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PROJECT : ELARA (Lube Change - FINAL 2012)

PROJECT: ELARA - Lube Change
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SERIAL NO.

4 2|3

+

P
Pan Arab Research Center &

Déb‘-«.‘ Emarat [ [ 44/ <4 Eppco / Enoc / @.L’J;m Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
6 Name Number Name Number | Name Number
103 HEEN
Gender Height Built  [pectacled Beard Mustache Ethnic Groups
T M [S 1T [MJ[F |Yes]| No]|Yes]| No|Yes]| No |indian [Pakistani[Filipino [Expat. Arabs| Others:
EDDEDD&DDEEDED&D O 0O O
EMIRATE V;::‘;;“ AbuDhabi |  Dubai Sharjah Al Ain g’:;‘a;‘:" Aman | SaSAL | Fujairan
O O ] O ] O X O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
§ ; 1 4 | ’ . N
8814 03 | M3 | ¥3B | Ol4: | OlF |IS 00ll5. Q4
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
ST AT 0 ® O O vst | O O O R O O O
1. APPROACH AND CLEANLINESS 48U 4 g\jé“ll 1
Scores Critical Areas Al cNLwl Llah
YES X R . R N )
1. Was there proper sign to the Lube no [ q dahia o AYAl daialgdaddlia oS da
changing bay? ey M sl
na [ seiy
2. Wasthe lub i YES E N
3 . or;i:r:izeeclil’l? e changing area clean and NO D Y ey didai cy il juadihie calS Ja 2 (3
va [ gsay
ves [1 . . o
4|3 Was there any oil leaking and falingon X q e dygcnil o gl dia glSda 3 4
to the floor of the lube bay ? S 3l s Adhaia A (Yl
na [ assy ]
YEs B
2| 4. Were the waiting area and table clean? NO [] N eaad Al ally iyl ddhie el Ja 412
va [ asuy
e telovision N YES o
2 5. vaoarls(i;ge?telewsnon in the waiting room NO D y ¢ Uanyl 4 2 i G 58l S a5 |2
va [ ssuy
ves [1 . s .
6. Was the board displaying complimentary O g Al lgde jelat Al dalll cilS ds 6
services neat and clean? PAas 5 4 ye dulaall Cileaaldl
na B by
2. GREETINGS AND INITIAL CHECKS AV sl s qua gl 2
Scores Critical Areas gl Ll PR
3|7 Was there any delay in approaching ves [ px sl ) & el ol dlla S a7 3
customers? NO Y bl e Cals gl
8. Were you greeted in a friendly manner ~ YES LX prd Gy L da ke i s 8
(pleasant feeling)? No [ N ¢ (o4
S da b eal & i Com ga 28 2la y (Y 1Y)
51 If no, please describe behavior: Was it Lj R Lj;l . }j; j:‘i 7 )“ )
arrogant, without any expression, normal @ R GRS AR o umm. ]
etc..... L&
1
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Scores Critical Areas Dl c¥laal) pHHI]
9. Did he guide your vehicle for positioning YES [X] ; Ll - . WL i
3 at the stopper and asked you to switch X & :“ el ul%d.\ ﬁ“ a.bu}" L_,‘LJAI & d% -9 3
the engine off? No [ ¥ el fpia of elie e g 5 Ll alayy
10. When asked by customer, was the 5 S A cdieadl e Calh gl o Ladie
5 attendant knowledgeable of different ves px St.dfll - ‘ )SI c_:L:)A; / ‘}.‘?‘ d!y 10 5
grades of oil, filters and their relative No [ N 5 RS . . "h
benefits? fleba JS i 4,
YES i .. .
4| 1. Did he offer the waiting area to you? NO “: OB A8 e Y e (me da 11 (4
4| 12 Did the staff thank you as you were ves [ € jolat S Lai o €2 i pall A8
leaving? NO N y P s & Sy 5al I A2 4
3. APPEARANCE AND BEHAVIOR OF STAFF 1peSsbu g (il galf e 3
Scores Critical Areas Ll L) Jaldll
' YES pxi
3 13. g\:]zsﬁtg;?umform of the attendant neat No [ Y 9L e Gl el s sall e S A 13 (3
NA [ sy
Yes [ : s .
3| 14. Was the attendant wearing visible NO c"; ek A8y (535 5 3 g gall il gl IS a 14 3
nametag? Sz 3 g dand Lede
NA [ gy
ves [X] .
3| 15. Was he able to communicate with No [] q & Jeal gill e 1,08 Calagall (S a5 3
customer? sl
NA [ skny
YEs X
4| 16. Was staff courteous / friendly? Nno [ Y Slahl/la oy cabssal (S Ja 16 (4
NnAa [ assy
4. SERVICE el 4
Scores Critical Areas Ll Lol Jaliily
s : S O e Basdll el gl BB b 17
17. Did attendant check whether you need - YES o A )’J i f‘d e
3 top up or complete oil change? S5 i ol il AdaY gliag s 3
- Nno [ p) £ el
3| 18. Did attendant check with you whether ~ YES B axd ) 5 a1 Lad e Gili gl 3is3 Ja 18 3
only oil is to be changed or oil with filter? Q@ || Ny ¢ il gy 3l ol dadd a0 s
19. Did he check using gauge the quantity ~ YES [ ard AlRIb G 0 (6 e Gy Calagall BlE o 19
3 required to be topped up and informed o Al A I Gl sl 3
you? no [J Y Sl dlalyl , L3l
% P Om M G e BT ks pl G
3| 20. Did the attendant check for oil leakages ~ YES e uj: - ey ’ij :ﬁ 20 5
under your car from filter and drain boit? Nno [ N S e e o S?
Sy 3l
3| 21. Did the attendant drain the used oil YES B4 P dexidl 30 JS il gall B8 Ja 21 3
completely from your car? No [ Y YEI FTILIIN
2| 22. Did he ask whether you want the engine  YES O A Al el Jae a S o) elila Ja 22 5
to be flushed and did it if you agreed? NO y ~ . Peeliddl ga Jla Sally
3| 23. Did the attendant fill the correct grade as  YES B o o A g 5 Alal calh gl A Ja 23 3
you requested? No [ y eialla Al dapaiall
2
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Scores Critical Areas Al cNLaall PANH|]
24. Did he request you to startengineand  ygg a8 iy o ) Gy o sl o elie s Ja .24
3 leave it running for one and a half RENTPRR L aemt % . 3
minutes? no O N $iual g 4583 sl Jplll Al b
3 25. Did t_he.attendant ensure that the carter YES @ . ;&fﬁgdi:zﬂig ;:Si;;l:: 25 3
bolt is tightened and there are no leaks? NO D N j i ‘L.u)ll
26. Did attendant carry out the following Llaall Clea saill o jaby alasall 8 Ja 26
complimentary checks: -l
ves O ~
31a. Baitery Water top up no [ b A tall ole A8l 3a.
na B sy
YES pad
31b. Coolant Water top up no O y coolant/s bl sle iilal  31b.
na O sy
YES S .
31c. Auto Transmission Fluidtopup  NO y oA el 3e.
(0 shsansil 1)
A [ iy
YES j
31d. Brake Fluid top up NO EI b} Jal_all 2y § Adlal 31d.
nva O asay
ves [ j
31e. Gear Oil top up no B4 b s el a5 Al 3e.
na [ sy
ves B ;
31f.  Air filter cleaning no O ¥ oyl gilcals 31f.
na [ iy
YES :
31g. Wiper Water top up no [ y ol il ole ddlis) 31g.
nva [ smuy
YES ol
31h. Clean engine using air gun NO O Y el atia plaATul & jaall Caad 31h.
wa [ sy
3| 27. Were any of your questions related to :KEJS ?: dalaial) eilind e g &9 ‘"*t!‘—?\!‘ CAA-' ds 27 3
lube change answered? Sy st Aglany
NA [ sbiy
3 28. aig ér;? 's;taff place the mileage sticker in :::E)S r‘: Amgmﬁmﬁf;ﬁ 28 3
' na O sy 5l
ves [ =
41 29. Were you offered a receipt voluntarily?  NO ™A Yy Sl bad) w2 Juay e mpe da 20 14
na O ssny
5.  REST ROOMS AND MOSQUE el g (el fesll 55) Aal M i L5
Scores Critical Areas Al Syl PATH]
3 30a. Were they adequately stocked with all ves B o Lyl e Jliaal) prans 3 j¢2e il Ja 302 3
necessary supplies such as soap? NO D v o gkalt Jia
nva O iy -
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Scores

Critical Areas

Al el Ll

30b. Were they adequately stocked with all

3 m
7]

a.)_)‘g)"an Cﬂ.a)llnm.“ Q‘—“""EJG'*‘ ats Ja .30b

necessary supplies such as toilet tissue? Sl gl (3,9 § Jie
N/A b
30c. Were they adequately stocked with all YES Al e Jliunall asens 8 3ee <iilS Ja_30c

necessary supplies such as paper towels?
(paper towels are not required where fully

NO

948 13 caditiall Jia

Sliina i sie A slae 5 A8 il

DC’E. SE %Y.%%’E.

B
O
[}
operational hand dryers exist) na [ ¥ (3891 A
(I’ 1 l-. . -
31a. Were sinks clean? YES ol o ‘,,y,fjff;r‘ffsd?"ma
require comment when marked ‘No’ no O sl o YT ALY il 1y
NA [ gy
3 faanas Ul jall
31b. Were mirrors clean? ves K - 4:";: ;i\j‘“"ﬁsd‘r,{s'lb
require comment when marked ‘No’ no [ ¥ grasll o MY ALY s 1y
NvA [ sy
aaday | Cldiaa il
31c. Were hand dryers clean? ves B4 e sal "sgfzj.,‘_'u;yrf 'Lsdr' "310
require comment when marked ‘No’ no [0 v gl oy Rt A
NA [ gy
: SR ¢yl L o
31d. Were dispensers clean? YES i ) ,”| Uﬁ"“:‘y,ﬁ {:;‘uj\%&d?."sm
require comment when marked ‘No’ Nno [ Y sl o> e
NA [ any
YES o
31e. Were toilets and urinals clean? no [ N $iydal Sl Sl oS Ja 316
NA [ gy
: falas b o
32a. Were doors clean? YES o .l Mff?,,‘alfyﬁfsd?{%a
require comment when marked ‘No' no [ Y g sl o2 T2
NA [ sy
ves [
32b. Were walls clean? no O % Sl sl culS Ja 32b
Nna [ sy
vEs B
32c. Were ceiling clean? Nno [J b S caaudl S s 32¢
NA [ akyy
YES 14
32d. Were vents clean? Nno [ y faidss dtall calS Ja 329
Nna [ sy
H faalai Cilica Y il
32e. Were floors clean? ves [ aall o ,,?,,", )\:y‘uj ‘ISJT' "328
require commf_r;t when marked ‘No’ NO b gl (o2 Y Al ik 1y
valér on he £ /op¢ nva O sy
' YES ot
32f. Were baseboards clean? No O ¥ $aadas s il & of flailall 50 cwilS s 32f
NA [ sbyy
ves A
32g. Were grout clean? vo [ Y fealay L3l oS Ja .32g
NA [0 gy
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Scores Critical Areas Tl c¥lpalt Jalail
YES ol
33a. Were trash containers clean? NO D b 3 Aaladll Gl s <ilS Ja 334
NA [ aeuy
2 = - 2
YES pad
33b. Were trash containers not overflowing? NO b il e daladll i gla S Ja 33b
NA [ gy
ves [1 o L ]
2 34. Was the restroom smelling clean & NO N L;‘ Os) Adinia g Aiai aleadl 4ad) ) CilS Jda .34 2
fresh (without any offensive odor)? = $(alandl b Aga S A3,
NA [ abiy
3 S aleadl & & il asea <ilS Ja 35
35. Were all the facilities inside the ves [] e i euo:: JS
restroom in good working condition? L. S T e
2 require comment when marked ‘No’ No B4 v sl o2 YT e S W 2
—Hand olhyer ndT «0iking . '
J 1 NA O Gy
i H £(5) ki dasall deld ol e oIS
36. Was the Mosque premises clean? YES D pr ( ), j;h ’ ,,:;, &_\LC‘;T"L')LS “J_: 36
2 require comment when marked ‘No’ no [ 3 Tt o> Al S 2
NA B gy
Comments: sUaadlalf /f gaadl)
%
not wearing  mame '7aq
— \ )
7 had o aSkr]"o(#e ’Y@ce'/b\ll-
FOR OFFICE USE ONLY Jagd (ii<all PAKE |
Alaall Jatadl) LAl Je Yl aal .
0, . | H . . -
% ACTUAL SCORE | _ MAXiMuM | EVauation e
Approach and Cleanliness Aadaill 5 ol ;Y |1
Greetings and Initial Checks | &sY) clSuiali s cua 31 12
é{)apftfearance and Behavior of il pall A ghas s sedaa |3
Service aadll (4
Cleanliness - Restroom and clabaal) — dalail )|
Mosque dasall g
TOTAL £ gapall
5
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SERIAL NO.

4123

LY

ADNOC DISTRIBUTION
© AL DHIYAFA S/S--884
ALDHIYAFA AREA
AJMAN

DESCRIPTION ~QTY  PRICE TOTAL -

VoyagrSiiveriL - 4,00  14.00 56.00
. New: Hylndai So 17.00 “17.00.
( TOTAL 73.00
CASH PAYMENT 73.00

You were served by Operator 3
DATE 13/03/2012 15:27  T1S3.03 2263

Thanks for Shopping ......







