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PROJECT : ELARA (Lube Change - FINAL 2012)

PROJECT: ELARA - Lube Change
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SERIAL NO.

5|3

04

A
Pan Arab Research Center E

Dki-bu) Emarat / D & i/ S Eppeo / Enoc I E_e!)h\ Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number | Name Number | Name Number
LS Dardy [ [ slwal
Gender Height Built  [Spectacleq Beard Mustache] " Ethnic Groups
M ] F [TIM[s|T[M]JF [ Yes | No | Yes [ No | Yes | No {Indian [Pakistani|Filipino [Expat. Arabs| Others:
RONOOOKOOROROM O O K O |
EMIRATE V;i:i:‘ Abu Dhabi |  Dubai Sharjah Al Ain ‘é’:\:{“a‘i‘:: Aman | R2SAL 1 Fujairah
= I = = = = =T =
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
g g7l elgl=zle | 7lgloll 1Ol WO 8
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday | Monday | Tuesday [Wednesday1 Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
v 7
vISIT O O O O visIT O O O O O

1. APPROACH AND CLEANLINESS

A g ol Y 1

Scores Critical Areas Apudt aal Jalasly
YES p . . . .
1. Was there proper sign to the Lube NO % N dahie Je AYalldscalgdadelia S 1
changing bay? Sy s
va [ ssy
YES o2
2. Was the lube changing area clean and m o5 PTRIICNE 2 dikie o
3 organized? no [ ¥ SR ey A Sl i wisds 213
na [0 sy
YES axd . L. . e
4|3 Was there any oil leaking and falling on q e de sl ot gl dia g8y 3 4
to the floor of the lube bay ? Sy 3l et Aakaia ()Y
va O sy ?
ves B o
21 4. Were the waiting area and table clean? ~ NO (| 3 iyl 4l all 5 AV dibie cilS Ja 412
na L] sy
vyes X &
5 Was the television in the waiting room ¢ Ly R e 5 RIS
2 working? no [ ¥y Bye Jemondill 8y 512
na [ sy
ves B o e R
6. Was the board displaying complimentary [ g Ll lgle el ) Aaslll alS Js 6
services neat and clean? ! hadal 5 4d pe dyilaall lanall
L na [ by
2. GREETINGS AND INITIAL CHECKS ) Al g a2
_Scores Critical Areas Aaulolyt eyl Jadih
3| 7 Was there any delay in approaching ves [] o aifal il 3l gl e g8 s 7 3
customers? no R N £l ol sai Calagall
8. Were you greeted in a friendly manner ~ YES X pad Gl Ay dn il ds 8
(pleasant feeling)? Nno [ N I (B
TS O - gall &l shes i g1 28 olany Y 13
51 If no, please describe behavior: Was it Lf e ﬁ . }SL jili N { 15
arrogant, without any expression, normal $ v e a6 )3 xR :—«?M
etc.....
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2 + +
Scores Critical Areas Al ciylaall BAFH|
9. Did he guide your vehicle for positioning  ygg @ Al sl G i L Gl B Ja 9
3 at the stopper and asked you to switch ‘ 0;4 Foals o olie uﬂ: 5 Ll ¢ s T3
the engine off? No [] ¥ el ik e 5 jedl Gl
10. When asked by customer, was the . IS b cdaendl (e Cals gl Jipas Leic 1
attendant knowledgeable of different YES m pr ‘fhu o L J‘J o 10
5 e . ) u\)lslljuﬁjlu@)d/&lyiul\;&eh 5
grades of oll, filters and their relative o D N . AN
benefits? N flete JS il
) - YES prd N SE a5 g e
4| 11. Did he offer the waiting area to you? NO y FOELYI A8 2 6yl elle vase da 1114
12. Did the staff thank you as you were YES Q pr ¢ im et s . .
4 leaving? vo [] g T L S8 Gl 5 e 12 (4
3. APPEARANCE AND BEHAVIOR OF STAFF pgS sl g (il gall a3
Scores Critical Areas Al S PAH]]
. YES IZ] ol
3 13. Z\r/ésﬁ?;?umform of the attendant neat NO D Y ey Gl el Gilisall Gl S 13 |3
nva [ ey
YES pad - .
3| 14. Was the attendant wearing visible NO % q oy A8y (533 3 3 55 pall il gl S b 14 3
nametag? 7 51 dansl Lgle
nva [ Sk Y Necdy
ves B = [ .
15. Was he able to communicate with - o Jalsill e 108 Gals sl S Ja 15
3 customer? No [ ¥ o 3
. O
NA [ sy
YES I
4| 16. Was staff courteous / friendly? No [ ¥ Saal/lagn s ala gl S U 16 (4
NA [ sy
4. SERVICE daasll 4
Scores ©Critical Areas - I Y= T — P
; 2SO e Al el pall 26 s
17. Did attendant check whether you need YES m e \_u uqﬂ _— ua}d ‘6 17
3 top up or complete oil change? =0 i ol Syl ALBY et s ) 3
p up p ge: NO [:] y e LIS,
3| 18. Did attendant check with you whether ~ YES i L S ) Lad dlie Calh pll 38a5 Js 18 3
only oil is to be changed or oil with fiter? @ N RGP RUTR IR A SCH TR
19. Did he check using gauge the quantity ~ YES m ard el w3 6 e il ala el B s 19
3 required to be topped up and informed S A S G anll il 3
you? No [ ¥ fellyy ol Lyl
ES [X]  sv 0o il ot n il (i oal G
3 20. Did the attendant check for oil leakages YES m g Ot u:f: . L-;fcj: );‘M. . D}:ij ins 20 3
under your car from filter and drain bolt? Nno [ N SR eI
S 3l
3| 21. Did the attendant drain the used oi YES B Janieaal 3l IS g iy Calhsall A8 Ja 21 3
completely from your car? NO D Y el e e
o'| 22. Did he ask whether you want the engine YES [X] A el e i o) @il Ja 22 5
to be flushed and did it if you agreed? No [ Yy flidd) o Jla 6 cllyy
3| 23. Did the attendant fill the correct grade as  YES X axd Sl A /g 5 Adlals cabipall BlE Ja 23 3
you requested? Nno O y el Al dapaiall
2 +




3 +
Scores Critical Areas Al alawalt Jatails
|24 Didhereauestyoutosiartonginoand - ves I gt 455, domd il e 0f e o 1 24 |
minutes? no O N CCiiai g A saal Jpdill Al 8
5] 25. Eid the attendant ensure that the carter YES - ujﬁ };);ﬁ’;: Jlﬁ;k jﬁiﬁ 25 3
olt is tightened and there are no leaks? NO D y e 3l
26. Did attendant carry out the following dglaall s gadll ol jaly Calagall QB 426
complimentary checks: =ajull
ves X
31a. Battery Water top up NO D N Il ele Adl) 31a.
na [ iy
YES % o
31b. Coolant Water top up NO b coolant/ syl ¢ls ddll 31b.
nva [ sduy
.y . YES % o~ SRS Al JIG ey Al 31c
31c. Auto Transmission Fluid top up NO b i (Qﬂ-g;-u'lﬂ\j ’
na [ iy
ves [
31d. Brake Fluid top up no O ¥ dadl ey el 31d.
na O iy
ves X
31e. Gear Oil top up no [ ¥ ool ey ais) 3e,
nva O sssy
YES % o
31f.  Air filter cieaning NO b ol sl jilé et 31f.
na [ assy
YES % prd
31g. Wiper Water top up NO N ool sl ol Ailaf 31g.
na [ iy
ves B
31h. Clean engine using air gun no [ Y ehsall e pladiuls el Ladas 31h.
va [ sy
v .
3| 27. Wereany of your questions related to ;ZS ?: Aaleiall Glibiad g g glc %“\—.\}“ um s .27 3
lube change answered? S il s Aleny
na O ks
3|26 Didthe staffplace the rrileage sticker n :ES % “’: ij”:_j:tj::dﬁf;\;ﬁ 28 5
' wA [ smyy €5
YES g o
4| 29. Were you offered a receipt yoluntarity? ~ NO b STkt a2l Gasdle jmaye o 29 14
va [ ssy
5.  REST ROOMS AND MOSQUE saudll g (plaadl fcull 53) Aal M i 5
Scores Critical Areas FEVRU LA PN PAN]
30a. Were they adequately stocked with all VES el e i & 8 e i€ o 302 3
necessary supplies such as soap? NO D ¥ o gball Jia
va O gy
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Scores Critical Areas EEWR I AN PR | PATH]
_ YES P e
30b. Were they adequately stocked with all NO v Aol e il pan 3 jeaa culS Ja 30b
necessary supplies such as toilet tissue? coll ol )99 Jie
NA [ gy
30c. Were they adequately stocked with all ves [X prd Aol e il &8¢0 S da 30
necessary supplies such as paper towels? NO D y 48 ol Al Ja
(paper towels are not required where fully Clidae Jig die 4y gllaa e 4l ailiall)
operational hand dryers exist) NA [ sy Ay o
- TP R
31a. Were sinks clean? YES m = 2 all ',,y,,df' tg\j\ujl—?\SdT' "313
require comment when marked ‘No’ no [ ¥ sl o0 MY Ala Y g 1y
NA LT sy
; 24,053 Ul al) S
31b. Were mirrors clean? YES IZ e ol g thjy\‘—u _\SJTM'Mb
require comment when marked ‘No’ no [J Y Tt e ARl
NA [T gy
; ALk 1Y) Clidae oS
31c. Were hand dryers clean? ves [ (et i i Lj;f,y,:_‘l;y‘zlsdg"mc
3 require comment when marked ‘No’ no [ Yy G g -
NA B gy
; k) () siboall SLe cals
31d. Were dispensers clean? YES % o ) ):’“ o "y"u:\-‘{_‘yrz&sdgﬁw
require comment when marked ‘No’ NO b & A TR -
Na [ gauy
ves X
31e. Were toilets and urinals clean? No [ Y a4k Jpall Aa) S Ja 31e
NA [ guay
- ks 91 Wik Js 373
32a. Were doors clean? YES m pr ’t-ha_;ﬂl nyn ‘\j;y‘ cals 13
require comment when marked ‘No’ NO D ki ~ i T :
NA [ gy
ves X
32b. Were walls clean? No ¥ fadda Unall il s 32b
NnA O gany
ves B
32c. Were ceiling clean? no [ ¥ Sk il oIS s 32¢
NnA [ sy
ves ]
2| 32d. Were vents clean? no [ Y ik Mual was g 32d
NA [ seny
X fAghi Sl )Y culS 32
32e. Were floors clean? YES Iz e gl YT L\iyr:gks 151
require comment when marked ‘No’ no [ b & w2 T ‘
— na [ gy
YES pad
32f. Were baseboards clean? Nno [ ¥ ik sae bl 2 o failadl 1) 51 cls Ja  30f
na [ gy
YES pad
32g. Were grout clean? No [ ¥ ks L3 S da .32g
NA [ gy
4
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Scores Critical Areas Aoy ¥l PR ]
ves [X]
33a. Were trash containers clean? no [ ¥ faylay dabadll Chysla <iS Ja 33a
NA [ gy
2 :
ves [X]
33b. Were trash containers not overflowing? NO D kb fhaili e Adladll iy dla S Ja 33b
NA [ iy
ves [ e N .
o |34 Was the restroom smelling clean & no [0 ¥ 6h ) Ainia s Al plaall Aa3l, il b 34
fresh (without any offensive odor)? Soleadl A S iasl
NA [ @iy
X 3 Jad alaall & <o jagadll san S Ja 35
35. Were all the facilities inside the YES e ¢ « @“‘,m <
restroom in good working condition? nr " 4 e
2 require comment when marked ‘No’ no [0 ¥ ol oa o Y ALY s ) 2
TN
3 (3) o daal) Acld g e (IS
36. Was the Mosque premises clean? YES D P ( ). 3;!\ ] ,,;: LL‘;T‘,‘_)\S Tﬁ .36
2 require comment when marked ‘No’ no [0 0¥ T o Al S 2
na B sy
Comments: scBadtall f galadll

FOR OFFICE USE ONLY

Jash aSall aladiad

Y Aaual) Blal BAW oYl sl | o tion: )
° ACTUAL SCORE MAXIMUM ] pii
Approach and Cleanliness adllailt 5 ol BV |1
Greetings and Initial Checks ERPN IR PRIl b
Appearance and Behavior of il sall Fglus ekaa 13
Staff
Service dexnll 14
Cleanliness - Restroom and Slaload — dstladl |
Mosque 2ol
TOTAL £ saall
5
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LIWA

LIWA. TOWN
ADNOC DISTRIBUTION
WESTERN REGION UAE

DESCRIPTION
dyagerBronzdl.
_oyagerBronzlL 2 00 13.00 - 26. 00

i e-served by Operator
:29/09/2012 10:18  T1 S2 01 6634

S/S 977

Ty  PRICE TOTAL
1,00 50.00 50.0

76.00
76.00

T T e TR







