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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center E
[ < ,ui Emarat 10 g Eppco / Enoc | B 459 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
: 7
| Y ey Yol \>><:$\AL Dy Sq_eo‘ 5161321 |
Gender Height Built _ [Spectactes Beard Mustache] i Ethnic Groups
TIM[S | T [M]F [Yes|No|Yes] No|Yes] No |indian [Pakistani|Filipino [Expat. Arabs] Others:
IDIDEIEIIEIEIEIDDIZDDD X O
Western . . R . Umm Al . Ras Al .
EMIRATE Region Abu Dhabi Dubai Sharjah Al Ain Quwain Ajman Khaimah Fujairah
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In ~ | Time out
olg A2 o2 | \[£ {216 | o\ |o 2 oF:cRlald
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 O O O wer | @ O 0O O O | O

1. APPROACH AND CLEANLINESS A3 g By
Scores Critical Areas Tl entaall PAVHI]
YES e U
1. Was there proper sign to the Lube no [ q dibie Lo AVl dsalgdad ol S a1
changing bay? Sy M s
na O by
_ YES o
3 2. \é\g:r]tit;zé%be changing area clean and NO D Y e Riadi o e Akl S b 2|3
na [ sy
vEs [1 ] ‘
4|3 Wasthereany oil leaking and falingon K q Sleae gy culcyui gl dia g€ da 3 4
to the floor of the lube bay ? S 3l yaaat Akt A LY
va O ssy y
vyEs } =
21 4. Were the waiting area and table clean? NO [ Y e 4 Ul SUany) dshie culS Ja 4 (2
nA [ sy

.

2 5.  Was the television in the waiting room NO D

working? ¢ iyl A e (A demy gl S s 52

EIEEE:
» > »
OOOX
LE

Al Lo Ll Al S s 6
SR 5 A5 e Alanall lLarsl

6. Was the board displaying complimentary
services neat and clean?

[¥4

na [ sbiy
2. GREETINGS AND INITIAL CHECKS A ) Sl g qua 2
Scores Critical Areas Taulud) @Y laall Jaladl
3| 7. Was there any delay in approaching YES D ax TP TGP P NS T 4 3
customers? NO N ol s Cada gall
8. Were you greeted in a friendly manner ~ YES K - Gl a4 s s il 5 s 8
(pleasant feeling)? No [ N ¢ (o
S U il sall ol Coiagr ol glay Y 1Y)
5| If no, please describe behavior: Was it Lj Je . \‘j‘x ):L j:_‘i N ‘)..‘ 15
arrogant, without any expression, normal Ll ol al el S
etc..... £
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Scores Critical Areas Al S  Jalaat
9. Did he guide your vehicle for positioning  ygs B] ; Ll Sl I ol o Cals oall A6

3 at the stopper and asked you to switch Kl ™ :.zlunu o "‘J&A i . lfjl F.L;J; 9 3
the engine off? o [ L sl g R Bl )

10. When asked by customer, was the . IS o cdaandl e il gl J s Ledie 10
attendant knowledgeable of different YES g p ‘fb,u . < }f _,....

5 - . ; ulfldljuyj\uk,_p/t\yd.\:ug?h 5
grades of oll, filters and their relative Nno [ v ? i s
benefits? fleta JS il 4

‘ . YES X o™ B,

4| 11. Did he offer the waiting area to you? No [ y FOUEEYI A je 4 llauyl elle jaye o 11 (4

4| 12 Did the staff thank you as you were YEs € 5olis i Ly ol Sy Cali i 6 s 12 |4
leaving? No [ y = : ¢ .

3. APPEARANCE AND BEHAVIOR OF STAFF tagSslug Cpiligall yelia 3

Scores Critical Areas Al ¥l PATHI]

_ vEs P m
3 13. Z\r/uajstgf?umform of the attendant neat No [J Y ey gl unlall Giliall U S a 13 |3
NA [ gy
vyEs [ N .
14. Was the attendant wearing visible e Ay (55 53 3 9 el ol sl S Ja 14
3 no [ ¥ , 3
nametag? Tz a5 danl Lo
N/A g ok S_«ﬁﬁcn
YES : pxi P
15. Was he able to communicate with &o deal sl e 08 Cala gl S Ja 15
3 customer? No [J v fO 50l 3
NA [ sy
YEsH «
4| 16. Was staff courteous / friendly? Nno [ ¥ fakal/la gy o sl GIS o 16 |4
NA [ sy
4. SERVICE dandll 4
Scores Critical Areas Lot cylaalt Lsi
: 23S ) Gaailly Cala gall B8
17. Did attendant check whether you need ~ YES a u u,u)uj sar }Aje 7

3 top up or complete oil change? 20 o ol U ALY gliad s L) 3

pup p ge? No [ sl

3| 18 Did attendant check with you whether ves ¥ pd A 5SS 1Y Lad elin ol sall (385 Ja 18 3
only oil is to be changed or oil with filter? No [ Y € a5 30 Bl dads I s

19. Did he check using gauge the quantity ~ YES B e phaiubs ol (5 e (it Calasall JE Ja 19

3 required to be topped up and informed g Al Bl AS ol sl 3

you? Nno [ ¥ Sellly dlali s Lol
O SOl G e Geailly Cada gl WG Ja 20

3 20. Did the attendant check for oil leakages YES E pri ujjfi il a)ij Cins 3

under your car from filter and drain bolt? 4 O y IR e eE )
Sy il

3| 21. Did the attendant drain the used oil ves X P el 3l S i calasall o8 Ja 21 3
completely from your car? No [ y il Hlhs (ye

| 22. Did he ask whether you want the engine  YES pd el el aall dae oy y S o il o 22 5
to be flushed and did it if you agreed? Nno [ Yy felidd) so Jls el

4| 23. Did the attendant il the correct grade as  YES X ax Sl Aa afp 58 Adlaly il all A Ja 23 3
you requested? Nno [ ¥ fledls ll dapauall

2
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Scores Critical Areas Agulul) ol Jalash

24. Did he request you to startengineand  yes P} A4S sl aall Jsdit g6 o lia il Ja 24
3 leave it running for one and a half e dads sadd el s 3
minutes? no O k! fais Aida aal Jiadl o
. oV A8 e /Al geba (f (e alasall S b 25
25. Did the attendant ensure that the carter YES m (e )l, Jj > ‘; > )A P
3 bolt is tightened and there are no leaks? el flia gl 43l LeilSa B s Aada 3
otistg “no O ¥ ey 31
26. Did attendant carry out the following Tpilaall s padl) ol jaly alagall B Ja 26
complimentary checks: N sa gl
ves K
31a. Battery Water top up no [ Y il dilal 3a.
na [ iy
ves I~
31b. Coolant Water top up NO D bl coolant/aall sle dilial 31b.
va [ sy
ves Bd o Y1 A4S Halt JiG Adlia) 31
Cu ) Asls
31c. Auto Transmission Fludtopup  No [ g VAN e ey ¢
(Opansit_lt)
na O absy
YES o
31d. Brake Fluid top up NO D b} Jel_dll iy ALzl 31d.
vA [ sy
YES o
31e. Gear Oil top up no [ ¥ ool eyl 3le.
na O sy
YES ol
31f.  Airfilter cleaning NO EI N gl glcmbs 31F,
Cna O sy
ves K .
31g. Wiper Water top up NO D N ol cilatiud ele ALl 31g.
na O aeny
ves 1
31h. Clean engine using air gun NO D CIEARYS REWWOSNEEC IR JEOL I B 31h.
na O asny
.ves ¥ e ]
5|27 Were any of your questions related to 0 ?: Adlaidl @lilinl (e gl e WY QS da 27 3
lube change answered? NO Syl Agleny
va [ sbuy
_ _ T YEs T s e e Gabepapabsdiids 28
3 28. 5:: (t:r;? ;taff place the mileage sticker in NO ] N o Ltk I Al /il i LS 3
va O sbuy 95 o
YES o2l
4| 29. Were you offered a receipt voluntarily? ~ NQ D bl L Hbaad S Jea e Gmye b 29 (4
na O sy
5.  REST ROOMS AND MOSQUE daall g (alaall fod) g5) Aai M B L5
Scores Critical Areas Toulud Yl Jalasy
3 YES ; 3
30a. Were they adequately stocked with all O & g g pall e Hlsell arany 3 jeme S Ja 303
necessary supplies such as soap? NO v o sball Jia
na O asiy =
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Scores

Critical Areas

Al Ll

ves B

:\._n.)‘g_).u'ajl ‘.—_ILQM‘ & B e S Ja 30b

30b. Were they adequately stocked with all D y
necessary supplies such as toilet tissue? Sl 3 (5599 S
NA O gy
30c. Were they adequately stocked with all ves A i )l Cila il & e ilS o 30c
necessary supplies such as paper towels? no [ ¥ 148 5l Lidlial) Jia
(paper towels are not required where fully Gldiane 55 die dygllas yii 4Gl adliall)
operational hand dryers exist) na [ abyy (Y A
31a. Were sinks clean? YES E pud ol i ,,y,‘,'L:J\:];ru lisd‘:."s‘la
require comment when marked ‘No’ Nno O ¥ zra sl o2 AR S
NA [ sy
; A Ul cois
31b. Were mirrors clean? YES px ol "'y" Z’nyrf 'lsdT' 1'31b
require comment when marked ‘No’ no [ ¥ gl sl oa e
NA [ gy
; 830,50 1Y) lhias culS
31c. Were hand dryers clean? ves X ox ol ‘fdf};ﬁ gyr‘: ‘LSJIA' "310
require comment when marked ‘No’ no [ ¥ sl o MY Ala) cals 1y
NA [ gy
] : faihl o) sl LSl cals
31d. Were dispensers clean? YES e . Mf}‘m o ,,y:—i L;ynuj ,deT. "31d
require comment when marked ‘No’ Nno [ Yy et I
wa [ shyy
YES pa
31e. Were toilets and urinals clean? NO D v Saglas Foall 1840 cilS Ja 31e
NA O sayy
32a. Were doors clean? YES M pr L Y“‘ﬁ,,‘f‘f;ff‘?ﬁ.‘-3za
require comment when marked ‘No’ no [ ¥ el o MY Ay s 1y
na [ gy
YES pai
32b. Were walls clean? Nno [ M Ak el i€ Ja 32p
NA [ iy
YES pri
32¢. Were ceiling clean? Nno [ ¥ fulss caaull oIS ds 32¢
Na [ sy
ves B
32d. Were vents clean? no O v fiads NGl il Uy 324
NA [ gy
32e. Were floors clean? YES E o o ?wﬁ"éx}?ff;ff\égl?‘BZe
require comment when marked ‘No’ NO D Y grasill o2 iy
NA O oy
ves M
32f. Were baseboards clean? Nno [ ¥ Ak sae il & o) failal) i, S Ja 32f
c
NA [ sy
YES pad
32g. Were grout clean? Nno [ ¥ feaadas LI oS da 329
Nna [ gy
4
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Scores Critical Areas Aol el PR
YES o
33a. Were trash containers clean? NO D ¥ el il cib s S Ja 33a
NA [ absy
2 = - 2
YES pad
33b. Were trash containers not overflowing? NO [ ¥ fhails e daladll Cbda <iS da 33b
NA [ sy
ves .
) 34. Was the restroom smelling clean & no [ N & s Alteia g Aglis Jlaall Aad) ) il Ja 34 2
fresh (without any offensive odor)? Holaall A S A
NA [ gby
X H Jaxi alaall 8 & gl ases <l o
35. Were all the facilties inside the YES g e e O o 5 35
restroom in good working condition? . o < N
2 require comment when marked ‘No’ no O v g sl o2 MY Aol S 1Y 2
NA [ sy
3 £(5) caai amawall dcl o e 0K
36. Was the Mosque premises clean? ves [ ( ). j:;!\ ' ,,;: ML‘;;“U\ST? .36
2 require comment when marked ‘No' Nno [ ¥ gt e el L 2
NA PR Gy
Comments: scilaadall f galalt
FOR OFFICE USE ONLY Lagd (igall aladiu
Aacalt Jal&3 Bal Jel sl ) .
9 . : + aal)
A‘ ACTUAL SCORE | maximum__| Evaluation P
Approach and Cleanliness daldaill g ol BYY |1

Greetings and Initial Checks | &sY) i€l cas 3112

Appearance and Behavior of Gl sall sl s elaa |3

Staff

Service doaall 4
Cleanliness - Restroom and clabead) — dilll
Mosque 2l g
TOTAL £ saxall
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ADNOC DISTRIBUTION

ABU AL ABYAD S/S - 893

TEL: 02-8834070, WESTERN REGION

DESCRIPTION QTY  PRICE
VovagerBronz4l. 1,00 50.00
VoyagerBronziL 2,00 13.00
TOTAL

CASH PAYMENT

You were served by Supervisor

DATE 17/03/2012 09:19 T2 82 050 5561

THANKS FOR SHOPPING. .

TOTAL
50.00
26.00
76.00

76.00

SERIAL NO.

ale]a







