [ adiy
YES o

31e. Gear Oil top up no OJ Y oAl iy ila) 3te,
nA [ abiy
ves [

31f.  Air filter cleaning no O Yy clogll il (s 31f.
na [ akiy
ves B

31g. Wiper Water top up no [ y ol cialiad el il 31g.
na [ abuy

YES o
31h. Clean engine using air gun NO A Y el etne phadinls o el iyl 31h.
na [ aduy
YES P we t i .
3| 27. Wereany of your questions related to % ?’; Aslaial) il (e ) e AaYl Qs da 27 3
lube change answered? NO ey i el Adan
na [ aduy
A ‘  yes @ s e (eale iy Cabasall Qi Ja 28
3 28. 5\12 ér;? ;taff place the mileage sticker in NO D 9 o Lyt A A /) fia L) 3
wa [ abuy okl
YES et
4| 29. Were you offered a receipt voluntarily? NO D N 0 laal a3k Jagelle jayxe da 29 (4
wa [ sy
5. REST ROOMS AND MOSQUE 2l 5 (aﬁud\ e 55) ALidu s 5
Scores Critical Areas Al &Y Ll Pl
3 YEs IX] : 3
30a. Were they adequately stocked with all E ?: Ay gl e ldl apany 3 3¢ cilS Ja . 30a
necessary supplies such as soap? NO o gball e
wa [ sy
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Scores Critical Areas EER IR AN PR | Jalail
_ ves X oy o
30b. Were they adequately stocked with all ] g Lol Gle el pasy s jeae cilS Ja 30D
necessary supplies such as toilet tissue? NO Sl (g 299 Jia
NA [ sy
30c. Were they adequately stocked with all veEs [ pd A nall il il &8 jeme 2ulS o 30c
necessary supplies such as paper towels? vo O ¥ 4, ol cidiliall Ji
(paper towels are not required where fully . Slddae A5 die glhae pe 44 Cadlial)
operational hand dryers exist) N/A G ¥ (3Y1 A
31a. Were sinks clean? YES m pad 2l me?;,fl:“&:;rflsls% "318
require comment when marked ‘No’ no [ ¥ gl o2 MY Aa Y s 1y
NA [ gy
- Caala; ) .
31b. Were mirrors clean? YES m pu 2l T;j %f;rulilsdt "31 b
require comment when marked ‘No’ no [ b sl o MY syl il 1y
NA [ gy
% ; Tk oY) e o
31c. Were hand dryers clean? YES i . d;“b gﬁ%lﬁh\:‘uﬁ;&r "310
3 require comment when marked ‘No’ no [ ¥ Tl (o MY Ada Y S 1y 3
NA [ gy
N [FERRI | L .
31d. Were dispensers clean? YES m px . u;::.. u;ehfly" Luj;ru\s&d?lsw
require comment when marked ‘No’ no [ Y sl o2 MY AaY) s 1y
NA [ gsuy
YES o
31e. Were toilets and urinals clean? Nno [ N ik Jeall S culS s 316
NA [ gayy
32a. Were doors clean? YES g i ol %J"L:;,,L‘d’:{;r“ ESJT |'328
require comment when marked ‘No’ NO Yy sl (0 MY Ay S 1y
NA [ gy
ves A s
32b. Were walls clean? no [ ¥ fag:hi lanll culS s 32h
NA [ gy
ves A
32c. Were ceiling clean? no [ Y feadai caaldl oS s 32¢
NA [T gluy
ves A .
2| 32d. Were vents clean? no [ b faghai Mball S s 32d | 2
NA [ geuy
; faalai claca V1 S
32e. Were floors clean? YES E P cll o ,,;',,‘ Lliw ; ,é;“sze
require comment when marked ‘No’ No L[] ¥ gl (o2 2 PR s
NA [ sy
YES g o
32f. Were baseboards clean? NO ¥ Paqdas sac &) o R ) 5l cals Ja 32f
NA [T sy
ves [
32g. Were grout clean? no [ b feaadas LI IS da 329
NA [ sy
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Scores Critical Areas Qg Lol Jalasly
vyes [
33a. Were trash containers clean? NO I:I k{ Paadas Aakall iy s S s 33a
) NA [ iy )
ves [d
33b. Were trash containers not overflowing? NO D b fhaild e dalall Glda <ilS Ja 33b
NA [ @iy
YES o L ]
2 34. Was the restroom smelling clean & o [0 ¥ ) ) Rwias Al plesll At S b 34 9
fresh (without any offensive odor)? folaall 2 A S An )
NA [ sy
3 Jand slaall & Ol jagaill aaes S da 35
35. Were all the facilities inside the ves D4 e et e St
restroom in good working condition? o w5 N e (L
2 require comment when marked ‘No’ no O ¥ g Al g2 Y Yl S ) 2
NA [ adby
m : $(5) Ok sl 306 1 e OIS
36. Was the Mosque premises clean? 1) ves [ e ( ), };d\ : ..::. h{;‘j‘,‘%\sﬁ 36
2 require comment when marked ‘No’ No [ ¥ gt o> e 2
I\ . m .
° T Y A A R g
Comments: scUaaslalf / gadadll
FOR OFFICE USE ONLY Jagd igall ?‘ﬁu\j
Aldpaual) bl Ll Aey sl . .
9 : : a1
Yo ACTUAL SCORE |  maximum | EVaHaton P
Approach and Cleanliness adldaill 5 ot Y
Greetings and Initial Checks | 4s¥! lSudilly s i1 12
/;{Ja;?arance and Behavior of cpila sall gl elae |3
Service iaadll {4
Cleantiness - Restroom and Sldasll — &kl
Mosque daceall
TOTAL £ saxall
5
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Retail Sales Department m
dgaa)

g 3
ADNOC

Cash Mamo

£/5TN. Code Ne. 7$’§ oot 28713
el '

el e
el Doscripfien Dhs. | Fil
Super 90 o S J P
Special 97 Y oy o \
Unieaded e s J /
Gas O P 1
Kerosene a1 S5 Y
luricants_Sf J Vel L5 Lo <
_ LPG. . N ¢
Speciat Prod. At i gl
[ Cor W S Yt {
- Car Wash with Fat Wax S C"J"’"
TOTAL ol 9
Receiver's Signature ......oge o g . pleds ad§

Girulgtian: Cvigunal - Cuscmer, Pini » Fifing Stoon

fi gl p VY eA A N A LS ODT e At o Lohaim a;)ﬂ d,u‘
amer iyt ©5 Fou 41TH, An DB, VAS 19977200, Fyu. 673AT3Y / WTTTIM, W TII4SFCOBT EM
e DAY, Loa doacdadn bt e o 3y AT v skl s 4
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