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PROJECT: ELARA - Lube Change
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SERIAL NO.

5

0

3

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
' 6 Name Number Name Number | Name Number
05 MRIL | [ 16[ 1]
Gender Height Built _ [Spectacle] Beard | Mustache] Ethnic Groups
M]F JT[MIs|T[MIEF ['Yes [ No [ Yes [ No | Yes [ No [Indian [PakistaniFilipino [Expat. Arabs[ Others:
ROOOROROOROROR K O O 0O O
EMIRATE ";:::z:‘ Abu Dhabi |  Dubai Sharjah Al Ain g‘;‘;’aﬂ Ajman K'::ism’“ah Fujairah
O X O O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
glal2] ol>x]2]2|12lo lOolo | 0|2 [4:50)\0\+
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
VvISIT : VISIT
O o o O O O O O O X O
1. APPROACH AND CLEANLINESS 48U g ol By 1
Scores Critical Areas FI O PO Jaast
YES - ot
1. Was there proper sign to the Lube no [ q dihic e AValldaalydadollia (S s 1
changing bay? Syl i
na [ smiy
_ vyEs 4
3 2. \é\!g:r:it‘\;(l;;be changing area clean and NO D g T ey Aiydas 3l s GhieciS e 213
nva [ sy
ves [1
4|3 Wasthereanyoi leaking and fallingon |3 y e as sl i gl dia S da 3 4
to the floor of the lube bay ? a3l st Addaie A ia )Y
na O sy
YES IZ o
21| 4. Were the waiting area and table clean?  NO O 3y Saadas Al all g lauyt dakie S Ja 412
wa O sy
o - ves id =~
2 5. &V;;?;ﬁ)telewsmn in the waiting room NO D N ¢yl A e b S sl S Ja 5 |2
na [ sdsy
ves ] . .
6. Was the board displaying complimentary ] g Ll lgde el s M euls s 6
services neat and clean? Chilai g A pe Aglaall Cleadll
va [ aduy
2.  GREETINGS AND INITIAL CHECKS A N Al g sl 2
Scores Critical Areas IR N P | Jalaihy
3|7 Wasthereany delay in approaching ves [] pxd asif ) il 3 yali gl i 8 7 3
customers? Nno A ) ol ol s Cala gall
8. Were you greeted in a friendly manner ~ YES X pd Gsluly) 405k dh sl S ds .8
(pleasant feeling)? No [ Yy ¢ (gt
S da ik gl & Chaa g a8 gla y Y 13
5| If no, please describe behavior: Was it L': Je Lj;l jj&‘ j:ﬁ ;.'J.‘ 15
arrogant, without any expression, normal e Rl 08 S ) e
etc..... .8
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Scores Critical Areas EEW I N PR B M
9. Did he guide your vehicle for positioning YES [4 A aliall ISl ol s sl i da 9 3

3 at the stopper and asked you to switch " Ry v - ’

the enginggﬁ? Y No [J ¥l (ks of elia s 5l Glay
10. When asked by customer, was the 7 . S da (Jaeadl (e als galt Jru Laie 10
attendant knowledgeable of different YES i LIAQU . o }T‘ . 1’“

5 S . . L-l‘J.LM‘}L_}_,.\_)”UL_AJJ/&‘JJ k—ﬁh&.ﬁa(a.‘c 5
grades of oil, filters and their relative NO E] N i o AN
benefits? Pleia JS il 4 g

YES [X : . .
4| 11. Did he offer the waiting area to you? NO E.] (: FOEEY e & Uyl elle (e Ja 11 4
12. Did the staff thank you as you were YEs [ e ¢ 10l5 ai€ Lt ool €5 sl "

4|12 e No [] g TS Loy d S Glodi s 12 |4

3. APPEARANCE AND BEHAVIOR OF STAFF i by Cuiligall yelia 3

Scores Critical Areas Ll VL Llaih

. YES ]
3 13. Z\rl]zsﬁ?;, uniform of the attendant neat No [ ¥ Loy Gl enlall Gl sl Gl oS da 13 (3
NA [ sy
YES [ e

3| 14. Was the attendant wearing visible o [] y Jaa g (55 5 3 ga sl Cali i S Ja 14 3

nametag? N T 5 50 dansl Lgile
NA [ smsy ' i
YES pu .
3 15. Was he able to communicate with no [] q &o dealsill e 138 Cala gl \S 15 3
customer? os il

NA [ gsy
YES pa

4| 16. Was staff courteous / friendly? No [ ¥ Saakal/lagay aly ol S Ja 16 (4
NA [ siuy

4, SERVICE il 4

Scores Critical Areas Ll VLl pAH

: 2ilS o Giad anilly Gl pal A3

3| 17. Did attendant check whether you need ~ YES X e = UL:}JJM @LAY C:i ’ L:l; 17 3

top up or complete oil change? N D N SR ol Qo Yz 5 )l
o el

3| 18- Did attendant check with you whether YES px A IS Lagd il gall (3853 Ja 18 3

only oil is to be changed or oil with filter? No [ M) €oildll g w30 Bl hadd ey 3l s
19. Did he check using gauge the quantity  YES g ey ol (g e (i ol gl LG b 19

3 required to be topped up and informed G Ayl Aes A aill il 3

you? Nno [ felly el 5 gl
foOe Cu il 3 (e (@8l Calh gl A\3

3| 20. Did the attendant check for oil leakages YES B st 0= wjjﬁ“ > ¢ ﬁi .20 3

under your car from filter and drain bolt? No [J y M O Sl
iy 5

3| 21. Did the attendant drain the used oil YES X P Janisall 3l S i Cala al) pdda 21 3
completely from your car? Nno [J Y Tl e

2| 22. Did he ask whether you want the engine  YES P el aall due 3y i S of il s 22 5
to be flushed and did it if you agreed? Nno [ y fliddl o Jla A allyy

3| 23. Didthe attendant fill the correct grade as YES BJ pxi Cu M Aa )yfp 5 Adlaly Cals gl i da 23 3
you requested? Nno [ Yy flgialls il Aoy al)
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Scores Critical Areas Al ¥l Lia
3 e o neand st YES e A8y ol iy 8 o el b 24
minutes? no O y Sl 5 AL el Jpidill) s B
4| 25. Did the attendant ensure that the carter YES o uﬁ:j ﬁﬁd’r jji‘j’ jﬁﬁ 25 3
bolt is tightened and there are no leaks? NO D N el
26. Did attendant carry out the following Lilaall Clia gaill ol als calagall S o .26
complimentary checks: saatal
YES pad
31a. Battery Water top up no [ Y A ptadl ole AiL) 31a.
na [ abny
YES psd
31b. Coolant Water top up NO El N coolant/a_all ¢ls dilica) 31b.
na [ sy y
YES o -
31c. Auto Transmission Fluid top up NO D b} VRS JLP u) 't\sj‘ 31c.
va O sy (st )
ves A~
31d. Brake Fluid top up no [ Y da cyjlls) 31d.
na O by
YES pad
31e. Gear Oil top up Nno O Y ool [pellcyydilal 3le.
nva O by
YEs X
31f. Air filter cleaning no [ y el ghowkn 31F,
nva [ aduy
ves X
31g. Wiper Water top up ~no O N o claliud ol L) 31g.
na O sy
ves M~
31h. Clean engine using air gun NO O Y elselt Guseae pladialy o pall cplats 31h.
nva [ sbuy
. ves A o~ o iy
3127 YVere any of your questions related to vo O N Adlaiall sl (g 6! gir— 4-.31-?}’\ o ds 27 3
ube change answered? Sl aad Alaxy
na [ abuy
3 28. Pr:g ér;? gtaff place the mileage sticker in :Zs : Ax@mﬁ&ﬁﬁ:ﬁ 28 3
wa [ sy 5 )l
ves ]
4 29. Were you offered a receipt voluntarily?  NO~ D ¥ MIPIEENIFS S dasdlde (e da 29 |4
nva O any
5.  REST ROOMS AND MOSQUE :sawally (alaall full 53) Aalh g 5
Scores Critical Areas FEWEREAN PR Lad
\ .
3 30a. Were they adequately stocked with all YES Uyl e il a8 e S Ja 30a 3
necessary supplies such as soap? NO D ¥ e sall Jia
nva [ gy =
3
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Scores Critical Areas Bulalf c¥aall Llal
YES 1% .
30b. Were they adequately stocked with all 0 . Al e el mians 3 3¢aw culS Ja 30b
necessary supplies such as toilet tissue? <l gl (3 Jia
vA [ sy e
30c. Were they adequately stocked with all YES X g el il il mans 3 3¢a0 <ilS s 300
necessary supplies such as paper towels? no O ¥ 48 ) ol Cidliall Jia
(paper towels are not required where fully Glidae A die yllae e 4 4l Calliall)
operational hand dryers exist) NA O gy G Al
S - TR EPTIER
31a. Were sinks clean? YES IX p ol e :l:"u‘ uls d“. 31a
require comment when marked ‘No’ Nno [ b sl o MY Al s 1y
na [ gyy
= - TR =
31b. Were mirrors clean? YES X i ol ! on Gl UJ\S & .31b
require comment when marked ‘No’ no [ ¥ Tl o MY Ay s 1y
NA [ gy
31c. Were hand dryers clean? YES X P . f‘ > Qséf}”,,:f&'u &j‘s d“ 31c
3 require comment when marked ‘No’ no [ ¥ crasll o YT ey cals 1)
NA [ gy
31d. Were dispensers clean? ves 4 P u.\.|L.| Uﬁh‘,?”ﬁu“su ;fls d“. -31d
require comment when marked ‘No’ Nno [ ¥ Tl (o2 MY Y S 1y
nva [ gy
ves
31e. Were toilets and urinals clean? Nno [ N faaka ol 1Sl cailS Ja 31e
Nna [ gibyy
- . N 1 R P
32a. Were doors clean? YES A . i . ,:'_,“ﬁy‘ L“‘S 322
require comment when marked ‘No’ NO D b gl 2 Y Yl cals iy
va [ gy
vEs
32b. Were walls clean? NO D ¥ faglas el CilS Ja 32
NA [ sy
ves B
32c. Were ceiling clean? vo O v Sl Gl oIS Ja 32¢
NA [ gy
ves M
2| 32d. Were vents clean? Nno [ Y Pagda; MUl cuils Ja 32
Nna [ gy
32e. Were floors clean? YES o Ll Y%,,Q:f‘%ﬂ‘ u\s &.'328
require comment when marked ‘No’ Nno [J b Gl o MY Al s 1
NA [ sy y
YES 4
32f. Were baseboards clean? no O ¥ Al saeldll & gl fliall )51 calS Js  32f
nva [ gy
ves
32g. Were grout clean? no [ Y fealas B (IS s 32g
Nna [ gy
+ 4
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Scores Critical Areas dcbud) cilaall Latas
YES pai
33a. Were trash containers clean? NO D ¥ 4sss Lalaill cily s <ilS Ja 33a
5 NA [ asuy )
YES pai
33b. Were trash containers not overflowing? NO [ b fhailh e deladll Clysls cilS s 33b
NA [ ey
YyEs 4 o ]
9 34. Was the restroom smelling clean & NO D N (}5‘ O) Abaia g Aiglas slasdl dadl ) S da 34 2
fresh (without any offensive odor)? flaleall A SAaM,
NA [ sy
3 Jand alaall b il el azes S Ja 35
35. Were all the facilities inside the YES B e ¢ ¢ = b‘“‘om JSy 3
restroom in good working condition? L. wan % e
2 require comment when marked ‘No’ no O v g sl (o2 Y ALY i ) 2
NA [ aeey
’ 3 (5) ks daall Acld o e oIS
36. Was the Mosque premises clean? ves O ( ), e ,,:; LL‘:;‘;’ME{S ‘\ﬁ .36
2 require comment when marked ‘No’ Nno [ ¥ canl als A gl S S 2
NA B gy
Comments: sclaaalt [ galadll
FOR OFFICE USE ONLY Jadd gl ?\M. Sty
Aacal) LGN LAl eyl aal .
0, O H . . "t 1
te ACTUAL SCORE MAXIMUM | CValuation et
Approach and Cleanliness aalaill g ol B |1
Greetings and Initial Checks | Aas¥! ilSpaall 5 cus 5 |2
Appearance and Behavior of cals b )
Staff Cnibsalt A olug selae |3
Service Ll 14
Cleaniiness - Restroom and lalaall — dikll 5
Mosque 2aaall 5
TOTAL £ saall
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SERIAL NO.

5103

L= )
{
i

4

CAR C. CENTER S/3 89

. MUSAFFAH
ADNOC DISTRIBUTION
; ABU DHABI
DESCRIPTION aTy. PRICE  TOTAL
JovagrsilveriL 5,00 14.00  70.00
TOTAL 70.00
CASH PAYMENT 70.00

Jou were served by Operator 2
DATE 22/03/2012 10:17 T2 g2 02 8965
THANKS EOR SHOPPING.







