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PROJECT: ELARA - Lube Change

SERIAL NO.

5

+

P
Pan Arab Research Center &

O ciw Emarat 10 ey Eppco / Enoc / X 45 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
?, Name Number | Name Number | Name Number
[00 Sueemie | 11 | [ ]
Gender Height Bullt  [Bpectacles Beard | Mustachej Ethnic Groups
T M [S | T | M F |Yes[NoJYes] NoJYes[ No Jindian [Pakistani]Filipino [Expat. Arabs] Others:
IDDEDDIDDIDEDIIDD C O
EMIRATE V;:;‘IZ;“ Abu Dhabi |  Dubai Sharjah Al Ain g’:‘Tai‘:" Ajman K’;gism‘:h Fujairah
O X O O O O ] O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
al 1]s] olk | oj2 | 8 ola | oz |18:320]18:5]
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 D D D E D VISIT D D E D D D D
1. APPROACH AND CLEANLINESS A3 4 &,l‘)ﬂ\‘ﬂ 1
Scores Critical Areas F IR LA (POX ] PATH]
ves® w0 Lo -
1. Was there proper sign to the Lube no [ g dihic o AYalldaaljdagd i S da 1
changing bay? Su yll s
NA [ skiy
_ ves R~
3 2. \é\:;:r:ir;ee(ljl;be changing area clean and NO D Y i didcn )l e dikiecalS da 2|3
nva O sbyy
ves [0 o o
4|3 Was there any oil leaking and falling on R q e dc syt gl i (S da 3 4
to the floor of the lube bay ? - Sy 3l yad Ashaia i LY
va [ biy )
ves ] o
21| 4. Were the waiting area and table clean? NO O Yy fagdas Al g Uyl ddaie cilS Ja 4|2
na [ skiy
5. Wasth i h I vES m =
. ision in t iti vl %2 s 2
2 woarii;ge?te evision in the waiting room NO D v ¢ LY 4 ¢ Jo Oyl S Ja 5|2
na [ sbiy
ves d = o o
6. Was the board displaying complimentary o ] g Aali Lle jelat dlda i il ds 6
services neat and clean? Sadula 5 40 ye Agilanedl Cleasll
wA [ by
2. GREETINGS AND INITIAL CHECKS A ) ity a2
Scores Critical Areas Al ¥l PR}
37 Was there any delay in approaching ves [] i s/l 1 8 pals ol s g8 s 7 3
customers? NO X Yy ol s Cals gall
8. Were you greeted in a friendly manner ~ YES pr sl Gdsda i dh e il 5 ds 8
(pleasant feeling)? No [ N $ (zoe
S Ja ks sall o glis Caia g a8 Blay Y 1)
51 If no, please describe behavior: Was it ('f e . Lj;x ) i‘; jiﬁ °> J.‘ ‘15
arrogant, without any expression, normal @S Corl 08 IS € nh e
¢ Al
efc..... ¢
+ 1
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Scores Critical Areas Loalul) ctaalt AN
9.  Did he guide your vehicle for positioning  ygs B ; Ll Sl 1 ol b Cals oadf 26
3 at the stopper and asked you to switch = e (:; “‘) o ‘:-I!d.:u‘ik . S‘ “.Lfs -9 3
the engine off? Nno O Y T el ik o g 8 )bl laY
10. When asked by customer, was the ; S da cdieall (o Calh gl Jgao Latie 1
5 attendant knowledgeable of different YES m - ﬁ‘ & );\ d:: / ‘jf !}u ol 10 5
grades of oil, filters and their relative no [] q 2= e } e
benefits? Tleia JS 21l g8 4
YES i . .
4| 11. Did he offer the waiting area to you? NO E ‘“; ¢ otaiy) 4a e oY elle jae da 11 (4
12. Did the staff thank you as you were YES pxd ¢ ek et s N .
4 loaving? No L] g T L S Gl i S e 12 (4
3. APPEARANCE AND BEHAVIOR OF STAFF S sl cpdligall Lehia 3
Scores Critical Areas Ll c¥laall Ltai
. YES K] o
3 13. Z\[/ssﬁ?;?umform of the attendant neat NO D Y e Gl el i sall G S s 13 (3
NA [ sy
YES p .
3| 14. Was the attendant wearing visible No [ g o AR (5 g pall Calasall S da 14 3
nametag? $z a9 dansl Lile
na [ sany
YES o ) |
15. Was he able to communicate with &o deal gl e 1506 Cala gl IS Ja 15
3 customer? No [ b SOl 3
(7. W
vEs i
4| 16. Was staff courteous / friendly? No [ ¥ Sadal/lagay cala gl S Ja 16 |4
na O ssny
4. SERVICE daadll 4
Scores Critical Areas Ll ¥l L
7 D S O Goad Gl bl B Oa
17. Did attendant check whether you need YES X - u uuf_’d P f“d_f‘ S 17
3 top up or complete oil change? =20 i o)l ABY i 6 3
opupo p ge’ No [] y ¢ JalSIL
5| 18. Did attendant check with you whether ~ YES pxd A S Lad e ala gl GisT Ja 18 3
only oil is to be changed or oil with filter? No [ Y € il g g 3l Al dad oy I s
19. Did he check using gauge the quantity ~ YES and il Gl (6 s (et ol gall Bl s .19
3 required to be topped up and informed Al AeS I ol ) 3
you? No [ Y Sl Gl Ll
PO Cu il Ol e Gaaill als P a3 a2
3| 20. Did the attendant check for oil leakages YEs [x] el uﬁ;t); 7fi Sl sjlid?i e 0 3
under your car from filter and drain bolt? Nno [ y A e ez
T 5l
4| 21. Did the attendant drain the used oi YES D a el ool US it Gl A6 Ja 21 3
completely from your car? No [ v 0l Sl (ya
2| 22. Did he ask whether you want the engine  YES X B Ay el aall e e o dila Ja 22 2
to be flushed and did it if you agreed? Nno [ N elidd o Jla S elly
g | 23. Did the attendant fill the correct grade as  YES X ad o3l Aa g 5 Alal calh gall HlE Ja 23 3
you requested? No O ¥ il Al damiall
2
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Scores Critical Areas At LA Jalass

3| ** leave it ronning for one and analt - YES STy doadl Gty i of e ol 24
minutes? no [ ¥ fidai s 438 Baal Jlil Al B
. cu ) A 3o /Al gelim ) (se il pall G Ja 25
3 25. t?id t’he‘attendant ensure that the carter? YES m o i.,s);uid M%FJJ‘LJ;LSA ;Ai s A 3
olt is tightened and there are no leaks? NO D y ecu
26. Did attendant carry out the following Aol Glia saill ¢l jals calasall A8 Ja 26
complimentary checks: Al
ves
31a. Battery Water top up no O b Ay Ul ele Adln) 31a.
vAa [ sy
YES et
31b. Coolant Water top up NO D b coolant/a_all ¢l ddLz) 31b.
N/A % iy ¥
YES pad o .
31c. Auto Transmission Fluid top up NO [:] b S JL(‘:;::jj)‘ 31c.
nva O sy
YES ol
31d. Brake Fluid top up no OO ) de il ey dila) 31d.
nA [ sy
YES o
31e. Gear Oil top up no [ ¥ oA mllcy Blal 31
va [ sy
YES ol
31f.  Air filter cleaning no [ y clogd Sl cabn  31f,
na [ sy
YES ol
31g. Wiper Water top up no [ b bl Glaliuad cla 2L 31g.
nva [ ssuy
ves X
31h. Clean engine using air gun no O Y el Qe pladinls o el caail 31h.
na [ asiy
3| 27. Were any of your questions related to :is g ?: bl dliliad (g g u—‘f— %‘é\ﬂ u:u ds 27 3
lube change answered? S s dalaay
NA X sbuy
5|28 t[;ig ér: staff place the mileage stcker in :zs % ’; m@mﬁ&ﬁ:ﬁ;\;ﬁ 28 3
' na O sy £
ves A
41 29. Were you offered a receipt voluntarily?  NO O ¥ Lol oMl Jeay e (e b 29 14
na O sy
5.  REST ROOMS AND MOSQUE Dacaall g (alaadl foull g9) Aal N Gi g 5
Scores Critical Areas Al alaall pATH||
3 30a. Were they adequately stocked with all ves B o &g all Sl el a3 jeae <ailS Ja 302 3
necessary supplies such as soap? NO D ¥ S gball Jia
nva [ giyy e
3
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Scores Critical Areas Al Ll Liaih
YES i
30b. Were they adequately stocked with all 0 ?’;‘ 4l Gla el aaans 3 jeae S Ja . 30b
necessary supplies such as toilet tissue? Cull il (99 e
NA [ sy -
30c. Were they adequately stocked with all Yes X4 pxd g el il il G iene <il€ Ja 30c
necessary supplies such as paper towels? NO D N 48 ) ol Cddliall (Jia
(paper towels are not required where fully Slitae 855 2 dyglhaa e 48 )01 ailial)
operational hand dryers exist) Na [ sy (Y 4l
; THakas Jubad) ol
31a. Were sinks clean? ves X g "'y:l;..t;yr‘j 'ISLXTAI.31a
require comment when marked ‘No’ no [ ¥ Gl RS Al sl
na O gy
X H faaula; U pall cuilg
31b. Were mirrors clean? YES e o gl g :;ny‘uj .15"&?.)"31b
require comment when marked ‘No’ Nno [ ¥ G e PSS )
Nna O sy
; Thgda | Cline cuilg
31c. Were hand dryers clean? ves X pr ) ’ ‘é"fz{,,u Yl - 'lsd*‘:‘.31c
require comment when marked ‘No’ NO D b T > sa Yl Culs 1) 3
NnA [ sbny
s faglay ) sbuall Cilasle il
31d. Were dispensers clean? YES s . }3’3‘ i ,,y,:_‘i_\yrf ,SJTM'?’M
require comment when marked ‘No’ Nno [ ¥ (Gl T PR sl
na [ gy
YES D
31e. Were toilets and urinals clean? no [ ¥ aidas Jll Al cilS o 31e
NA O iy
: Saaday Ol V) il
32a. Were doors clean? YES IX] (and o :'Y" .L}Ifm , .\Sdz‘.32a
require comment when marked ‘No’ no O Y = e AR Es
nva [ Gy
ves Ml
32b. Were walls clean? No [ N ik el il Ua _32h
va [ ayy
ves X
32c. Were ceiling clean? no OO v s Gl oS Ja 32
va [ sy
YES pad
32d. Were vents clean? no [ Y fhaadai MGl cuilS o 32d [ 2
NAa [ gy
| ; fasalai Gl Y1 Cuilg
32e. Were floors clean? ves I o gl a Lli\j\ @LSJTAI.%G
require comment when marked ‘No’ no [ Y Gl R ik :
nva O gy
YES pd
32f. Were baseboards clean? No O y ks sae - 51 flailall 1) <l Ja 32f
nva [ gsiy
ves [
32g. Were grout clean? No O N Sl WU oIS da . 32g
na [ sbiy
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Scores Critical Areas IR (RN PO PATH]
YES X
33a. Were trash containers clean? NO D b fdaulas daladll ci sl S Ja 333
) NA [ iy )
YEs K]
33b. Were trash containers not overflowing? NO [ b Al e daledll s S Ja 33b
NA [ by
YES o )
5 |34 Was the restroom smelling clean & o [0 % & o) Lniey Adgdai plesl) a3l ) S o 34 2
fresh (without any offensive odor)? flolasdl 8 gy S A
NA [ @iy
3 Jaxd slaall 8 <l gadll anea cailS o 35
35. Were all the facilities inside the ves pd o P e e o s
restroom in good working condition? L. wn = e
2 require comment when marked ‘No’ no [ ¥ gl o2 MY A ik Y 2
NA [ abiy
5 €(5) caulyi daawall deld o e NS
36. Was the Mosque premises clean? YES D e ( )_ }:A\ ’ ,,;f, ajb‘;;""f‘_’\sﬁ .36
2 require comment when marked ‘No' Nno [ b gt o> e 2
N/A Gibiy ¥
Comments: sitBadlall [ galaslf
FOR OFFICE USE ONLY Jagd Laicalf pladiuy
) B | B0 Y sl <
9 : luation: r asdil)
o ACTUAL SCORE | maximum__ | Fvatuation P
Approach and Cleanliness astdally ol Y 1
Greetings and Initial Checks | Ads¥! lSudilly cus il 12
Appearance and Behavior of il oall .
Staff Ol sall gy jedae |3
Service a3l 4
Cleanliness - Restroom and Slalaall — Aadadh |
Mosque anall
TOTAL § gaxall
5
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SERIAL NO.

Retail Sales Department ‘
Laddi by _,J‘b d%d)
Cash Memo ADNOC

F/STN. Code No. N oaw. -4 >

S et N
Q. Dascription Ohe. |Fib
Super %0 s jhes JIM
T | Special 97 AV oo aF JIR
Unieaded Al |
2N e s»| b4 Ko
Lubricants gy
T lues, m k 7]
Special Prod. o Al o
| | Cor Wash ] £ et 1.__....._.
T v e et
T Tow K DY
Recaiver's Signature ... £ ORI Al ad g
Cirgcton Ovigincl - Ceomer, Pk -

;\g\_.‘-.;‘t-.fn._,sn P T AT P A L e pp !t e - _,-a)pld,d
e Piisliagmen 70 P 4503 stk AP W TTIRG T oTOEe ; ATIT1AL e 11358 100

Cotie VRN Lo wtnre Llidnr ok 25 T T oy phnd o
g3 Q1 M







