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PROJECT: ELARA - Lube Change

SERIAL NO.

BEIEL

P N
Pan Arab Research Center &

O < u Emarat 10 s Eppco / Enoc | & @59 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
2.\ 2o dod \Raq, 13¢0Y MQ_(M\Q' Il
Gender Height Built  [Spectacle Beard | Mustache Ethnic Groups
M| F |[TIM[S]IT |MIF |Yes[NoJYes|No]|Yes] No findian [Pakistani|Filipino [Expat. Arabs|[ Others:
BROODROOORORRONMOO ® O 0O O
EMIRATE V;ZZ:?);" Abu Dhabi | Dubai Sharjah | Al Ain g’:;‘aﬁ Ajman K'::ism‘:h Fujairah
O O O O L O i O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
sloaR I&l a3 12l [ 211 ol | ol2 bieg kv
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
vISIT vISIT
0 o O O O O O ™ O O 0O
1. APPROACH AND CLEANLINESS 435301 4 glﬂ\‘ﬂ A
Scores Critical Areas Lyl claall Jlail
ves B4 - .
1. Was there proper sign to the Lube no [ y dibic Je AValldaaljdadadlis S s 1
changing bay? ey M yuad
nva O gauy
_ YEs bd
3 2. \é\n{::r:i‘;?eclj??be changing area clean and NO D A pe s ki ) i dikie ciS o 2 |3
va O sy
ves [ & . . -
4|3 Wasthereany oil leaking and fallingon q e de gyl i gl plSds 3 4
to the floor of the lube bay ? - S M s Ashie 8 (Yl
wva O sy ’
vEs 4. =~
2| 4. Were the waiting area and table clean? NO O b fadida; Al Uall g Uiyt ddhie clK da 4| 2
nva [ sdsy
] YES pxi
. levision i iti sy 3R s a o
2 5 &Voarii:]ge?te evision in the waiting room NO D N ¢ Yl A Gy sl S da 5 (2
nva [ sy
ves X s R .
6. Was the board displaying complimentary o g daldlgle pelai A As M ilS a6
services neat and clean? 44,153 ¢ 45 je dgilaall Colarall
na [ sduy
2. GREETINGS AND INITIAL CHECKS A Y el g qua Al 2
Scores Critical Areas Agadad) Yl pAH]
3| 7 Was there any delay in approaching ves O pd ad/cal g8l el gl s S s 7 5
customers? No D4 Yy ol g Cals gall
8. Were you greeted in a friendly manner ~ YES Pe] o bl 3, da ke dh il i ds 8
(pleasant feeling)? No [ y ¢ (s
S O ek gall Agli Chimg A8 2l oY 1Y)
5| If no, please describe behavior: Was it Lj e Ljﬁ }:‘t\ j;i ¢. J“ ‘15
arrogant, without any expression, normal G CHRE 08 L O3 . Cj
etc.....
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Scores Critical Areas Al E¥laall Liail
9. Did he guide your vehicle for positioning YEs P Gaulid) Sl iy Cals gall a9
3 at the stopper and asked you to switch ; T et S . 13
the engine off? Nno [ Y el ikt ) i b g 3 Ll alayy
10. When asked by customer, was the . S da caeall e Cali gall 5 Latie 10
attendant knowledgeable of different YES - ‘;‘cu .o . J§ ek
5 e - : u\}ldl‘gu_,g_)]lu_:l.;_).:/&b: t_qlxw?]c 5
grades of oll, filters and their relative No [J y o ny
benefits? Tleda JS 21l g8 g
YES (X ; .. .
4| 11. Did he offer the waiting area to you? NO E ?: ¢ lanl A8 e & oBEY e m e o 11 (4
4| 12 Did the staff thank you as you were YEs N4 prd £ a3 € Laiy o Sy iyl A6 Ja 12 |4
leaving? No [J y e = S ¢ .
3. APPEARANCE AND BEHAVIOR OF STAFF tagS by (il gal) selia 3
Scores Critical Areas Al YLl L
' YES
3 13. xzsﬁgw;?umform of the attendant neat No [] Y 0L e gl ualall Gl sl Gl S s 13 (3
NA [ adsy
YEs [ . .
14. Was the attendant wearing visibie ey Ay (5 3 5a gall il sl IS Ja 14
3 nametag? No [4 Y o . 3
A [ seuy o\ S \%
ves [d = = AN
3| 15. Was he able to communicate with No [ q g dral sl e 1,08 byl IS a5 3
customer? sl
vAa [ gy
YES 4
4| 16. Was staff courteous / friendly? No [ y flakal/laga s iy ol IS Ja 16 |4
NA [ ey
4. SERVICE il 4
Scores Critical Areas Loaall) Ll Lty
; 23S o) aadlly ods gall B8
17. Did attendant check whether you need YES E‘ P u u u)’d P yd f 7
3 top up or complete oil change? S0 ol 3l AlaY plia s L) 3
p up p ge? No [ v el
3| 18. Did attendant check with you whether Yes prd U A IS ) Lad clia Caby gl (3305 Ja 18 3
only oil is to be changed or oil with filter? yq O y €l g 3 a3 s
19. Did he check using gauge the quantity  YES Il a3l (6 sle iy il gall JE Ja 19
3 required to be topped up and informed g Al Gl A G el il 3
you? NO D b el el Ll
;O Sl e Gaall ala gl WE Ja 20
3 20. Did the attendant check for oil leakages YES E o uﬁ;ﬂ;ﬁ:} Sl e Bﬁj e 3
under your car from filter and drain bolt? NO D y i fey 3l
3| 21. Did the attendant drain the used o YES 9 Jenall 3 IS iy Calb gl 15 21 3
completely from your car? NO D ¥ Pl Hlis (e
2| 22. Did he ask whether you want the engine ~ YES Bg Al el Jae oy S o ilu Ja 22 5
to be flushed and did it if you agreed? Nno [ y felid] ga Jla 4 elly
3| 23. Did the attendant fill the correct grade as  YES £ axd Sl Aa )yfp 5 Al Cals gall ddda 23 3
you requested? Nno [ y fleilh Al dagaiall
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Scores Critical Areas F IR O PR Jalaih
5| 2 Dahereauestyoulostonenany 1 YES Bl e s dnd ity o f e cll n 24 |
minutes? -no O ¥ Ty 4383 5ad Jaaddll Al (3
5| 25. Did the attendant ensure that the carter ves B uﬂ:} f;);ﬁ’;:‘ M‘f‘} “\:;L jﬁgﬁ 25 3
bolt is tightened and there are no leaks? NO D y j B B mu)u
26. Did attendant carry out the following Lilaall Cla sadll ¢l ol calasall 8 Ja 26
complimentary checks: -atal
YES pad
31a. Battery Water top up no [ k| Al ele ALl 31a.
na O sy
YES o
31b. Coolant Water top up NO I:I b coolant/a_ell ¢la Al 31b.
va [ asyy
vesDd ~ 00 }
31c. Auto Transmission Fluidtopup  NO [ 3 b ontddecuiia o Sle
(Oshzanst i)
N O] sy
ves B
31d. Brake Fluid top up no [ ¥ el eyl 31d.,
na [ sbiy
YES o
31e. Gear Oil top up no OO ¥ oo Al [l ey Blal 3de.
na O sy
ves &
31f. Air filter cleaning no O N el B uhE 31F,
va [ shoy
YES o
31g. Wiper Water top up no [ y o sl clalinad ola i) 31g.
na [ abiy
ves A
31h. Clean engine using air gun NO D Y el putna plasinly o aall calais 31h.
nva [ shuy
3| 27. Were any of your questions related to :ZS EM] ‘: Aalaial) il e u—lf— :*?‘L%\J‘ U:u da 27 3
lube change answered? o M s Alesy
nA [ shiy
3 28. 51]: (t:t: gtaff place the mileage sticker in :is % ?: Ax&mi&ﬁj;ﬁ 28 3
' NA O sy € )
ves [
4 29. Were you offered a receipt voluntarily? ~ NO X y Lo il Jeay clile (ym pe Ja 2914
wa O asey, 30N Nag ls\ﬂm_é
NV QS I O
5. REST ROOMS AND MOSQUE taaall (P&ﬂ\ /C‘.a,\l\ﬂ) :L\UH Gg 5
Scores Critical Areas Taulal el Ltail
3 30a. Were they adequately stocked with all ves B s pall Gla lhall a8 jeae il Ja 304 3
necessary supplies such as soap? NO D ¥ S gsiall Jia
va O gy =
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Scores Critical Areas D) YLl Jataih
_ YES e e
30b. Were they adequately stocked with all no O v Aol Sl il pang 5 jeae il Ja 30D
necessary supplies such as toilet tissue? Call o (d)99 e
vA [ by
30c. Were they adequately stocked with all ves Bd ad Rl Sl il &a B e IS b 30c
necessary supplies such as paper towels? no [ ¥ 438 ) ol cililiall Jia
(paper towels are not required where fully Clidaa 6 die 4gllae e 44l Cadliall)
operational hand dryers exist) N/A D bl ¥ (31
- ks T
31a. Were sinks clean? ves B3 e ol u%;,?ﬁ“t]yru‘sg% "31a
require comment when marked ‘No’ Nno [ N Tl (o2 MY AlaY) s 1y
NA [ gy
; 92401 Ul o
31b. Were mirrors clean? YES P 2 ) ':y" :f:] ru\s‘_:‘? "31b
require comment when marked ‘No’ no O ¥ gl sl o YT Al ik 1y
NvA [ gy
7 . €aadas N elas -3
31c. Were hand dryers ciean? YES - o al . “Eﬁf,i,,%m‘_:!rfltl?"sm
3 require comment when marked ‘No’ no [ ¥ gl (o2 0 Y Ay s 1y 3
NA [ iy
- AR PO,
31d. Were dispensers clean? ves [ o i Mﬁa Uﬁhf;,ﬁbi\';rf ls“sd‘: X 31d
require comment when marked ‘No’ no O ¥ Tl o2 MY Ay culs 1y
NA [ samuy
ves
31e. Were toilets and urinals clean? NO D N fagday Joul ] il Ua 31e
Na [ iy
. [P - A\ PR
32a. Were doors clean? YES m pr ol 'M’,‘:, ._‘;Le:(;rljl.ilsd?‘.BZa
require comment when marked ‘No’ no [ ¥ st oo MY e cals 1y
NA [ sy
ves B
32b. Were walls clean? No [ ¥ faada GUsall calS Ja  32b
NA [ sy
vEs B4
32c. Were ceiling clean? Nno O Y Sl caaldl IS s 32¢
NA [ sany
ves A =
2| 32d. Were vents clean? Nno [0 v fpdas MLl cilS G 32d |2
na [ Giuy
. Caa.lne - A -
32e. Were floors clean? YES g ol m..;}.'uf;rdsﬁ ‘,32e
require comment when marked ‘No’ no [ ¥ gl o MY ALY s 1y
NA [ sy
ves A
32f. Were baseboards clean? NO EI y $Aaudai sae kil o o lailall 150 cailS Ja_32f
NA [ sy
vEs 4
32g. Were grout clean? NO D b feaadai Ll S Ja .32g
na [ sy

F-
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Scores Critical Areas ‘ Tl el Jatail
YES pad
33a. Were trash containers clean? NO D ¥ faaua; dabadll cib s cailS Ja 33a
NA [ @by
2 - 2
YES [ o
33b. Were trash containers not overflowing? NO D b Phaild ye dalaill ilgla <€ Ja 33b
NA [ asuy
YEs ] - ]
2 34. Was the restroom smelling clean & no [1 N @l Con) Adaia g Aighai Jlaalt Aal ) il Ja 34 2
fresh (without any offensive odor)? folanll B Agy S Al
NA [ sy
3 Jad alaall 8 il jaeath asea i€ Ja 35
35. Were all the facilities inside the YES e ¢ ¥ = ém‘.: S
restroom in good working condition? . A e it
2 require comment when marked ‘No’ no L] ¥ sl o YT Y s ) 2
NA [ asuy
3 ¢(3) ki dmunddl deld S e 008
36. Was the Mosque premises clean? ves [1 ( ), );_“ ' ,,:;, ML‘QM:SA\J.: 36
2 require comment when marked ‘N0’ NO [ ¥ ekl il - 2
N/A kY
Comments: scallaadlall / gabadll
FOR OFFICE USE ONLY Jadd Ligall aladdiuy
Aol BED | BEU T aad) _ <
Y : : 1 paiil)
% ACTUAL SCORE maximum | Fvaluation P

Approach and Cleanliness

il 5 b EY |1

Greetings and Initial Checks

AW Sty cua 3l |2

Appearance and Behavior of
Staff

G pall gl y selas |3

Service ieaall |4
Cleanliness - Restroom and el - ALkl |
Mosque daasall g

TOTAL & sanall
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ADNOC Distribution
Al Shaaid F/S - 856
AL AIN TEL:83- 7323424
CREDIT PURCHASE
vate o 20-83-12 (1:07 User : 993674

B713 =xxw% wxxx 1332
Expiry LB

AUTH CobE o 084042

dehicle & o p

RupucY HEL T IRICE AHGUNI
wae g
TO1AL : DHS B?.40

ol iude- D04lic - 15gH:3663 Rep. 17 107,36
PpTimsioss batehiz 25 TICRSR Ligiiy
Signature:

IPANE YOU TR SHupR NG

il Shoatb /5 - 855

SERIAL NO.

2149

i
|







