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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center g
O Ll Emarat 10 ey Eppco / Enoc / & &gl Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
e . Name Number Name Number | Name | , Number
1059 Mogeelb | T [ ]
Gender Height Built pectacles] Beard | Mustache] N Ethnic Groups
MIF JT (M [S]T [mIF Yes | No { Yes | No | Yes | No ]indian [Pakistani|Filipino [Expat. Arabs| Others:
BDDEDDDDEDEDDD O O
EMIRATE ";:Z:‘;’r:‘ AbuDhabi |  Dubai Sharjah Al Ain g‘:\:{"ai’:" Ajman Kﬁ:ism‘:'h Fujairah
O O O O X O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
qT4/7] 1o olg| 6|3 — 1 ol [142ali5:0)
07:00- | 10:01- | 43:01- | 17:01- | 20:01- Saturday] Sunday LMonday I Tuesday lWednesdayI Thursday [ Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAYOF
st TR O K O O wer | O O O O O X O
1. APPROACH AND CLEANLINESS AU 5 Y 1
[scores Critical Areas i) Yl L)
‘ ves [ Al e o el
| r 1. Was there proper sign to the Lube no [ q dibie o AValldaialjda g dlla (IS Ja 1
changing bay? ey M
na [ adiy
, ves [ |
3 2. Was the lube changing area clean and NO D e Akl oy s bl Ja 213
organized?
na [ sy
ves 0 o 4
4|3 Wasthereany oil leaking and fallingon " Fz q Sleae gy cuil gl dlin gs da 3 4
to the floor of the lube bay ? - Syl uad Asbia (A )Y
nva [ sy
ves i
2| 4. Were the waiting area and table clean?  NO D Yy a4l Ul y etV ddhie calS Ja 4| 2
na [ ssuy
- - YES o
5|5 :I/V\Ioarii';hge?televusmn in the waiting room v [ Y SV A e A den ol S a0 512
B ES Y
ves B o s
6. Was the board displaying complimentary ] g Al lgdle el Al Aall S da 6
services neat and clean? $agdai g 4 e Axilaadl cileadl)
B EAY
2. GREETINGS AND INITIAL CHECKS A oY il g qua il 2
Scores Critical Areas Ao} cYlaall AN
3|7 Was there any delay in approaching ves [J px il il b ali gl ia QS da 7 3
customers? Nno X Yy ol g Cals gall
8. Were you greeted in a friendly manner ~ YES Xl px sl A48 b il S s 8
(pleasant feeling)? Nno O N ¢ (z oA
TS b b ol A g Cim 1 8 £l <Y 13
51 If no, please describe behavior: Was it Li e . Lj“\l jjl: . j:di . {‘ 15
arrogant, without any expression, normal & SR I3 . ~"”
etc..... el
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Scores Critical Areas Agndualrt VLol PAVH]

3 9. Dti?hhe ?uide you:jvehkicls for ;iositiqtrliag YES A Cliall S I dabs s Cals gall a9 3
at the stopper and asked you to switc R .
the engine off? no [ ¥ Tl (S o ol 5 uudl iy

10. When asked by customer, was the bl OS da (Jaaall (e il gall g Loie 10
: ves [X] J haall (ya s :

5 attendant k_noyvledgeable ofdlffergnl i S _jlilly &g 30 o /E‘J"‘i i o e 5
grades of oil, filters and their relative No [ y Pleia JS 2l
benefits? Pleia JS 21l gy

YES i .. .
4| 11. Did he offer the waiting area to you? NO E]] (’: oY dd e byl elle sase da 1114
12. Did the staff thank you as you were YEs X] € 05 S Lt o S ala ol L6

4 leaving? NO D N A S L 2S5 slledde 1214

3. APPEARANCE AND BEHAVIOR OF STAFF S sl Cuilipall glia 3

Scores Critical Areas Ll ¥l Latas

' YES oy
3 13. g(ajstitclj'lfvumform of the attendant neat NO D Y LS e s Gl ealall Gl gall G S 1313
NA [ gy
YES o .\ .
14. Was the attendant wearing visible Jaay Ay (51 5y 3 a sall Cala sl IS Ja 14

3 No O Y . 3

nametag? Tz 52 50 4l Lgile
NA [ sy
YES [X] o
15. Was he able to communicate with &o deal il e 1508 Gl gl S Ja 15
3 Nno [ ¥ - 3
customer? Ul
A [T sy
YEs 4 ~
4| 16. Was staff courteous / friendly? Nno [ Yy Sakal/la g5 Caba sl S Ja 16 14
L NA [ sy
4. SERVICE dadll 4
scores T CifcalAreas T Gamaves T Ly
3 2ilS o G Gl a1
3 17. Did attendant check whether you need YES i wj)_iﬁ:j‘ aj\..;;\j Clj: ':L.\i; 17 3
. A 4 s al Ju Iz ok
top up or complete oil change” NO D y ¢ sl

3 18. Did attendant check with you whether YES ax 28 S ) Lad lie Calasall 38a3 Ja 18 3

only oil is to be changed or oit with filter? No [ Yy ¢ alall g 5 ol dadd oy N
19. Did he check using gauge the quantity ~ YES el S s e Qi Gl sall B s {9

3 required to be topped up and informed i Al O 3 AS B Gl ) 3

you? No [] fallyy il L)
s X i On O G G il (s pall

3 20. Did the attendant check for oil leakages ~ YES e wjjﬁui )ﬂ_t\n' - }:L; dA 20 3
under your car from fitter and drain bolt? Nno [J N S et AR

pEITR]

3| 21. Did the attendant drain the used oil ves K P Jariadl 3l S &y i il sall AE Ja 21 3
completely from your car? Nno [ y el o (e

2| 22. Did he ask whether you want the engine  YES & s el dae e ) il Ja 22 2
to be flushed and did it if you agreed? Nno [ Y flidd 5o Jla 4 Gl

3| 23. Did the attendant fill the correct grade as  YES Jus: Sl Aa /e 5 Adlals Cal sall G5 Ja 23 3
you requested? no [ Yy flgidhs Al dagaall

2
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Scores Critical Areas Tl claall Jal&is
24. Did he request you to start engineand  ygg P A8 STy oyl iy o o lia il Ja 24
3 leave it running for one and a half o 3
minutes? no O y fhuaiy 4a8s sad Joadill s B
3 25. Did t.he.attendant ensure that the carter - YES m p ui:jﬁ(_fﬁ:ﬁl LL:;L :j‘_\fjf? 25 3
bolt is tightened and there are no leaks? NO D N eyl
26. Did attendant carry out the following Aglaall Clis sadll ol ply calagall B Ja 26
complimentary checks: -
ves X
31a. Battery Water top up no O Y A jtall e A} 3a.
A [ sy
ves I
31b. Coolant Water top up no [ N coolant/ssdl sl diLal 31
na O ey
ves Kl w0 -
31c. Auto Transmission Fluid top up NO D N YAl Jis JLP u,J ‘:uL:-Ag 31c.
(0sant A1)
na [ abiy
ves M =
31d. Brake Fluid top up no O ¥ de il ey dilal 31d,
NnA [ sbsy
ves
31e. Gear Oil top up no [ y ool plcyy sl 3le.
na [ abiy
YES oo
31f.  Air filter cleaning NO D y caed ks 31F.
na [ abuy
ves [ =
31g. Wiper Water top up ‘no N gla ) cilabind ola il 31g.
na [ ahny
ves
31h. Clean engine using air gun NO D ¥ bl et pladinly o el s 31h.
na [ abuy
3| 27. Were any of your questions related to :l'(E)s % ?: Aalaiall il e gl L_Af— 7*?3\.;?" -w Ja 27 3
lube change answered? oyl uad Alesy
na O shyy
3 28. :Dhig (t:t;f gtaff place the mileage sticker in :l?)s % : ngmﬁim&ﬁﬁ:iﬁ\ 28 3
' nva O absy 5 Jlaul
YES @ pad
4| 29. Were you offered a receipt voluntarily?  NO D ¥ L Las) 3060 Jagdlle jamje Ja 29 |4
na O ssuy
5.  REST ROOMS AND MOSQUE raaaeall g (alaadl [l §3) i g 5
Scores Critical Areas Lol ¥ aualf Jalailt
3 30a. Were they adquately stocked with all YES % I 35yl Sl Hlivall anans 3 je3e S Ja 302 3
necessary supplies such as soap? NO ¥ Sogdall Jia
NA [ sy S
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Scores Critical Areas Al ¥l Jaaih
vt st (0] it 50
ry supp tollet tissue- N/A D Gy =8 099
30c. Were they adequately stocked with all ves [ pad Aol il jlidl g B jee S 2 30
necessary supplies such as paper towels? no [J ¥ T4 ) o) Cadliall Jia
(paper towels are not required where fully o Cldiae jA g5 vie Aygllae pe A, <alliall)
operational hand dryers exist) N/A Gk Y Gy Al
31a. Were sinks clean? YES pud . ew,% d‘,‘u‘ wls d“. 31a
require comment when marked ‘No’ no [ ¥ oo sl o MY Ay cals 1y
NA [ sy
31b. Were mirrors clean? YES P L. Faks If’bd‘ C”\S Lh. 31b
require comment when marked ‘No’ Nno [J b gl o MY A ks iy
NA [ ayy
31c. Were hand dryers clean? YES o . Q@ gl um“ wLS dﬁ 31c
3 require comment when marked ‘No’ no [ b e A Y
NA [ gy
31d. Were dispensers clean? YES E pxi e% Ostbeal ,C'lu"su w\s "h. 31d
require comment when marked ‘No’ no [0 v sl o MY A s 1y
NA [ gauy
ves X
31e. Were toilets and urinals clean? Nno O N faala Sl 440 cils Ja 31e
A [ gy
32a. Were doors clean? YES o . Fashs L‘-,"ﬁm — d“. -32a
require comment when marked ‘No’ no [ Y ara sl o MY A s 1y
na [ aesy
ves [
32b. Were walls clean? no Oy £l el S Ja 32D
NA [ sy
YES o
32c. Were ceiling clean? no [ Y fadal sl oIS s 32¢
na [ Gasuy
ves X
2| 32d. Were vents clean? no [ Yy fagul Ml cils a 324
NA O gy
32e. Were floors clean? YES K] pr Faks Q\"‘éﬂ‘ S J» 32
require comment when marked ‘No' NO D b gl Al o2 MY ALY s M
Na [ sy
ves [
32f. Were baseboards clean? Nno [ y Ak daelsll ~ o /lilall )5 cailS Ja 32f
NA [ gy y
ves D
32g. Were grout clean? Nno [ Yy Sl L3 (S Ja 329
vA [ gy
4
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Scores Critical Areas gl @Yol Jatas
YES pad
33a. Were trash containers clean? NO D b fhidai daaill iy sls il Ja 333
NA [0 ey
2 2
YES pri
33b. Were trash containers not overflowing? NO I:] b flails e dolaill ciysla SiS Ja 33b
NA [ asuy
ves [

2 34. Was the restroom smelling clean & NO D . b Qo) Adaiay Aaghai pleall dad) ) S Ja .34
fresh (without any offensive odor)? alasl 8 dgy S Anil 2

NA [ iy
; 5 aleall b i et -3l<
35. Were all the facilities inside the YES e et el Sl e d;!;.ss
restroom in good working condition? . —_— T
2 require comment when marked ‘No’ no [0 v sl o2 MY Y S 1Y 2
NA [ awiy
; (3) Gkt A28 g e
36. Was the Mosque premises clean? YES D o (), :‘ ’ “;:\{ flfj“uéﬁ -36
2 require comment when marked ‘No’ Nno O 0y gl o2 MY ALY S ) 2

NA X gy J

Comments: clBadiall [ gaadl)
FOR OFFICE USE ONLY Jath iSall pladiud
Alpall Ll LEY Je¥i aal .
0, 3 . . . -
fo ACTUAL SCORE MAXIMUM | CValuation: st
Approach and Cleanliness Addaill y Y |

Greetings and Initial Checks Y Sl s cus 1 |2
Appearance and Behavior of il gl Fsly jelaa 13

Staff

Service daaidl 14
Cleanliness - Restroom and Slalaadt — a8l
Mosque Saall
TOTAL £ ganall
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SERIAL NO.

3

2

2

ADNOC DISTRIBUTION
REMAH /S - 947
REMAH MINI REST AREA
: AL AIN

UESCRIPTION aTy  PRYCE TOTAL

VeyegrSilveral 1,00 63.00 §3.00
TOTAL 63.00
CASH PAYMENT £3.00

You ware served hy ‘Omr"amr 1
DATE 04/10-2012 15.00 71 53 Q1 9688

Thark you for Shopping..







