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PROJECT: ELARA - Lube Change

SERIAL NO.

53| 2

+

A
Pan-Arab Research Center E

O wiwEemarat / O aws Eppco / Enoc / E &y Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
{ 8 Name Number | Name Number | Name, Number
4 Podeha | 15146 1]
Gender Height Built Bpectacleq Beard | Mustache] Ethnic Groups
TIM ]S ]T |MIF |Yes| No|Yes| No]Yes[ No [indian [Pakistani[Filipino [Expat. Arabs| Others:
IDDDDIDDDE&DEDD O O
EMIRATE V;zzt.i’n“ AbuDhabi | Dubai Sharjah Al Ain g’:v’;‘ai': Aman | R2SA | Fujairan
O ] O O | O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
8620 glo {3 Jo]lLlol&l*:05]14.:35
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday[ Sunday[ Monday LTuesday |Wednesday| Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAYOF
VISIT D D D E D VISIT D D E D D D D
1. APPROACH AND CLEANLINESS ABUATH 9 il YY1
Scores Critical Areas Lpulualft Ll Llai
ves (A a0 A .
1. Was there proper sign to the Lube no [ q dibie Je AVall Al jAad ella S da 1
changing bay? S ks
nva O sdbiy
. ves )]
3 2. \é\ﬁ;as;iz:(ljt"?be changing area clean and NO D Y Sidesdids cu )l ikl el da 2 (3
na [ ey
ves R . .
4|3 Was there any oil leaking and falingon 0 y e ae gy il coud gl @llia g€ Js 3 4
to the floor of the fube bay ? @ Sy 3l s Adlaia 4 (aY)
il on the _ Jloo v . 0 N/A [ ssauy
) ves
2| 4. Were the waiting area and table clean? NO O Y Shadas dldally iVl Adbie S Ja 42
NA [ amiy
5. Was the television in th iti YESE *
9|5 woarlsdnge? elevision in the waiting room no [ Y U A b e il S Ja 5|2
NA [ saiy
ves 4 s s
6. Was the board displaying complimentary O N Al e jedas A Ml culs gy 6
services neat and clean? 341183 ¢ 405 je Apilaall Colaasl)
nAa [ iy
2. GREETINGS AND INITIAL CHECKS Y cilsndall g qua il 2
Scores Critical Areas Al cialt Jatast
3 7.  Was there any delay in approaching ves [ px adfl @) 3l gl ollia S da 7 3
customers? Nno B y ool ol sa Cala gall
8. Were you greeted in a friendly manner ~ YES O p )it da e cua iz da 8
(pleasant feeling)? NO Yy $ (ke
S b ek gall gl o g a8 tla (Y1)
5| If no, please describe behavior: Was it @ 4—‘3’ Lj e . L:df . }j; j;i POt 5
arrogant, without any expression, normal ' R R O8O ) ;’““C‘j
etc.....
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Scores Critical Areas Al ¥ Jalail
9. Did he guide your vehicle for positioning YES [X ; L) el Il o el ol 26
3 at the stopper and asked you to switch - = :,': ‘u ‘5"“_‘“ JL \jj ¢ \;}; -9 3
the engine off? No [ ¥ fadl il 3 8kl
10. When asked by customer, was the , JE b aeall (pe Calh gl Jgas Lodie 1
attendant knowledgeable of different ves 3 p Gb,u ~ e e )A ol 10
5 0 . - uljamlju}_\‘)n&_a\eJd/tlylk_d.\;m?b 5
grades of oil, filters and their relative Nno [J N ? o s
benefits? Plgia JS 20l g8 5
YES i . .
4| 11. Did he offer the waiting area to you? @ e ¢ Uauyl ds e oI dlde (e Ja 11 (4
Dio MOT pbER  COAMNG BRER NO = ¥
12. Did the staff thank you as you were YES pr € idoenc . .
4 leaving? NO D g £ o8 i€ Ly o Qi Cals gl Adda 1214
3.  APPEARANCE AND BEHAVIOR OF STAFF s sy Cuiligall jedia 3
Scores Critical Areas Al YLl Jalailt
, ves
3 13. Z\r/];caisﬁ?;?umform of the attendant neat No [] Y SL ey Gl el Cili gl G S Ja 1313
vA O sasy
YES o Ny .
3| 14. Was the attendant wearing visible No [ e A8y (535 5 3 g3 el Calasall (IS Ja 14 3
nametag? Tz sim 51 dandd Lgole
nva [ ey
YES s o
15. Was he able to communicate with &a dualsill e 1,08 Galagall S o 15
3 P No [ ] o 3
customer? SOl
NA [ sy
ves
4 | 16. Was staff courteous / friendly? No [ Y Slahal/lagas ala gl S Ja 16 |4
NA [ ssyy
4. SERVICE il 4
Scores ) Critical Areas - Lo Lia)
53 : Z5S o) o Giadlly Gl pdl UG Ja 17
17. Did attendant check whether you need ~ YE® T uq)d Sa }d ¢
3 top up or complete oil change? S s ol el Ay g liad 5 L 3
pup P ge’ no [ ey
3| 18. Did attendant check with you whether ~ YES X ax 1 1Y) Lad olia Cala gl (3325 Ja 18 3
only oilis to be changed or oil with filter? no [ ¥ B E PRSI Bt FCI TP
19. Did he check using gauge the quantity ~ YES ani el o 3l stae Gy ala gl B8 o 19
3 required to be topped up and informed G Sl 3l AgaS I G paill i) 3
you? no [ Sy, a5 i)
PO Syl @l e Baadlly cabh sall LB o 20
3 20. Did the attendant check for oil leakages YES m e wj):ﬁ;ﬁ} il e aj:fj e 3
under your car from filter and drain bolt? NO D ; ecu
3| 21. Did the attendant drain the used oil YES [ = gead Co i IS i ala gl B8 Ja 21 3
completely from your car? No [ y Pl jluw (ya
2| 22. Did he ask whether you want the engine  YES [oa] P Al el paall Jue i€ o @ile Ja 22 2
to be flushed and did it if you agreed? no [ ¥ Pelis) g Jla P REIRY
3| 23. Did the attendant fill the correct grade as  YES X axd Sl A /e g Adlaly cabagall 8 Ja 23 3
you requested? no O y il Sl dagaall
2
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Scores Critical Areas Al il Liai

J| 7 Didhe requestyoutostartanginoand  ves I e s, ol s o e ol 01 241
minutes? no O y Siai ¢ A4 3ad Juadidll s 3
3 25. Eid t‘he_attendant ensure that the carter Yes X pu uiﬁgdﬁjli& j:f;ii 25 3
olt is tightened and there are no leaks? NO D y e 3l
26. Did attendant carry out the following Lilaall Clia il o) aly alagall J8 o .26
complimentary checks: Al
ves X &~
31a. Battery Water top up no [ k! A Ual pla Al 31a.
nva [ siy
ves X
31b. Coolant Water top up NO |:| k' coolant/s_ull sle dila) 31b.
na [ iy
ves X =~ j
31c. Auto Transmission Fluid top up NO D N R )LP “'HJ ?j‘ 31c.
na [ shuy (052t )
ves ]
31d. Brake Fluid top up no O ¥ Jal il gy Bl 31d.
nAa [ sy
ves ] &
31e. Gear Oil top up no [ y ous i sl cyy el 3te.
NnAa [ iy
ves I
316, Air filter cleaning no* [ Y el ks 31,
nva O abuy
ves I
31g. Wiper Water top up no [ N oV bl olo Al 31g.
wa O ahuy
ves
3th. Clean engine using air gun no O Y ehsell atse plasiuly ol el il 31h.
wva [ sy
3127 Were any of your questions related to :123 % ?: il ilind (e gl o “*T.’L%}” w da 27 3
lube change answered? Sy M Adaay
na [ iy
3 28. E]ig (t:r;s? gtaff place the mileage sticker in :r(s)s % P‘; )&@mﬁfmﬁﬁ;ﬁ 28 3
' na O ssuy € ol
GHves O w
4| 29. Were you offered a receipt voluntarily? ~ NO Y 80 Jia) ANind Jeasdlle (aje do 29 14
J L\ac&ftooak(fm e %ch)? Fona O asy
5.  REST ROOMS AND MOSQUE el g (pLeall el ) all g .5
Scores Critical Areas Al Gyl PATH]
3 30a. Were they adquately stocked with all :lzs ?’; s pall Cile il auans 8 g S &'.SOa 3
necessary supplies such as gggg?@ . S giball Jin
0 Seap nva O iy
3
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Scores Critical Areas E WO LANTPOR Latas
ves 0 w0
30b. Were they adequately stocked with all No [X ?’: sl Gl el jiaas 3 jeae <ilS Ja 30D
necessary supplies such as toilet tissue? cudl gl 3599 Jie
Q5 NA [ sy =
30c. Were they adequately stocked with all ves [] au Ay pall il sl &2 8¢ <iilS Ja 30c
necessary supplies such as paper towels? NO D v ¢4 198 ddliad) Jia
(paper towels are not required where fully Gliae Ji 55 die Ay gtha e 458 ) riliall)
operational hand dryers exist) na X Gabi Y (ASY)
; 20,5 Julidl cals
31a. Were sinks clean? ves X P ol "'Y"dztayr‘j _IS‘JT."31a
require comment when marked ‘No’ no [ b a2l o2 A e )
NnA [ geyy
: 2405 Uil culs
31b. Were mirrors clean? ves & px ol 4?:;: . ‘l:i{ru 'LSdT' "31b
require comment when marked ‘No’ NO D b ol s G Qs )
NA [T gy
. ?- 38 19N 1 l e - _ls
31c. Were hand dryers clean? YES E o . ,T’h "sdf,i(,::‘:;rf 'Lsd: "31C
require comment when marked ‘No' no [ Y gl o A s
NA [ gbny
; 3k ) plall Sl s
31d. Were dispensers clean? ves X p ) )3’” el "Y':_‘a_,[;yr‘j ,SJTM'MC‘
require comment when marked ‘No' Nno [ Y Tt o> SRR
NA [T gy
vEs K]
31e. Were toilets and urinals clean? no [ ¥ $aglss Jpall 14 culs Ja 316
NA [ gy
32a. Were doors clean? YES g o L oﬁﬁif;f ISISJT "323
require comment when marked ‘No’ no [ ¥ ol o Syl ol )
NA [ gy
ves M
32b. Were walls clean? Nno [ ¢ faidai GUasll cilS Ja 32p
Na [ gy
ves R
32c. Were ceiling clean? NO E] ¥ feadas Ganall S s 32¢
Na O gy
ves M
32d. Were vents clean? no [ Y fRadas MU culS Ja 32d
nvA [ asyy |
32e. Were floors clean? YES @ pd - 5l ?@E..?.‘?‘zf;ﬁfsﬁjsze
require comment when marked ‘No’ NO D ¥ = e PR e
Nna [ gbuy
ves B
32f. Were baseboards clean? Nno [ ¥ Fdgdas el & o ailad) ) 5 culS Js 30f
nva [ asyy
ves B4
32g. Were grout clean? no [ ¥ fedalas L2 IS o 32g
VA [ gmny
4
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Scores Critical Areas Al @t PRV
ves XI
33a. Were trash containers clean? NO D ¥ faaudas Aaladll iy sla S Ja 333
) NA [ ami )
vEs
33b. Were trash containers not overflowing? NO [ b fhaails e dalaill tlysla S Ja 33b
NA [ gy
Yes® - .
2 34. Was the restroom smelling clean & no [ y s ) Ldasa s Adai pleall dad) ) CilS Ja 34 D)
fresh (without any offensive odor)? (plenl B A S A
NA [ gy
3 Jazi aleadl & & el asea colS Ja 3
35. Were all the facilities inside the ves B e T L 5
restroom in good working condition? L. P ey
2 require comment when marked ‘No'  NO O g sl on MY A oS W 2
NA [ ahiy
; 2(5) ik dnedl Acld 5 e S
36. Was the Mosque premises clean? YES D M ( ), 32\1\ ] g &L‘j‘f\sﬁ; 36
2 require comment when marked'No©  No [ ¥ o el s 2
NA [ abny
Comments: taadlall / galadll
FOR OFFICE USE ONLY Jadd igal) aladdiuy
Al LAl Ll e aal .
o, 3 TN )
fo ACTUAL SCORE maxiMum | Cvaluation: P
Approach and Cleaniiness A8lail 5 <l Byl 1
Greetings and Initial Checks | #3s¥! ilSuiall 5 cam 3 |2
/g{)apf;earance and Behavior of i sl gy ke (3
Service sl |4
Cleanliness - Restroom and labaall - 2k
Mosque daeall
TOTAL £ sanall
5
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SERIAL NO.

5|13|2

AL MAOAM S/9-362
AL MAQAM_AREA
ADNOC DIST%'{]BLJTLDN

DESCRIPTION a7y PRICE [OTAL
VoyagerGola 4L 1,00 113.00 115,00
TOTAL 113,00
VERLFOME 113.00

CARD §185100045545027
KILEAGE Q
VERIFONE NO 10008621 480
C1c g T7C 991
ww COPY ww

You were served by Oparator 1
DATE 3070772012 17:34 T1 83 01 2999

THANKS FOR SHOPPING. .







