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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change

SERIAL NO.

3104

+

Py
Pan Arab Research Center &

O < wEmarat | O @595 Eppco / Enoc | B @59 Adnoc

VISIT O ] ] w 54 VISIT | O

SHOPPER CODE DATA ENTRY EDITING L ESA SR.#
Name Number | Name Number | Name | U’Y; L Number
[OG6] Shakhobinl 1 [ [ |
Gender Height Built _ [Bpectacle§ Beard | Mustache] Ethnic Groups
M F [TIMISITIMTIF [YesfNo [es | No | Yes | No |Indian [Pakistani]Filipino [Expat. Arabs] Others:
ROoOMOOMOOMRBOROR O 0O 0O o
EMIRATE "I‘.",:Z'Iz;“ Abu Dhabi |  Dubai Sharjah Al Ain g’l‘:‘:‘aﬁ" Aman | R2A | Fujairah
O O | O jd O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
glga |2l 0% | KD A0 OlL | ©|R ROKXS RO.50
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday l Sunday l Monday [ Tuesday IWednesday | Thursday I Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF

o O K

O 0O

1. APPROACH AND CLEANLINESS

(s g Y1 1

Scores Critical Areas Al cilaall Lia
YES ﬁ o . . .
1. Was there proper sign to the Lube nvo [ N Aihia o AVl dsaljdaddia glS da
changing bay? FGIVR (VYA
va O sduy
4 ves K|
3 2. \é\:g;’}iieeél’;be changing area clean and NO D Y Ay Akl 3l uas Akl calS a2 |3
NnA [ sbny
ves [0 e
4|3 Was there any oil leaking and fallingon " = g seacdigcuilloigldia glsds 3,
to the floor of the lube bay ? Sy s Adlaia & LY N
va [ sy “
YES B4~
21 4. Were the waiting area and table clean?  NO D Yy Caayds A gl g stV Ashie S Ja 412
na [ sy
5. Wasth ves pd
. levision in t iti el Ga sk it
2 Woe:iitnge?te evision in the waiting room NO D y ¢yl A e b Jans il S Ja 5 12
na [ ey
ves B(d o o
6. Was the board displaying complimentary o ] g Al e el gl da i i€ da 6
services neat and clean? 2884 ¢ A ya dgitaall Colendldl
na O sy
2. GREETINGS AND INITIAL CHECKS A ) el g a2
Scores Critical Areas FERRIR K PN} Jalgs
3|7 Was there any delay in approaching ves [] px p/l 81 8 pali gl s GS a7 3
customers? Nno K y bl sa el gall
8. Were you greeted in a friendly manner ~ YES O px Golul) WAk b il 5 ds 8
(pleasant feeling)? Nno R N (z e
S ealh gl & Chaa g1 a8 ela Y 1)
51 If no, please describe behavior: Was it © :3: \:j . i‘; j:ﬁ " ),‘ E 5
arrogant, without any expression, normal fge FAE o0 I O eu‘;j
etc..... , e
Normed bl no q\maﬁu\%g
(

+ 1
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Scores Critical Areas Aulalt ciytaal) L]
9.  Did he guide your vehicle for positioning YES A il Sl Il L Gl yal 1 Ja 9
3 at the stopper and asked you to switch . g 5 el o R o 13
the engine off? No [] ¥ hadl il o i a5 Ll Gilayy
10. When asked by customer, was the , IS da Jpaall (e il gall e Lorie
5 attendant knowledgeable of different YES B i :,’j;ﬁl o ‘).]" d:\:/ ‘}.}J ‘y e 10 5
grades of oil, filters and their relative no [] q = e ? e
benefits? Tleia JS X g g
YES i V. .
4| 11. Did he offer the waiting area to you? NO g ?: SR 48,8 b Uyl elle (e Ja .11 4
4| 12. Did the staff thank you as you were ves ] © 5oba5 S Ly oSy iyl 6 a 12 |4
leaving? No [J y 7 =SS ¢ :
3. APPEARANCE AND BEHAVIOR OF STAFF S ol (adlh gl e 3
Scores Critical Areas D) ) pA]
. vEs [X]
3 13. Z\r/zsti?;?unlform of the attendant neat NO D Y S0y Gl el Gl Gl S da 13 |3
va O gbyy
YES : N
14. Was the attendant wearing visible = ey A8y (o5 5y 3 ga sl Calasall S Ja 14
3 Nno O ¥ . 3
nametag? $z 30 3 4l Lgle
NA [ sy
YES pad <
15. Was he able to communicate with e dual gl e 1508 Gl gl IS Ja 15
3 customer? NO D ¥ oM 3
NA [ sy
YEs I
4| 16. Was staff courteous / friendly? No [ Y Sakal/lago s Cabhsall (S Ja 16 (4
L NA [ sy
4. SERVICE dadll 4
Scores  Critical Areas S ™ ~ Lala
okt L PO Giailh el gl A8
17. Did attendant check whether you need ~ YES X = u,u)’d s }Aj ¢ A7
3 top up or complete oil change? o) el pl Cu i ALy lisd sl 3
op up or complete oil change” no [ N el
3| 18. Did attendant check with you whether ~ YES ax 8 S 1 Lad e il gl 333 a 18 3
only oil is to be changed or oil with filter? No [ N § Al gy 3l o Jadd 3l uas
19. Did he check using gauge the quantity ~ YES | pad il a3 (s e (s iyl B Ja 49
3 required to be topped up and informed i Ay Al I G el il 3
you? , Nno [ felly il Lgmilial)
PO Cu il ol e BEadll Cals bald Ja 20
3 20. Did the attendant check for oil legkages YES m O uﬁ):j;f:) Al oj:ij Cins 2 3
under your car from filter and drain bolt? NO D N B e 3l
3| 21. Did the attendant drain the used oil YES D w0 g Sl IS i el gl Gl a2 3
completely from your car? No [ ¥ feli s (pe
2| 22. Did he ask whether you want the engine ves A B Al e dee i o @lils Ja 29 5
to be flushed and did it if you agreed? NO E] N Teliadl g Jla RLREIAY
3| 23. Did the attendant fill the correct grade as  YES ax ol s /e 8 ABlal Cala sall 5 o 23 3
you requested? Nno O y flgidds Al dapn il
2

Lube change.doc <




o

3 +
Scores Critical Areas L) el Laah
24. Did he request you to startengine and  ygg X 4SSy o paall Juii ok of e clhs b 24
3 leave it running for one and a half ] f iy, a8 el il Al 3
minutes? NO ¥ 5 2 g o
3 25. Did t.he'attendant ensure that the carter YES m o iy %Zﬁﬁjlﬁ;hjfbgﬁ 25 3
bolt is tightened and there are no leaks? NO D N eyl
26. Did attendant carry out the following Aglad)l Cilia sl ol jaly Calasall & o 26
complimentary checks: Rkl
YES ol
31a. Battery Water top up no O b A jtaall ela Al 31a.
nva [ abuy
ves d w
31b. Coolant Water top up no [ ¥ coolant/oall sledinl  31b.
va [ sy
ves I = .
31c. Auto Transmission Fluid top up NO D b GV Sl B JLP uU MLA\ 31c.
(0 ssipanait i)
va [ absy
ves I
31d. Brake Fluid top up no [ ¥ daill cyydila)  31d.
nA O sbiy
ves N
31e. Gear Oil top up no [ Y ool [l 3te.
NA [ aiy
ves X m
31f.  Air filter cleaning NO I:] Yy ol sl yid Cadaiy 31f.
na [ by
YES oo
31g. Wiper Water top up no O N ol Clalinal oo Rl 31g.
na [ sy
ves X~
31h. Clean engine using air gun no O Y el atnen Ay o el Cailas 31h.
nva O abuy
3| 27. Were any of your questions related to ;ZS % ) il e 5] L;L“— ateL.h\,!‘ um da 27 3
lube change answered? Sy i s Adany
na [ by
3 28. ai;:l (t:}: gtaff place the mileage sticker in :is % ?’; ngmﬁiuﬁf)\jm 28 3
' nA O sy €5 _taud
ves [
4| 29. Were you offered a receipt voluntarily? ~ NO O ) L)L) ANl Jeay e sade da 29 |4
nA [ by
5.  REST ROOMS AND MOSQUE raeall g (plaad foull 53) Aol g 5
Scores Critical Areas Al claal) Lalail
3 30a. Were they adequately stocked with all YES % ™ iy 5 pall e il gresns 3 43 cilS o 30a 3
necessary supplies such as soap? NO ¥ S gball Jia
Nna [ sy =
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Scores Critical Areas Ll ¥l Lai
ves [J
30b. Were they adequately stocked with all NO (‘: s all Sle Sl e 3 3630 cilS Ja .30b
'y Necessary supplies such as toilet tissue? Gl g3l 399 Jie
5/ No j uLeuo0 Na [ gsyy —=a
30c. Were they adequately stocked with all ves [ o 4 pall Sl Sl & B e SilS Ja.30c
necessary supplies such as paper towels? no O y L 48 42‘ u&‘-u-“ Jie
(paper towels are not required where fully Cldiae jigvie dygllaa pe A4 ) cadliall)
operational hand dryers exist) nva X by Y (333 i
31a. Were sinks clean? ves X o ol -@f;'%td‘;rflisd‘t“ﬁm
require comment when marked ‘No’ NO D ¥ crasil o Gl sy
NA [ sy
- PR ex
31b. Were mirrors clean? YES IX o~ ol ﬁt‘,’,‘ \:‘fyru&;: |'31 b
require comment when marked ‘No’ no O ¥ Tl o MY Y s 1y
NA [ sy
. ?— LR O R PR - .IS
31c. Were hand dryers clean? ves [X - ) Tuh qﬁ.{}.ﬁu:;‘u ~1_<.d: |'31C
require comment when marked ‘No’ no O v R e L e
NA [ iy
X s faalay ) sleall liSle il
31d. Were dispensers clean? YES p . _‘| et "y'TJLLyr? 'ISJT' |'31d
require comment when marked ‘No’ no [ b ceasll o> s
Na [ aauy
ves I
31e. Were toilets and urinals clean? no [ ¥ Pk Yol Sl il Ja 31e
nva [

32a. Were doors clean?
require comment when marked ‘No’

o
M

fals Gl Y @ilS Ja 322
sl o MY Ay s 1y

32b. Were walls clean?

B

(%4

ik (lhall S s 320

32c. Were ceiling clean?

(24

Sl il 1S Ja32¢

32d. Were vents clean?

fE

faglai Ml <l Ja 329

32e. Were floors clean?
require comment when marked ‘No’

zz=
>on
»4’5."

faada Gl ¥ S o 326
gl o MY ALY cals 1

32f. Were baseboards clean?

& m
o(ﬂ
<% |E

£
>
»

Fadai sac il o o) failall 5 <l o 32f

32g. Were grout clean?

=<
m
(7]

5
OOROONOONOONOONO0R OO

C\

F

I

“«

P-4
$5
(V4

feiulas B IS Ja 329
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Scores Critical Areas F I AN PON | PATH]
YEs [
33a. Were trash containers clean? no [] ¥ fhadas ddadll iy s S Ja 33a
5 N/A [ asiy 5
vEs X
33b. Were trash containers not overflowing? NO D b $iald e Aeladll lygla cilS Ja 33b
NA [ gy
ves K o ,
2 34. Was the restroom smelling clean & no O3 N (s) Q) Ainie s Aidai plaal) dail, S do .34 9
fresh (without any offensive odor)? plasll 8 Agy S Aail
NA [ asiy
; s laall & il Jagal) an S a
35. Were all the facilities inside the YES E & f e GAS':: de:: 3
restroom in good working condition? L. = N
2 require comment when marked ‘No’ no O 3 sl o2 MY A IS 2
NA [ ahuy
; £(5) ks aaall del 5l e oS
36. Was the Mosque premises clean? ves [] o ( ), ,;J\ i ,,:;, LL‘?A«L,’\SL‘%T 36
2 require comment when marked ‘No’ No [ ¥ st o> Al s 2
NA D aiy
Comments: setBBadlall [ gatadll
FOR OFFICE USE ONLY L83 Cikall ?\Aifu.u‘x'
Aaal) Lladl Ll eyl . .
0, g . . "
Yo ACTUAL SCORE mAaxiMum | Evaluation: et
Approach and Cleanliness aalailt 5 ol BN |1
Greetings and Initial Checks AW Sl a0 12
/gf):f?arance and Behavior of cpilh gl by elae |3
Service ieaall |4
Cleanliness - Restroom and clalaall - Aalkail |
Mosque el g
TOTAL £ _gadall
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SERIAL NO.

310/ 4

ADNOC DT STRIEBUION | )
REMAH ©/S - 447
REMAH MINS REST ARCA
A AIN
OESCRIPTION U1y PRICC TOTAL
VoyaarSriveril 5,00 14.00 Gl
Vow Nissan Alt 1,00 26.00 2600
1HTAL 96 .00 D
ASH l"AVr{-'NI' 9 .10
‘ol wern servedd by Operator 1
ATE 26/07/2012 20,450 11 84 Q1 5877 :
. » ¢
-

Thark you for Shopplrg.







