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PROJECT : ELARA (Lube Change - FINAL 2012)

PROJECT: ELARA - Lube Change

SERIAL NO.

29

Pan Arab Research Center &

Du\ ki Emarat / D 45/ 84 Eppco / Enoc / E < Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name N Number
1034 Aran | S051 qugl [ [ [ [
Gender Height Built _ [pectacles Beard | Mustache] Ethnic Groups
M]F IT[MI[s]T[MIF | Yes | No | Yes [ No | Yes | No [Indian ]PaklstamlFmplnolExpat Arabs] Others:
NOOOOROORROROR O 0O O O
EMIRATE ";:;tli:‘ AbuDhabi | Dubai | Sharjah Al Ain ‘é’;‘;‘aﬁ Aman | RaSA | Fujairan
O O O O p< O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
gl418]lole] el 4 ol | oL 118:30]13.50
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
vist T O O O wer | ] O O O O O O
1. APPROACH AND CLEANLINESS Al g ol 8y 1
Scores Critical Areas Tl Sl Jalash
ves K &~ o s .
1. Was there proper sign to the Lube no [ q dihie Je VM dsalyiaddia S da 1
changing bay? S My
na [ iy
. ves [ =
3 2. \é\zg:ntillztli%be changing area clean and NO D § S ey kgl a3 s Aidaie cilS Ja 2 3
na [ sy N
YES i i
4|3 Was there any oil leaking and falling on X v e de By cuill et gl da S a3 4
to the floor of the lube bay ? ¢y 3l it dilate b i V)
nA [ ahiy ’
ves I w "\
21 4. Were the waiting area and table clean?  NO D b edaydas Al gl UatY) dshie S Ja 412
wa [ shbuy
w vision y ves Q= \\
2 5. W;iitnhge?te evision in the waiting room NO D N ¢ anyl &g b Jews il S ds 5 (2
nva [ abiy
ves [1 - R :
6. Was the board displaying complimentary \ ] q Al lgle el Gl As i cilSda 6
services neat and clean? haual g A ye Apdlaall Cileaall
va B ahuy
2. GREETINGS AND INITIAL CHECKS S Sl g a2
Scores Critical Areas Lpuladl) cYLall PRI}
3|7 Was there any delay in approaching ves O pr adifl il 3 ali ol s S da 7 3
customers? NO m N Sl ol sad als gall
8. Were you greeted in a friendly manner ~ YES O prd skl ddyda sk eh cua il 2 da .8
(pleasant feeling)? NO E Y $ (g ke
S Ja cabh galt & sl Ca g a8 Bla Y 1Y)
51 If no, please describe behavior: Was it @ Li - \_j;] ) J:L j:l(: 9; {‘ He
arrogant, without any expression, normal S Al 'e‘“';"*‘
etc..... y
oY ped Q)udj no Frieeilnaf
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Scores Critical Areas Al ¥l pAN]]
9. Did he guide your vehicle for positioning  ygg [X ; Ll A ) als L Cala odll LG
3 at the stopper and asked you to switch X - :,:: I‘f. . “’;ld_:uﬁ: ) L‘Jj “.L;l; -9 3
the engine off? NO [0 v felmadl il of e calle 5 ol il
10. When asked by customer, was the . IS A (Jrandt (e ils gadl Jan Lanic 10
attendant knowledgeable of different ves p u-hu A JAJ - )
5 e - ) u\ﬂd‘;uy)]lul;JJ/&I}J[uhM?h 5
grades of oll, filters and their relative NO [:I N g o - AR
benefits? Tleta JS 204
YES Y . .
41 11. Did he offer the waiting area to you? NO E P: ¢ Uaiay) dd e iyt elle vax da 114
4| 12. Did the staff thank you as you were > YEs [] pr € )3t i€ Ly o i il ) A50a 12 |4
H 2 Ay * T . .
oaving? i nol-thank 5% o ®@
3. APPEARANCE AND BEHAVIOR OF STAFF pdS sl g il galf AHBe 3
Scores Critical Areas At Cytaal) Ll
, YES pad
3 13. Z\r/zsﬁ?ye?umform of the attendant neat NO D Y L ey Gl ealall Gl pall Gl IS 1313
NA [ sy
YES axd - . 1
3| 14. Was the attendant wearing visible NO % y ek A8y (o5 3 3 n gl iyl IS Ja 14 3
nametag? Tz 550 4l Lle
V7.3 W XA
YES pud .
15. Was he able to communicate with o dealsll e 108 Galapdl S Ja 15
3 o Nno [J ¥ o 3
customer? Cosl
NA [ sy
YES A
4| 16. Was staff courteous / friendly? No [ b Slakal/la a5 calasall IS b 16 [ 4
) va [ sdsy
4. SERVICE iasdll 4
Scores " Critical Areas T  haldaves b
3 S ) e Gaaill Gl pdll B g {7
17. Did attendant check whether you neeq ~ YES KX o TR ‘)’J . fm] i
3 t lete oil ch A q)ﬁuﬁiqj\ﬂgycl-\majwl 3'
op up or complete oil change? Nno [J N e s, |
31 18. Did attendant check with you whether ~ YES [X] px B S 1Y) Lad elig bl Gasi s 18 3
only oil is to be changed or oil with filter? No [ y €8l g <y 3l af dadd 5 s
19. Did he check using gauge the quantity ~ yES Xl e eliel i (6 s iy il G Ja 19
3 required to be topped up and informed Gy A 3l AaeS G el i) 3
you? No [J Sellly al L)
P Oe Sl et (e GG Gl i JE s 20
3 20. Did the attendant check for oil leakages YES & POt uﬁ).p/‘{}:t; Sl Dji‘;w 3
under your car from filter and drain bolt? NO D y B feu 3l
3| 21. Did the attendant drain the used o YES P Jantdl U S oy Cila gl 6 b 21 3
completely from your car? No [ Y el 5l (e
2| 22. Did he ask whether you want the engine  YES sl dae 3 5 i€ o @il Ja 22 2
to be flushed and did it if you agreed? Nno [ N $liEd o Jla 3 iy,
3| 23 Didthe attendant fill the correct grade as YES K] a0 cuji A2 ¥g 8 Alal Gl ol G5 Ja 23 3
you requested? No [ y flells Al dasaall
2
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Scores Critical Areas Tl Ll Jargal
24. Did he request you to startengineand  ygs I3 ol a8 Ts el Jeiedy o g0 of e il Ja 24
3 legve it running for one and a half D S dad 5ad Jaall Alla 3
minutes? NO b 3 ? e
25. Did the attendant ensure that the carter YES p y Mi‘/d sele .L;‘ QAL:L }.AT\ ASL: LEA 25
3 bolt is tightened and there are no leaks? D et a4l LS 2 w 3
NO ] ey 3l
26. Did attendant carry out the following ) el Glo gaill o) by alasall B da 26
complimentary checks: -a gl
ves K .
31a. Battery Water top up no OJ k| g )ladt ole diLa) 31a.
WNEYYY
ves B
31b. Coolant Water top up NO O b coolant/a sl el ddLa) 31b.
NIA Iél PRI
YES : _
31¢c. Auto Transmission Fluid top up NO D ?: VRSl JKP u’“ T;‘ 3le.
nva O shkiy (st )
YES ol
31d. Brake Fluid top up no [ ¥ Jaill cy)dlal 31d,
va O suy
YES o
31e. Gear Oil top up no O ¥ oAl mllc; sl 3te.
na O iy
YES pad
31f.  Air filter cleaning no [ y ol ks 31f.
NA [ sy
YES o
31g. Wiper Water top up NO I:] y ool Clabiaal ol il 31g.
R EY
ves ]
31h. Clean engine using air gun NO O Y el et plasiuly & yeall il 31h.
na [ asuy
3127 Were any of your questions related to :I(E)S 8 ?: Aalaiall il (sa s éff "'\.e\-?}'\ u-u o 27 3
lube change answered? NIA m iy e s dglany
3 28. t[t)1ig (t:r;? gtaf'f place the mileage sticker in :lis % ?: e @mﬁ&ﬁﬁ;\;ﬁ 28 3
' na [ by €5
@ ves [1
4| 29. Were you offered a receipt voluntarily? NO m b} NI PO Gaslle e da 29 14
T had o astr’fol 1he Yece: bt~ O sy
5.  REST ROOMS AND MOSQUE saaall g (leadl feull 5) Aal ) g 5
Scores Critical Areas Tl a¥laal) pAN]
3 30a. Were they adquately stocked with all ;is % “: Ay el e liall azany 8 jeme CuilS Ja .30a 3
necessary supplies such as soap? Na O oy fhgiall Jie
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Critical Areas
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Lol ¥l

k]|

ves [1

30b. Were they adequately stocked with all Nno & v Lol e Sl gans s jgae cilS Ja .30b
] necessary supplies such as toilet tissue? Sl gt} gy Jie
@‘ nNo-Lov e d-Ulesue VA [ sy
30c. Were they adequately stocked with all ves [ ad L) s pall el i) & 8 jeaa S Ja 30c
necessary supplies such as paper towels? no [J ~ P48 ) ol Cadlial) Jia
(paper towels are not required where fully Gldiaa B g5 vie dygllha e A4l “adliall)
operational hand dryers exist) N/A Gy ¥ (A
31a. Were sinks clean? YES m pd ol i ..y.fj“h:;rﬁsd? {318
require comment when marked ‘No’ no [ Y st om o MY La Y <y .
NA [ gayy
31b. Were mirrors clean? YES g o sl v?;j lj‘f;ruts‘sd‘r |‘31 b
require comment when marked ‘No’ Nno [ ¥ sl o MY eyl e =
NA [ gy
- TR T
31c. Were hand dryers clean? ves D4 ( ol gdfzj,fh\:rfls&dr "310
require comment when marked ‘No’ no [ ¥ R R e Y
NA [ gayy
: Pl ) glall LSl wus
31d. Were dispensers clean? YES E px oAl el "y:-: {Ay‘uf .&d?. "31d
require comment when marked ‘No’ no [ Y cea sl "V AaY) cals 1y
- e  N/A D Gl Y
YES pai
31e. Were toilets and urinals clean? no [ ¥ ks Jhall LSl culS Ja 31
A [T gy
32a. Were doors clean? YES E ol o ! :,;,,‘-‘;f;ff‘ﬁsdj |'326
require comment when marked ‘No' no [ b ot el Al s
e na [ Gabi ¥
YEs Bd
32b. Were walls clean? No [ Y faih anll il Ja 32h
NA [ gauy
ves B .
32¢. Were ceiling clean? No [J ¥ Sk Ciadl S s 32¢
vA [ sy
vEs B4 .
32d. Were vents clean? No [J ¥ faddas MLl cals Ja 32
NA [ ssuy

32e. Were floors clean?

N

@YCe) ves O
No ARy

gk @l )Y cuis s 306
T sl (o0 YT LAY cls 1y

require comment when marked ‘No’

WUM NA [ gy
! ves M

32f. Were baseboards clean? NO D ¥ $a4,h) 3ae Lal) cA RSN 5 el Ja 30f
NA [ gy
ves B4

32g. Were grout clean? NO D b faday B S Ja .32g
U\ NA [ Gy

4
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Scores Critical Areas Al VLol Lt
ves I
33a. Were trash containers clean? NO |:| b Aagda; Aaladll cilysla <ilS J» .33
) NA [ ahby )
ves Kl
33b. Were trash containers not overflowing? NO D ¥ Phails e Aaladll iy gla cilS Ja 33b
NA [ iy
ves [J o N .
2 34. Was the restroom smelling clean & NO E N g‘ OsY) Adixiay agdas slaall dad ) S Ja 34 2
fresh (without any offensive od,g;)\? $olaall 3 A S A
ad Smell o WA [ sy
2 ; Joxt daadl b il agadl apen <ilS Ja
35. Were all the facilities inside the YES e f o t‘"‘i: O 35
restroom in good working condition? . I T
2 require comment when marked ‘No’ no [0 v sl o MY Y S 1) 2
NA [ ey
; €(3) ik daall Aeld ol e S
36. Was the Mosque premises clean? ves [J i (b)_ }ZJ“ ) ..:; aj_\‘;raﬁ\sﬁ 36
2 require comment when marked ‘No’ Nno OO ¥ Tt o> il s 2
nA B g
Comments: sclBadlall [ galesl)
FOR OFFICE USE ONLY Jadd (il P\Aa.w” N
Ansall Tl Ll el aal) .
o, g H : . "y ‘
o ACTUAL SCORE | _maximum__ | Evauation P
Approach and Cleanliness Adldaill 5 o B8V 1

Greetings and Initial Checks AW Sl g cus A |2

Appearance and Behavior of ol pall H b5 ke (3

Staff

Service iaaall |4
Cleanliness - Restroom and Glalaall — Adtladl |
Mosque dacalt g
TOTAL £ saaall
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SERIAL NO.

2|96

< sty Thgm

ADNOC DISTRIBUTION
ZAKHER S/ - 948

ZAKHER AREA
AL AIN
DESCRIPTION QTY PRICE TOTAL
VoyagrSilveriL 3,50 14.00 149.00
TOTAL 49.00
CASH PAYMENT 49.00

You were served by Operator 1 )
DATE 16/06/2012 13:50  T1 53 01 34504

Thanks for Shopping ...
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