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PROJECT : ELARA (Lube Change - FINAL 2012)

)

PROJECT: ELARA - Lube Change

SERIAL NO. .

48

5|15 -

+

aafom,
Pan Arab Research Center &

Df—:b‘a! Emarat I D 45 S Eppco / Enoc / Syl Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number | Name Number | Name Number
O Noosva 2 4og[Rocne RuoY [Adel Ualalile3 &
Gender Height Buut ISpectaclesI Beard Mustache‘ Ethnic Groups
TIM IS ]T [M [ F |Yes| No|Yes| No | Yes | No |indian [Pakistani]Filipino [Expat. Arabs| Others:
IZDEIIZIE]DIDDIDE]DDEIEI X n
EMIRATE V;zzti:‘" Abu Dhabi Dubai Sharjah Al Ain Lcll:‘wma::ll Ajman KE:ism‘:h Fujairah
X O O O O [ O O O
SITE {D Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
o q 1 FH o> ] o2 [€odbol ol2 | ol\ [1038 \o: 48
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 TMTTR O O O visIT O Od O O O O
1. APPROACH AND CLEANLINESS A3 4 gbﬁ"ﬂ A
Scores Critical Areas Lyt ¥ aall Ll
ves X (,..
1. Was there proper sign to the Lube no [ dadaia o AYall daal y da gl ollia S dﬁ A
changing bay? Sy i sl
nva O _e-h-u‘i
} ‘ YES pal
3 2 \é\:g:;gz(;l;be changing area clean and NO D Y e dids cu il asdihieciS a2 |3
nva B seuy
ves [1 . _ .
4|3 Wasthereany oil leaking and falling on = q e 4 gl i gl lia g da 3 4
to the floor of the lube bay ? Sy 3l st Ahaia (A ()Y
na [ ey j
YES ol
2| 4. Were the waiting area and table clean? NO [ Yy Chakn A1l g Uauy) dahie S Ja 4|2
nva [ by
5. Wasth h vES o
. the television in | iti cengl %2 s e
2 woé:'iinge? elevision in the waiting room no [ ¥ I A b dew op il S a5 |2
na [ sy
YES o e o
6. Was the board displaying complimentary [ g Ll lgle el Aaa Ml cils da 6
services neat and clean? $aakai 5 43 e Ailaall Cileasl)
va O sy
2.  GREETINGS AND INITIAL CHECKS A g Al g qua 3N 2
Scores Critical Areas Aulud) ¥l Jalaih
3| 7. Was there any delay in approaching ves [ e pafl ) & pali o ia S da 7 3
customers? Nno B4 N SOl gad calbs gall
8. Were you greeted in a friendly manner ~ YES X e ) ddsdy s M s da 8
(pleasant feeling)? NO D N (S
S da rabh gl 8 Cia g1 28 sla 5 Y 1)
5| If no, please describe behavior: Was it © e u:;j : j‘; j:ﬁ s
arrogant, without any expression, normal e Rl g O £ 505 ?‘;‘*\’
etc.....
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Scores Critical Areas Lkl L) Llaih
9. Did he guide your vehicle for positioning Yes (A ; Ll a3 Sl b el odlf 216

3 at the stopper and asked you to switch £ (:; |(:) 0. ‘f“d_:i ) ijl ?.gla -9 3

the engine off? Nno [ ¥ 0 aall ik =g 5 obdl alayy
10. When asked by customer, was the , S b caaall e Calagall Sy Ledie 10
attendant knowledgeable of different YES E i "‘hu . o )A y )

5 S - ; ub.\lﬂl)c_a)gjlul.a_)a/&l‘,:‘m?h 5
grades of oll, filters and their relative No [ v . A
benefits? Tlgia JS 2 g8

YES i s .

4| 11. Did he offer the waiting area to you? NO E’ ": ¢ hny) A48 e ol dile e e da 11 (4

4 | 12 Did the staff thank you as you were YEs [} ¢ 5olas i Wiy o Ky Calipall S5 b 12 |4
leaving? No [J vy 7 = ' ¢ .

3. APPEARANCE AND BEHAVIOR OF STAFF 1pgS sy Cpilhgall jelia 3

Scores Critical Areas Al e AN

_ YES I
3 13. Z\r/]?jsﬁ?;? uniform of the attendant neat No [ Y ey Gl el Gl sall Gl S U 13 |3
Nva [ sdyy
Yes X : s .
14, Was the attendant wearing visible = a8y (53 59 353 sall il gl S Ja 14
3 nametag? Nno [ 3 o . 3
g7 ) T 3o dansd Leale
N/A l% Gl Y ’\B’\C'
YES an P
15. Was he able to communicate with & dualsill e 10l Gl S da 15
3 customer? No [ ¥ INETSY 3
NvA [ ssay
YES axl
4| 16. Was staff courteous / friendly? No [ ¥ Sladal/fasny Caba s S Ja 16 | 4
NvA [ sy
4. SERVICE sdasdll 4
Scores Critical Areas Gl YLl BEIH]
: S O G Feailly Calh pall 26 Ja 17
17. Did attendant check whether you need YES IX P u uu)u] P P‘(’ L

3 t o et il ch e? qjﬁuelufj\ﬂgychua‘)wl 3
op up or complete oil change? Nno [ y e sl

3| 18. Did attendant check with you whether YES ox A S 1) Lad i ol gall (5385 Ja 18 3
only oil is to be changed or oil with filter? no O M) £l 5 30l i ey 3l s

19. Did he check using gauge the quantity  YES [X] ard Rl Cu (5 g Gy Cala sall o5 Ja 19

3 required to be topped up and informed G Gl S Gl Ll 3

you? Nno [J v Sl il 5 Ll
2ol oyl e (3l alh el W3 a2

3 20. Did the attendant check for oil leakages YES E o uﬁ;ﬁ;ﬁ:} S e bjij s 0 3
under your car from filter and drain bolt? NO D y B ¢cu sl

3| 21. Did the attendant drain the used oil YES P aniuaall 3l JS i (i sall Q6 Ja 21 3
completely from your car? No [ y el s (e

2| 22. Did he ask whether you want the engine  YES = A Ay el Jue S o) il o 22 5
to be flushed and did it if you agreed? Nno [ ¥ Cuelidh) go Jla JECRTIIRY

3| 23. Did the attendant fill the correct grade as  YES 13 oxd Syl da /g 5 Adlaly Cabasall B8 Ja 23 3
you requested? Nno [ y fledilla Al Al

2
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Scores Critical Areas Al Yol PATHI]
24. Did he request you to start engine and  ygs 3 o a8y paadl sy o o lie s Ja .24
3 Iegve it running for one and a half l:l ‘ i ¢ 4380 5aa) i) Alla 3
minutes? NO b 5 A8 o &
3 25. Did @he.attendant ensure that the carter YES o> uﬂﬁjﬁﬁj‘, f;l:h ﬁfﬁ 25 3
bolt is tightened and there are no leaks? NO D v j B N Vc.uJ.U
26. Did attendant carry out the following Lilaall il saill o) aly calagall JE Ja 26
complimentary checks: sagl)
YES o
31a. Battery Water top up NO [_-_l N A el e dilia) 31a.
na [ abiy
ves B
31b. Coolant Water top up no O ¥ coolant/asll s iibal 31D
N/A D Sday Y
YES o }
31c. Auto Transmission Fluid top up NO D ¥ R )LP HU u\‘“ 3tc.
(0 8mml )
A [ iy
ves B
31d. Brake Fluid top up no O Y da cyjils) 31d.
na [ sy
ves XI
31e. Gear Oil top up no [ y s el ey dilal 3te.
nva [ sy
 oves K
31f. Air filter cleaning no v ol glicals 31,
va O sy
ves I
31g. Wiper Water top up no O ¥ ol clabia sLa ) 31g.
nva O ssuy
ves [
31h. Clean engine using air gun NO D N elsedl et Al O el adan 31h.
na [ ahuy
3|27, Were any of your questions related to :I(E)S % P: dalaiall dlilind e s e "*?’L.fé" uA-' da 27 3
lube change answered? S 3l s Aleny
nva [ sy
3 28. aig (t;r:? gtaff place the mileage sticker in ::E)S % P’; Afﬁmﬁi:ﬁﬁ;ﬁ "28 3
' na O sy €5 ol
ves K
4] 29. Were you offered a receipt voluntarily? ~ NO O Y 0 ksl il daay e (i e da 294
na [ aduy
. 5.  REST ROOMS AND MOSQUE sl g (plaall fesll g5) Aol Y i f .5
Scores Critical Areas EIE R AN PR | PAYH)
3 30a. Were they adequately stocked with all YES il el aens b g S da 30a 3
necessary supplies such as soap? NO D ¥ £y gball Jia
na O gy 25—

Y
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Scores Critical Areas WA PR LA
ves D
30b. Were they adequately stocked with all O] 6‘: )3 el e el raans 3 jeae i€ Ja 30D
necessary supplies such as toilet tissue? NO Sl il (G299 Jia
A O gy .
30c. Were they adequately stocked with all YES ax Ay gl il il & B e S s 30
necessary supplies such as paper towels? NO D v 48 )90l cadliall Jie
(paper towels are not required where fully Glitae B4 dic dygllaa e 446l Cadliall)
operational hand dryers exist) nva [ by (31 i
31a. Were sinks clean? ves X pd Ll ! ",,'\fj,fl;“f;f‘fﬁs‘l?"a’w
require comment when marked ‘No' no O b gl (2 Al s
NA [ Gy
31b. Were mirrors clean? YES [X  pu - u’:\i‘, zf;r“\s\sdT‘Mb
require comment when marked ‘No’ no [ ¥ grasill oa Al s )
NA [ gdyy
X 3 failas oAl Cildda e culg
31c. Were hand dryers clean? YES X p . ,ﬂl' ‘féf,\ij"u L\;\jlu: ,LSJTS“S‘IC
3 require comment when marked ‘No’ no [ ¥ [l AR i
nA [ gy
X : fdiada o gleall CiliSle cailg
31d. Were dispensers clean? YES ] o gl hedi ,,y,:_'{éyr’j ,\S‘JL""BM
require comment when marked ‘No’ Nno [ v sl Al s
na [ gy
YES o
31e. Were toilets and urinals clean? Nno [ Yy a4l Jodl A cilS Ja 31e
NA [ by
32a. Were doors clean? YES pd - g m’:g’;"‘,‘:’:{;‘u \§\5Lil|.32a
require comment when marked ‘No’ no [ Y Gl T o AR A s
NA [ gy
YES KXl s
32b. Were walls clean? no O v faaki el i€ U 32b
NA [ sy y
YES &
32c. Were ceiling clean? Nno [ ¥ faudss caaudl (S s 32¢
Nna [ gy
ves I
2| 32d. Were vents clean? no [ b faadss MUl cil Ja 32d
nva [ gy
¢ ; aadai luia Y1 s
32e. Were floors clean? YEs K o il ) ..?.." fx_.li\Jl - .‘SJTM'328
require comment when marked ‘No’ no [ v Tt e PRl
Na [ gy y
ves Kl
32f. Were baseboards clean? No [ N A4k sae ) o flailall i S Ja 32f
nva [ gy
YEs X A
32g. Were grout clean? Nno [ N feala L3 S Ja 329
nA [ gny
+ 4
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5 +
Scores Critical Areas Aaaludl) ¥l pATHI]
YEs I
33a. Were trash containers clean? NO D b faa,das Adbadll G e i€ Ja 333
) NA [ amiy
YES X o
33b. Were trash containers not overflowing? NO [] Y fhailh e Aaladll Gy <iS da 33b
NA [ gy
ves ] - ]
2 34, Was the restroom smelling clean & NO D y L_g‘ O3) Adziay Aglay Jlaall Aad) ) cls da 34
fresh (without any offensive odor)? plasdl A Ag S,
NA [ gy
[X ; Jand alaadl (& il agatl) e cailS o .35
35. Were all the facilities inside the YES oo b e e
restroom in good working condition? L. . et
2 require comment when marked ‘No' no OO v gl o2 YT ALY il 1Y)
NA [ asay
3 9(5) sk aseeall Al f e 1S
36. Was the Mosque premises clean? ves [J e ( ), ,Edl i ,,;ﬁ uj\;;\t':fksﬁ 36
2 require comment when marked No'  NOo [ ¥ o gt :
N/A Gilals ¥
Comments: reldaadlal) [ gadedll
FOR OFFICE USE ONLY Jadd Coigalt a\a&.’w\'
Alaall Lala3H LEl Jey sl . .
9 : : i)
% ACTUAL SCORE | _mAXiMum | Evaiuation i

Approach and Cleanliness

aaaill 5 b yady!

Greetings and Initial Checks

A5 Sl 5 o

/S\gpf?arance and Behavior of il gl ol gl s el
Service S
Cleanliness - Restroom and clalaall — Al
Mosque daally
TOTAL & saxall
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R S, " vovamy *M..»»‘s

SSERIAL NO

T4 Ia |55

o 5 g S o e i oo Wt e -

LIwWA S/S 97
LIWA TOWN

ADNOC DISTRIBUTION
WESTERN REGION, UAE

| DESCRIPTION QTY  PRICE TOTAL
YoyagrBronzeit. 5,50 11.00 60.50

TOiAL 60. 50

CASH PAYMENT 60. oo

You were served by Opera 1
DATE 03/03/2072 10:48 T1 S2 01 6645

THANKS FOR SHOPING . i







