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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center w
DCAUL»,\ Emarat [ [ @558 Eppco / Enoc / ¢ gl Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
,053 Name Number | Name Number | Name Number
eppFy | 1 11 1|
Gender Height Built  [Spectacle Beard | Mustache] Ethnic Groups
TIM [S | T [M[F |Yes] No|Yes| No|Yes] No |Indian [Pakistani[Filipino [Expat. Arabs[ Others:
DDDDDD.DD.IZIDD O |
West . N . . u Al . R .
EMIRATE R:Zii’n" AbuDhabi | Dubai Sharjah Al Ain Q':‘;I“ain Ajman Kh:fm'z'h Fujairah
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
aluhlFH 031291 9l6 |olo o2 116:3016:50
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday | Monday I Tuesday ]Wednesday] Thursday I Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF

visT [~ ] D O oy O o O O O S

1. APPROACH AND CLEANLINESS I g,a\jfé“l\ A
Scores Critical Areas Ll el Jagil
yEs 4 ot s .
1. Was there proper sign to the Lube no [ N dhie o AYalldaalydaddia S 1
changing bay? Sy 3l i
nva O by
, YEs[d
3 2. \c/)\:g:r;(gi(lj%be changing area clean and NO D Y i e Ak cy ik calS da 2 (3
na O sy
Yes [] . ,
4|3 Was there any oil leaking and fallingon = q e ae Fog il i gl s S da 3 4
to the floor of the lube bay ? Seu M s Adhaie B )Yl
na [ sy J
vyes 4
2| 4. Were the waiting area and table clean? No [] ] A A1l 5 Usuy) Aahie il Ja 4|2
va [ shay
vicion - YEs X
2 5. vaoa;iitnhge?te evision in the waiting room NO D N ¢ Uiy 4 ¢ g Sems soilill S ds 5 (2
na O shsy
ves B o - T .
6. Was the board displaying complimentary . ] g Laild lgle elat Al dadlll cilS da 6
services neat and clean? faaulal 5 A ye Al Cilanall
va [ sy
2. GREETINGS AND INITIAL CHECKS AV Sl g qua 2
Scores Critical Areas Tl St Liaih
3| 7. Was there any delay in approaching ves [] px i B A pals o s QS s 7 3
customers? Nno X ) ol gas Cals gl
8. Were you greeted in a friendly manner ~ YES % px sl s, il ds 8
(pleasant feeling)? No [ N ¢ (o
NS O reals gall @ gl (iea g0 a8 cla ) Y 1Y)
51 If no, please describe behavior: Was it U‘ Je t;j;& . ﬁl j:ﬁ g.' J,‘ ‘15
arrogant, without any expression, normal é ol ge i ¢ )5 :—ﬂm-u. J
etc..... ¢
+ 1 +
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Scores Critical Areas Ll aaal Jalaily
9. Did he guide your vehicle for positioning YES [X : Ll Sl , 3 s b s ol A8
3 at the stopper and asked you to switch id =~ :“ o ‘,"}]5, 2 . ® dh 9 3
the engine off? No [J ¥ eadl (il o e a5 ol Calisy
10. When asked by customer, was the 54 : S b (Jreall (e il gall J g Ladie 10
attendant knowledgeable of different YES - ‘fhu Y )A v ’
5 e - : ubalﬂlju}:)ﬂul_}_).:/&\y‘uw?h 5
grades of ail, filters and their relative Nno [J N ¢ oL i
benefits? Tleia JS 23 4 g
YES X : .. .
4| 11. Did he offer the waiting area to you? . E : ¢ oyl 4d e & Y dlde e b 11 {4
4| 12. Did the staff thank you as you were YEs 4 p £ 503 < Luigy o 1S3 Gkl 5 Ja 12 |4
leaving? No [ y =S ¢ :
3. APPEARANCE AND BEHAVIOR OF STAFF 1adSolag Cpdli sall #$be 3
Scores Critical Areas L) ¥l PAHI]
, YES 4
3 13. Z\rl]zsﬁt:;?umform of the attendant neat NO D Y0l e Gl ealall Galigall G (S s 13 (3
NnAa [ sy
YES M .. _
3| 14. Was the attendant wearing visible no [] q oy Ay (o1 5y 393 sall i sl IS U 14 3
nametag? T a5 danl Lgle
vAa O aasy
YES pes )
3| 15. Was he able to communicate with no [ g ga deal gl o 1508 Calsgall (< o 15 3
customer? 050
NA [ by
YES pad
4| 16. Was staff courteous / friendly? No [ ¥ Sakal/la a5 cabagddl S da 16 1 4
NA [ sy
4. SERVICE sl 4
Scores C}itical Areas At a¥laal) La
: LS O Gl Gaall Cala gl A8
17. Did attendant check whether you need YES & e w U,u)’d Ta . ,A ? 17
3 top up or complete oil change? =0 o ol i ALY g liad s ) 3
- Nno [ Y ¢ JalSIL
5| 18. Did attendant check with you whether ~ YES X px A S 10 Lad el Cals gl (3883 Ja 18 3
only oil is to be changed or oil with filter? No [ M) € ldll g a3l dad cy 3 s
19. Did he check using gauge the quantity ~ vES [{ and Al Sl 5 e el el gl 8 Ja 19
3 required to be topped up and informed Gl S I o el sl 3
you? Nno [ Y fally, Sl L)
P On a3l e (e il s gal) 6
3| 20. Did the attendant check for oil leakages ves X ol uﬁ;ﬁ;ﬁ:) )3153‘.04 bj:ij‘ _ﬁ 20 3
under your car from filter and drain bolt? NO D y N el
3| 21. Did the attendant drain the used oil YEs X M denall o 30 IS iy il sall Q8 Ja 21 3
completely from your car? Nno [ Y Seli sl e
o | 22. Did he ask whether you want the engine  YES X o ey el dase S o el Ja 22 9
to be flushed and did it if you agreed? Nno [ N Seelidd) 5o Jla 8 el
3| 23. Did the attendant fill the correct grade as  YES X axd Sl A /g 5 Adlaly calasall 6 Ja 23 3
you requested? no [ ¥ flgibla Al dagaiall
2
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Scores Critical Areas Tabalt cftaall Jataih
24. Did he request you to start engine and YES E §aS 5 el a0 ~‘i lie il
3 leave it running for one and a half e NPT H_:SU sl u\_\dh 24 3
minutes? no O k] fbeay 438 53 Jaddl «*
< a8 e/l yem O e bl G s 25
3 25. Did the attendant ensure that the carter YES o :f ’):“-‘Am“j L{:& jmm 3
bolt is tightened and there are no leaks? 0 i = s
NO 3 ey U
26. Did attendant carry out the following dalaall Cliagadll ol el alasall B o .26
complimentary checks: sagiall
YES i
31a. Battery Water top up no O v Ll 31a,
wa [ sy
ves 4
31b. Coolant Water top up no [ N coolant/a ull sle dils) 31
nva [ ahiy
ves X o 1A all JIG e g ) Ailial 1
31c. Auto Transmission Fluidtopup  NO [ y ARl e Rl 3te.
(Co.9panait )
wa [ sy
YES 4
31d. Brake Fluid top up no O y el il ) i) 31d.
nA O ahiy
ves X
31e. Gear Oil top up no [ ) oo iy sl 3.
nva O sy
YES axi
31f. Air filter cleaning no [ y clse il als 31,
nva [ ahuy
YES o
31g. Wiper Water top up no [ N clal cilabioal ola il 31g.
nva O sy
YES o
31h. Clean engine using air gun NO D N ehselt edase platidy ol il 31h.
NA [ sy
ves 4 L s .
3| 27. Were any of your questions related to O e: Adbaialt lilind (o gl Ao WY s da 27 3
lube change answered? NO e 3l yuad dleny
wa [ kv
. . o ves B o e Galepan bl 50 28
3 28. als él';? ;taff place the mileage sticker in NO D N ‘551 L %’_ﬂ‘ 28lusall /il sie LS 3
nva [ ahuy EB R
ves =
4| 29. Were you offered a receipt voluntarily? ~ NO O y Sl oMl Ja g elile (mje da 20 14
na [ aduy
5. REST ROOMS AND MOSQUE saeuall g (plaadl feudl ) dal ) 2 5
Scores Critical Areas L) c¥laadl Laiail
3 _ ves I N L 3
30a. Were they adequately stocked with all D g A5 pall Cile Hiall aaeng 3 jeae 23S Ja 30a
necessary supplies such as soap? NO 2 gball Jio
nva O by =
3
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Scores Critical Areas EOW IR RN PO Liadl
ves 4
30b. Were they adequately stocked with all 0 ?: Bosoall e il aiasg 5 jeae i€ Ja 30D
necessary supplies such as toilet tissue? call gl (3 139 Jia
NA [ gy
30c. Were they adequately stocked with all ves 4 ad Ayl el & 8543 S Ua 30
necessary supplies such as paper towels? NO D v 4.8 ggt widitial) (Jia
(paper towels are not required where fully Clidaa 845 aie 45tlaa e 48 4l adliall)
operational hand dryers exist) N/A D Gebl Y (A1 i
; 2,05 Jubidl cils
31a. Were sinks clean? ves [ (e gl "'Ttk_syr‘: .ISJT.‘.31a
require comment when marked ‘No’ no [ ¥ & A A2 S
NA [ sy y
; 924,083 Ul yall cul<
31b. Were mirrors clean? ves B gl g :;):yrf 'lsdT' |‘31b
require comment when marked ‘No’ no [ ¥ Tt o> Al s )
NvA [ sbsy
X : Saadas ) Sladae Cuils
31c. Were hand dryers clean? YES IX px 2l i wf?;,, R L;y‘uf 'Sd: |'31C
3 require comment when marked ‘No’ NO D ¥ sl o Sl it
NA [ gy
s aLdA ) sball S il
31d. Were dispensers clean? YES e ) }:]\ o "Y‘:ALLYIQ: ud:‘.31d
require comment when marked ‘No’ no [ ¥ Tt o> Al s )
NA [ gy
YES o2
31e. Were toilets and urinals clean? Nno [ ¥ fadas Joddl LSl il Ja 31e
NA [ sy
N . ?.«. <. | B -
32a. Were doors clean? YES ol 2l %,ﬁiﬁ;ﬁ;&ﬁﬁza
require comment when marked ‘No’ no [ ¥ gl o2 gl =il )
NA [ sy
YES X
32b. Were walls clean? Nno [ N i el CilS Oa 32b
Na [ amyy
ves B
32c. Were ceiling clean? Nno [ ¥ fadai il S da 32¢
NnA [ sany
ves X
2| 32d. Were vents clean? Nno [ ¥ faqply MLl cuils Ja  32d
Na [ gy
R ; fagkny e,V Ccils
32e. Were floors clean? YES px L ’ ,,L;,," Lf‘)]lk—tj .SJT\‘.SZe
require comment when marked ‘No’ no [ N cra sl o2 A s
va [ sbuy
ves K
32f. Were baseboards clean? Nno [ b i sl ~ o il i, 3 culS Ja 32f
NA [ gy
ves A
32g. Were grout clean? no [ b} fauda L3 S da 329
NA [ gy
4
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Scores Critical Areas Al c¥faall gl
ves ] '
33a. Were trash containers clean? NO D b faida; Adkadll bl cilS o 333
: NA [ iy )
ves i
33b. Were trash containers not overflowing? NO [ ¥ fAzild e daladll s <iS o 33b
NA [ iy
YES o L .
2 34. Was the restroom smelling clean & no [ g ) ) Bdaiey Al pleall Aadl ) <l da 34 2
fresh (without any offensive odor)? f(alandt 3 gy S Aadl
NA [ ey
; Jond plaall 8 < el gpan S o 35
35. Were all the facilities inside the YES & e ¢ = &?:d&“
restroom in good working condition? L. s e
2 require comment when marked ‘No’ no O v sl (o2 MY A Y S 1) 2
NA [ ey
5 €(5) ki dawsall AclE ) e (NS
36. Was the Mosque premises clean? ves [ e ( )_ g i ":; &Lﬁﬁ*e\sﬁ 36
2 require comment when marked ‘No’ Nno O 0y ot R il Al 2
NA [ ahby
Comments: BBl f gakadll
FOR OFFICE USE ONLY J8d igall pladdiu N
Alacall Lol Ll el aal .
0 > Evaluation: - sl
to ACTUAL SCORE | _ MAXIMUM valuation P
Approach and Cleanliness Aalaall g ol sy |1
Greetings and Initial Checks | %s¥! clSeidlls cun 5l 12
g{)apfefearance and Behavior of il gal) sy selae |3
Service ieaall |4
Cleanliness - Restroom and cbaleall — 23kl |
Mosque daall 5
TOTAL & saaall
5
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Retail Sales Department
g 8y gt M NATREY
Cash Memo ADNOC

SERIAL NO.

ROnOo

_,, e e

F/STN. Code No. .... N\\\\ .......... Date Nnﬂ ...... Oxw\
] il S ot
” Description f a
UIG 98 A jis da R
v ..n..ﬁ.u)nv. dag
dp

Gas Ol

Kerosene__ , e S
Lubricants /. Cre ye oy F0-C

. FG. LT Wl e
Special Prod. Lol o gl G -Ce
Car wash : i s Jo
Car wash with hot .,<<ox P g Jes
Car wash manual Sk Joet

TOTAL ! L e O

Receiver's SIGNAIUTE i — I._.r..: Q&t

Circulation: Original - Customer, Pink - Filling Station
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