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PROJECT: ELARA - Lube Change

SERIAL NO.
3[8]2]4

Py
Pan Arab Research Center E

O wiw Emarat [ O a s Eppco / Enoc / 45t Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
( Name Number Name Number | Name Number
0 lrzaco doo' | Saga |Qoct [N wawe Hodkxlo | |
Gender Height Built  [Spectacle] Beard | Mustache Ethnic Groups
TIM ]S | T [M[F [Yes|NoJYes[No[Yes| No |indian [Pakistani] Filipino [Expat. Arabs[ Others: AJo Nl
EDDDIDDEDIZID[XIEIDD O X
EMIRATE szztlz'n“ Abu Dhabi |  Dubai Sharjah Al Ain ‘é’:v':‘a;‘: Aman | RasM | Eujairan
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
o133l olg | ile Folool oflz2 | O]l 13:Dpi3:39
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
] O O O O O o Od | O
1. APPROACH AND CLEANLINESS A3 g i By
Scores Critical Areas Azl laall hitaih
ves I o g 2
1. Was there proper sign to the Lube no [ q dihic e WYl dsualydasddia g8 ds 1
changing bay? Sy s
na O sy
4 YES pes
3 2. \é\:g:ntig(;cll%be changing area clean and NO D G e Ak o e Ailie S b 2 |3
na [ iy
ves [ = ] ‘
4|3 Was there any oil leaking and falling on g e e dyycy o gledlia g8 da 31,
to the floor of the lube bay ? m Sl s Ashaia b ()Y 4
na O sy "
YES oy
2| 4. Were the waiting area and table clean? NO [ N ik 4l all 5 Uyl ddhie il b 4 |2
nva O sk
e et I ves X
2|3 W;aﬂs(i’:]ge?telewsmn in the waiting room NO D N ¢ syl u)p 8 e soilill S Jy 52
nA O sy
ves X] A s y
6. Was the board displaying complimentary o m q Ll lgle el Al aall ciS s 6
services neat and clean? 48083 9 Ay ye Agilaall Claadll
NA [ skiy
2. GREETINGS AND INITIAL CHECKS A S uEl g s A2
Scores Critical Areas doulutt ¥l ottt
3|7 Was there any delay in approachmg ves [] p /ol 81 & als o s S0y 7 3
customers? NO m y ol ens (ala gall
8. Were you greeted in a friendly manner ~ YES hd pd sl) G da b a il de 8
(pleasant feeling)? Nno [ ¥ ¢ (z e
S Ja ralh sall Al Caia g 28 Bl y (Y 13)
5| If no, please describe behavior: Was it Lf ‘e . \ja‘j }jk; . j:.lf g.'),‘ 15
arrogant, without any expression, normal < o= . 23 : o Cj
efc.....
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il
Scores Critical Areas Al Ll PR
9. Did he guide your vehicle for positioning ygg il ISl ) sl Gl 6 e g
3 at the stopper and asked you to switch . L e . K
the engine off? NO [ | v felimal i o elia Gllay 5l <y
10. When asked by customer, was the . S da cdaandl (o Calh gl Jipus Laric 1
5 attendant knowledgeable of different YES m p m‘ - ‘ )fl ‘,_’:AJ / ljf !}“ 10 5
grades of oil, filters and their relative no [] q G = to" ] i e
benefits? flota JS il 584
YES i .. .
41 11. Did he offer the waiting area to you? NO EM] a’; $oUamy) dd e o oY e e da 11 [4
4| 12. Did the staff thank you as you were Yes [X] | € 500 S Loty ol S Cala gl 405
leaving? No [J N oL 8% b gall 12 (4
3. APPEARANCE AND BEHAVIOR OF STAFF pgS sl g (ils gall #ba 3
Scores Critical Areas Al el Jalait
. YES ]
3 13. Z\rl]zsﬁt(;w;?umform of the attendant neat NO D ¥ 9Ly Gl enlall Cilisall Gl S da 1313
NnA [ ey
YES [ | a ..
3| 14. Was the attendant wearing visible No [ ! g Deas A8y (o5 3y 3 g sl Cala gl IS b 14 3
nametag? Sz sam ?ﬂﬁh)h
NA L] 383 A yomp Deoloe- (12
vEs [ | ] L =
3 15. Was he able to communicate with No [] q e deal gl e 1,08 Gala ol S Ja 15 3
customer? ol
NnA [ sdsy
YES s
4| 16. Was staff courteous / friendly? Nno [ Yy Sl gy Calasdl S Uy 16 |4
nva [0 geny
4. SERVICE 4aanill 4
Scores  Critical Areas T T T T e T Law
T B N =
; S o) 3aaill Cals pall JB Uy
17. Did attendant check whether you need  YES o . < u)’—d P fuj ¢ » A7 .
3 top up or complete oil change? ) i el Sl AlaY plias s L 3
p up p ge? o O v e
3 { 18- Did attendant check with you whether ~ YES | pad L5 i€ 1] Lad lia Cabagall 3ia3 s 18 3
only oil is to be changed or oil with filter? No [ Yy € Al g a0 ol dad ) s
19. Did he check using gauge the quantity ~ YES pr el ol 6 gs Qi ol gl 6 Ja 19
3 required to be topped up and informed g Ay 3 A W ol ubaal) 3
you? No [] Sellly elalif 5 Lgisliz)
PO ol Gl e el caly 1.8 Ja
5 20. Did the attendant check for oil leakages YES B a0 wj: . /j;” - . ’{ij e 20 3
under your car from filter and drain boit? Nno [0 | vy IR oo e :
! fHll
3| 21. Did the attendant drain the used oil YES D T gead Sl JS i Cil gl A Ja 21 3
completely from your car? NO [:] N Tl jlow (e
2| 22. Did he ask whether you want the engine  YES e s oaall dae 3 S o il o 22 5
to be flushed and did it if you agreed? Nno O ¥ il 5o Jla A lly
3| 23. Did the attendant fill the correct grade as  YES [X] pxd Sl A pfg 5 Ailaly Calh all W6 Ja 23 3
you requested? Plei, A dagaall
NO R
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Scores Critical Areas FII OB Jalails
24. Did he request you to start engineand  ygs [X aa a8 iy & paall Qi o 8 o e il Ja 24
3 leave it running for one and a half o daas add el Ala 3
minutes? no O 3 buaiy 428 badl Jalil «
. ol A8 e /A gabea of (e il sall oSl Ja 25
4| 25. Did the atiendant ensure that the carter  YES 4 - :1 }ﬁﬁuﬁ’;ﬂ 5 i ‘;ﬁ.\; w3
bolt is tightened and there are no leaks? NO D N tcu 3l
26. Did attendant carry out the following Lilaall Cliagaidll ¢l aly absall B da 26
complimentary checks: -l
ves XI
31a. Battery Water top up vo O v Gjldllils)  31a.
na D sy
ves X
31b. Coolant Water top up no O N coolant/eudll sledilal 31,
va O sy
YES m p V1A el Jil 24y Adlial
31c. Auto Transmission Fluid top up NO D N G A JLG—,'\ T fu N 3te.
(O phpanl 5i)
na O sy
ves D
31d. Brake Fluid top up no O N el ill iy Al 31d.
na [ sbuy
ves B
31e. Gear Oil top up no O Y s [l )y ALy 3e.
nva [ sdsy
YES % pad
31f. Air filter cleaning NO b ol sl ild Candass 31f.
na [ abiy
ves Kl =
31g. Wiper Water top up NO D b} gla il Clalial cle 4] 31g.
nva [ sy
,, ves I
31h. Clean engine using air gun NO D Y shsell etese phaaiuly o el cadans 31h.
na O sy
YES S e ; . .
5| 27 Were any of your questions related to % ?: Alaial) lilind e g e e Qs da 27 3
lube change answered? NO Sy I s Aleny
va [ abiy
) . . ) YES axi JLU"’LS"AI‘C“_F‘-‘L}A\PGLSA 28
3 28. 5:2 (t:t;(i ;taff place the mileage sticker in NO % 9 ol 15 g{*“ Adleaal Jel_sia sLSH 3
nva [0 abuy B
ves I m
4| 29. Were you offered a receipt voluntariy?  no” [ y ¢L L) il Jea s dlle e da 29 |4
na [ suy
5.  REST ROOMS AND MOSQUE aanall g (alaadl foll ) Aal M G L5
Scores Critical Areas PRI (REAN PON AN
3 YES 3 3
30a. Were they adequately stocked with all % ?’; gl e el gaany 3 3¢2e <iS o 30a
necessary supplies such as soap? NO ¢y gaball Jia
nva [ gbuy =
3
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Scores Critical Areas Al ¥l Jataih
, YES o - o
30b. Were they adequately stocked with alil O iy 4205l Sl Sliasall asens 3 3¢ ilS Ja 30b
necessary supplies such as toilet tissue? NO [ Sallglll g 199 Jie
NA [ gy
30c. Were they adequately stocked with all ves [ axd sl Gl il aians 5 jgme S Ja.30c
necessary supplies such as paper towels? no [ N 48, olf Cidliall Jie
(paper towels are not required where fully } Gldiae 345 die dy5lha e g, riliall)
operational hand dryers exist) NA D sy y (YT )
31a. Were sinks clean? YES m o o all f ‘“,,“,,dfu:‘ ﬁﬁs"}?"ma
require comment when marked ‘No’ No O ¥ Castl om MY ey calS 1y
nA O sy
TR —
31b. Were mirrors clean? ves X e Dl g l:“"):‘ ‘ujlisd?’.31b
require comment when marked ‘No’ Nno [ Y sl o2 YT LAY il 1y
NA [ sy
- TR e FY
31c. Were hand dryers clean? ves D o . ,'Tglﬂ gdf,s”,, m: ‘MIS\SJT l.31c
3 require comment when marked ‘No’ no [ Y a2l o MY LAY S 1y
Na [ geyy
I and ik - -4 ot
31d. Were dispensers clean? YES m p . ‘m“m Uﬁb‘:” ':—iLiL;\g_‘lelSdT "31d
require comment when marked ‘No’ Nno [ ¥ sl o YT Y cals 1y
NA [ gy
vEs D e
31e. Were toilets and urinals clean? Nno OO v fAadal o) Ll el U 31
NA [ gy y
by faglay Ll oY) e
32a. Were doors clean? YES ox ol ',,y,,',{f‘ ;"\jfs“"?.l‘?’za
require comment when marked ‘No' no [J b cea Al o YT ALY s 1y
L NA [ gy —
ves ]
32b. Were walls clean? no O v ik Gl il Ja 32p
NA [ gauy
YES pi
32c. Were ceiling clean? NO N Sk il S s 32¢
NvA [ sy
YEs X
2| 32d. Were vents clean? Nno [ y faghs NUall S s 324
NnA [T sy
T s s 9T
32e. Were floors clean? YES m px ol VM,,Y}:“‘S;rUESJT "328
require comment when marked ‘No' Nno [ Y eSS I N
va [ gy
ves ] w
32f. Were baseboards clean? Nno [ y Ak saclall & of lailadl i )50 calS Ja 32f
NA [ gwuy
ves I
32g. Were grout clean? no [ ’Y faks B3 (IS da 329
NA [ guy
4




Scores Critical Areas Aaubal) laal! AN}
ves [X]
33a. Were trash containers clean? no [ b Ayl dalall Sl gla <l ds 1333
9 nva [ cdby )
YES pad
33b. Were trash containers not overflowing? NO O 8 Phaili e daladll Clgda S da 33b
NA [ @iy
ves 4 S ]
2 34. Was the restroom smelling clean & NO D N g‘ Q) Adiadas Ak aleall A3 S Ja 34 o
fresh (without any offensive odor)? f(olandl B Agy S Aad
NA [ asuy
3 Gand alaadl & Gl jaeaill xaes i< Jda .35
35. Were all the facilities inside the YES m o= e eue: JSdy
restroom in good working condition? o w4 T e
2 require comment when marked ‘No’ no [1 ¥ gl o MY ALY S ) 2
A [ akiy
: ; (5 ki daaall Al i e (S
36. Was the Mosque premises clean? ves [ ( ), yl\ ' ,,:; LL‘?‘“U'S:%T 36
2 require comment when marked ‘No'  NO I cas el ) s 2
NA X gy
Comments: scalBBadiall f gaasll
FOR OFFICE USE ONLY Laih Cisall plasiuy
Alavual} Lol Laill Je ¥l aal) .
9 : ion: < ausil)
% ACTUAL SCORE | _ maximum__| E¥3tien el |
Approach and Cleanliness Aaldaddl y o 8V 1
Greetings and Initial Checks A Y Sl g s 12
é{);)ftfaarance and Behavior of ol gl gl g et [3
Service i3l |4
Cleanliness - Restroom and Gilalaall — Addail 5
Mosque a5
TOTAL £ gaxall
5
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SERIAL NO.

318 |2

ADNOC DISTRIBUTION i
AL CORNICH S/S - 777
Tel 09 2241377, Fujairah

DESCRIPTION QTY  PRICE TOTAL
VoyagerBronz4L 1,00 50.00 50.00
VoyagerBronzil: 2,00 13.00 26.00 '
TOTAL 76.00
CASH PAYMENT , 76.00

You were served by Operator 1
DATE 10/08/2012 13:34 T1 83 01 1277

Thanks for Shopping ......







