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PROJECT: ELARA - Lube Change
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SERIAL NO.

P\

4,91

+
P
Pan Arab Research Center &

O <, Emarat [ RV Eppco / Enoc / &g Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number | Name Number | Name Number
2028 |6 ool |Sala|deoil | Mo vawe ob, | | |
Gender Height Built _ Ppectacle] Beard | Mustache] Ethnic Groups
M [ F M [S |T M F JYes|[No]Yes| No Yes | No |indian [Pakistani Filipino [Expat. Arabs] Others:
EDIDDDIDDDIIDDDD Xl O
EMIRATE V;:;'Ii';‘“ AbuDhabi |  Dubai Sharjah Al Ain ‘é’:&"afn' Ajman | 2B Y Fujairah
O O O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
clalglal ©l6 | b6z|oc | Ol o|l!l |io-30 |lo:4e
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday| Sunday I Monday ] Tuesday IWednesdayl Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 ] DAY OF
visiT ] O O O wst | 0 O O O O O
1. APPROACH AND CLEANLINESS Bl 5 ol Y 1
Scores Critical Areas Lpula¥) Ll L@l
ves Kl & o .
1. Was there proper sign to the Lube no [ y ddhie e AVl daalydadellin S o A1
changing bay? Syl juas
na O sy
_ YES s
3 2. \é\:g:r:ir;ee(ljt;be changing area clean and NO D N TG ye s Akl cy et Aikie cilS a2 (3
wa [ seuy
ves [1 & ] .
4|3 Wasthereany oilleaking and fallingon o [R) q e ae gyl gldis S ds 3 4
to the floor of the lube bay ? $uy W s Ailaia B a )Y
nA [ sy )
YES .
21 4. Were the waiting area and table clean? NO D Yy faaydas Al gall 5 jUaty) dsdaie il Ja 412
na [ suy
o ) YES o
2 5. vaoarii';hge?televmon in the waiting room NO D y ¢ iy 4 e o e il S Ja 52
NnA [ sy B
YES o . s
6. Was the board displaying complimentary o O g Ll lgle el Alaa i cus da 6
services neat and clean? faadat g 45 ya Aglaall Colanall
RSy
2. GREETINGS AND INITIAL CHECKS A Y il g qua a3l 2
Scores Critical Areas LYt ¥ Lpall PR
3|7 Was there any delay in approaching ves [ px s gl duia S ds 7 3
customers? NO ¥ Sorl sl saa Cals gall
8. Were you greeted in a friendly manner ~ YES px Cslul) 43,48k a2 da 8
(pleasant feeling)? Nno [ Yy i (B
TS O il gall @l i 3 28 2lan ) <Y 1)
5| If no, please describe behavior: Was it Li e \:;‘l . 31 j:_{j A 5
arrogant, without any expression, normal GAe R Oa OIS O AR e
¢4
etc..... e
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Scores Critical Areas Laalall) claalf Lia
9. Did he guide your vehicle for positioning ygg [X ; Lall Sl I @hls b ol ol L0
3 at the stopper and asked you to switch kX N :: ‘Lf o "—‘lé_‘“ i ) ﬁ‘ ?.C:l; -9 3
the engine off? Nno [] ¥ el il R ol By,
10. When asked by customer, was the Y . IS b el (e Cala gall s Laie 1
attendant knowledgeable of different YES L ‘_’J;u . < }A . L}“ 10
5 - . . ul)&ﬂbu}a)“uleJéltlyiuﬂaM?h 5
grades of oil, filters and their relative No [ v g o AR
benefits? fleto JS il 4
YES i .. ,
4| 11. Did he offer the waiting area to you? NO g ?: LY A je 4 Yl elle e o 11 |4
12. Did the staff thank you as you were YES o . 2
4 leaving? NO D q .Jaluuﬁ@ﬂ)&gukﬂlebdb 12 14
3. APPEARANCE AND BEHAVIOR OF STAFF ;H.Sju‘g Crabl galt Hba 3
Scores Critical Areas Al YLl h@’
_ YES pad
3 13. Z\rljzsti?;?umform of the attendant neat NO D Y ey Gl Al il sl Gl S s 13 (3
nva [ ssuy
YEs [ .
14. Was the attendant wearing visible ok A8y (53 5 3 5a gall Calasall (IS o 14
3 nametag? NO k Sz s 3
NA L] sliy Ay youne Dedoe ; 12 j
YES [ M A
15. Was he able to communicate with &e dhalsill e 108 Cals gl S Ja 15
3 tomen? no [ o 3
customer? ) s
NA [ sy
ves [
4 [ 16. Was staff courteous / friendly? No [ ¥ Slah/laga 5 cabsdl S Ja 16 |4
NA [ sy
4. SERVICE daadll 4
Scores " Critical Areas gl YLl ' L
: 23S O Gaad Gaaill Cals gall G .
3 17. Did attendant check whether you need YES pr uj)i;:iin -uLmy Cé: :L:j 7 3
. 0 L Had o L 3z o )l
top up or complete oil change? NO D y e sl
3| 18. Did attendant check with you whether ~ YES prd 8 Y Lad elia Calagall 38a3 Ja 18 3
only oil is to be changed or oil with filter? yo | N € sl 5 <y 3l af dadh 3N s
19. Did he check using gauge the quantity ~ YES K] el il 6 s Gl il sl W5 O 19
3 required to be topped up and informed g Al AeS W Gl ool 3
you? Nno [] y fllyy il sl
Do Sl 3 Cre Gaadlly Calby ool A8
3 20. Did the attendant check for oil leakages YES el uﬁj‘:}wi ):\m" . ﬁi d‘t 20 3
under your car from filter and drain bolt? Nno [J N i A O o s
e 3l
3| 21. Did the attendant drain the used oil YES D e ecidicn i O i i Gl 6 e 21 3
completely from your car? Nno [ y feli )lw (e
2| 22. Did he ask whether you want the engine  YES P iy el dae a5 S o) il o 22 5
to be flushed and did it if you agreed? no [ v felidd) 0 Jla b el
3| 23. Did the attendant fill the correct grade as  YES axd Sl s /e 5 Adlsly Cali all Bl Ja 23 3
you requested? Nno [ N il il daps i
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Scores Critical Areas Al @Ylpal) pATI]

J[ 24 Didherequestyoutosatongineand - ves [ el a5 5 domd it o8 of e b Ir 2415
s vo O % ¢l s Aaa saal Jpill Ala 3
3 25. Did t'he‘attendant ensure that the carter YES pad uiﬁﬁﬁﬁjli\:k jﬁﬁ 25 3
bolt is tightened and there are no leaks? NO D N * ecu 3l
26. Did attendant carry out the following Lilaall Cliasail) ¢ ol calasall JlE o 26
complimentary checks: R}
YES ey
31a. Battery Water top up no O Y ik ldiis  31a.
na [ sy
YES o
31b. Coolant Water top up NO D b coolant/a_uall ¢le dilial 31b.
na [ iy
ves I .
31c. Auto Transmission Fluid top up NO D b I Al B )LP w’ ‘.m‘,b" 3te.
(o pipanait )
na O sy
ves I
31d. Brake Fluid top up no O y el all ¢y § Al 31d.
na [ by
ves A
31e. Gear Oil top up no O b ool [ pall oy Az 31e.
na O sy
YES o
31f.  Air filter cleaning no [ N dsd glcwhs  31F
na [ sy
YES ool
31g. Wiper Water top up NO D b zla i Sl ele izl 31g.
na O sbsy
YES s
31h. Clean engine using air gun NO O Y el Gt alaaialy A jaall Cihs 31h.
na O gy
3| 27. Wereany of your questions related to :l(E)S % (”; bl ilind ya g &9 7*7'\9‘}’\ uw J 27 3
lube change answered? Sy M e dlany
wvA O shuy
3|26 Didthe staff piace the mileage sticker n :f)s % ’: = @mﬁmﬁf)\iﬁ 28 3
' nva [ iy €5 ol
YES pad
4| 29. Were you offered a receipt voluntarily? ~ NO O Y S bial w3l Juay il (e Ja 29 (4
nva O ssuy
5. REST ROOMS AND MOSQUE sawaall g (alaadl fll 53) dal M g 5
Scores Critical Areas FERP [ PO PR
3 30a. Were they adequately stocked with all YES B s el e Slianal) gens 5 32 S Ja 308 3
necessary supplies such as soap? NO D ¥ e gball Jia
na [ gbiy _—
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Scores Critical Areas Ll Lol PATHI]
YES P
30b. Were they adequately stocked with all 0] ?‘: Aol il il asans s e <ilS da 30b
necessary supplies such as toilet tissue? NO Call o) (599 Sia
NA [ gy
30c. Were they adequately stocked with all ves [] aa Ayl e sliud) s 8 jeae ilS Ja.30¢
necessary supplies such as paper towels? no E v 48, ol Cidliall Jie
(paper towels are not required where fully Clitaa g5 die dglha pe 4 adliall)
operational hand dryers exist) N/A EI b Y -, . _ - (A Al _:.‘:‘
- ST T Ty >
31a. Were sinks clean? YES o - il mﬁ:"“ b;r”lsgl?’B
require comment when marked ‘No’ Nno [ ¥ gl 2 MY ey s 1y
nvA [ gayy
. (l“ = ]- . - o
31b. Were mirrors clean? YES e bl o g \,"'b:‘ «—t:lisda..31b
require comment when marked ‘No’ no [J b sl o2 Y sy s 1y
NA [ gy
X taal - a0
31c. Were hand dryers clean? YES m px . :| i “séf,\]‘,,‘fm\:“ USLSJT 31c
3 require comment when marked ‘No’ no [ ¥ a2 MY Y s 1)
Nna [ gy y
- TR PRI
31d. Were dispensers clean? ves K s Uﬁhfn,:_lbiu r’f\isd‘r.ﬁw
require comment when marked ‘No’ no [ ¥ Tl o YT ALY s 1y
NA [ gy
YES P
31e. Were toilets and urinals clean? NO D ¥ fAiba Joal kil Ja 31e
Nna [ gy
32a. Were doors clean? ves I o L. ?&%‘iﬁlﬁy‘ uﬂs ‘JA. -32a
require comment when marked ‘No’ Nno [ ¥ gl o Y Ada Y s 1
NA [ gy
YES pi
32b. Were walls clean? Nno O N il sl ColS Ja 32b
NA [ sy
YES ad
32c. Were ceiling clean? Nno O y el Cainll S Ja 32¢
NA [ by
ves i
2| 32d. Were vents clean? no O ¥ flaki MUdl S Ja 32
NA [ sy
32e. Were floors clean? ves X - ?@,,Q,L,“’f’ﬂ‘ uls .32
require comment when marked ‘No’ Nno [ b gl o MY Y s 1y
NA [ gy
YES axi
32f. Were baseboards clean? no [ b faguhas el o 5 flailadl 15 S Ja  32f
NA [ sy
YEs X
32g. Were grout clean? No [ ¥ fedulas L3 1S s 32¢g
Nna [ gy
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Scores Critical Areas A ¥ lpalt Jataitt
YES pad
33a. Were trash containers clean? NO D b'd Ay daladll ciy s S Ja 33a
5 NA [ asiy )
YES pad
33b. Were trash containers not overflowing? NO O ¥ fiaild e daladll cligs cilS Ja 33b
NA [ @iy
YES pud e ,
o |34, Was the restroom smelingclean & o [ ¥ 6l Crs) Daia s Aiphai plaadl Al S Ja 34|
fresh (without any offensive odor)? alasdl G A S s
NA [ gy
; Ut slaall 3 & jagaih aaen cilS o 35
35. Were all the facilities inside the YES e ¢ o = eﬁ.: ISy
restroom in good working condition? . I e .
2 require comment when marked ‘No’ no OOy a2 YT Yl s ) 2
NA [ adyy
; (3) Cuk dawdl Acld ol e S
36. Was the Mosque premises clean? ves [1 o ( )_ j:J\ ‘ ,,:; ajbﬁj‘ti\sﬁ 36
2 require comment when marked ‘No’ Nno [0 ¥ Ty oA el : 2
NA X iy
Comments: s GUaadlal) [ 3aledl)
FOR OFFICE USE ONLY Jagd (igall PARCA N
Ugal) Jotailh JECHIPIIIEN .
o ? ion: o
to ACTUAL SCORE | maxmum | —vaiation o
Approach and Cleanliness aadaill ol @YY |1
Greetings and Initial Checks | Ads¥) Sl s s 1 12
g{)apf?arance and Behavior of il gall Fglues sedaa |3
Service aeaall 14
Cleanliness - Restroom and clalaall — il |
Mosque Al g
TOTAL £ ganall
5
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N D
ADNOC DISTRIBUTION
WESTERN REGION

DESCRIPTION QTY  PRICE TOTAL
VoyagerBronzdL 1,00 50.00 50.00
VoyagerBronzil 1,00 13.00 13.00
TOTAL 63.00
CASH PAYMENT 63.00

You were served by Operator 50
DATE 15/06/2012 10:40 Tt 62 050 4540

THANKS FQOR SHOPPING. .
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