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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Centerw
[ < u Emarat / O aws Eppco / Enoc / ﬂ 4 g0 Adnoc
SHOPPER CODE DATA ENTRY . EDITING CSA SR. #
DS ‘\\ Name Number | Name Number | Name Number
\ e [ 2ust W 1249 | novauedede ] | 1]
Gender Height Built Spectacles  Beard | Mustache] Ethnic Groups ~ '
MJ1F JTIMI[S|TIMIF Yes | No | Yes | No | Yes | No_Jindian [Pakistani] Filipino |[Expat. Arabs| Others: Eq'l)'f‘
IZDDDDDDDDEIDD O
EMIRATE V;:Z'{i:‘ Abu Dhabi |  Dubai Sharjah | Al Ain omm & 1 Aiman as M| Fuiairan
SITE ID Month Date Amount {Dhs) # of vehicles # of staff Time In Time out
5210loldlaolz 716l ol 0loll [1F2617:33
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday | Monday | Tuesday lWednesday‘ Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
vsT T O O 0KO vst | O O O O O K O
1. APPROACH AND CLEANLINESS A3l g i By 1
Scores Critical Areas daalullt c¥laall pATH|]
YES P . .
1.  Was there proper sign to the Lube didaie o AVl Asual g da  dia QS da A
. no O ¥ R
changing bay? S P uad
na O ssiy
. vées [}
3 2. \é\ig:ntir;iclﬁ?be changing area clean and NO D g S e s Al Sl s Gihie S Ja 213
na [ sy
ves [ . o
4|3 Was there any oil leaking and falling on NO/ ] y e ae gy cnill cud o) dua S da 3 4
to the floor of the lube bay ? ¢y 3l Addaia 3 )Y
v L sy "
ves I =
21 4. Were the waiting area and table clean?  NO D b Caadas Al Mall 5 HUaiY) dabie DS a0 4| 2
na O sduy e
5. Was the tel h YES e
5 woariinge? elevision in the waiting room no O § VI 8 e sl S Ja 5 |2
v O sy
YES o . .
6. Was the board displaying complimentary O] g Aald e ol Al As Ml cals a6
services neat and clean? NO $aadai ¢ A5 pe dilaall Coleaalt |
nA L sy J
2. GREETINGS AND INITIAL CHECKS A5y Sl g cua 2
Scores Critical Areas ) el WA
3| 7. Was there any delay in approaching ves [] prd sl i 4 el gl dia S s 7
customers? NO N SOl gas Cala gall 3
8. Were you greeted in a friendly manner ~ YES px sl a5 ds 8
(pleasant feeling)? NO D N (ke
SIS cCalh gad) 3ol im0 2B 2la (Y 1Y)
5| if no, please describe behavior: Was it “ :3: ) ﬁ }L{; y‘: . J. M 5
arrogant, without any expression, normal e Oplail o a5 Al aual
etc..... : ?,,‘@l
+ 1 +
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Scores Critical Areas gl Ul Liay|
9. Did he guide your vehicle for posnthning YES PRI S ALy il yal L 9
3 at the stopper and asked you to switch e et . oy 3
the engine off? No O Y el ik of e iy 5l ity
10. When asked by customer, was the YES m " Sl oS Ua Jaadl (ya Cali pall Jpae Lazic 10
5 attendant knowledgeable of different S 5 g3l e o fe ) 5l ilis
Jrades ofoll fiters and their relative. oy TR Sl e fel sl i ol 5
benefits? Tleia JS X4 g
. , YES ; ..
4| 11. Did he offer the waiting area to you? NO g : ¢ tany) 48 e o I e e a 11 (4
4| 12 Did the staff thank you as you were YEs X o ¢ s i€ Laiys o] S s oalf L5
leaving? NO D g Y9 S Gl gall B Ja 12 (4
3. APPEARANCE AND BEHAVIOR OF STAFF ragSslug cndli gall e 3
Scores Critical Areas Tl ¥ AR
13. Was th f f th d YES =
. t i t tt t . .t ..
3 anzsﬁd;e?um orm oi the attendant neat NO D Y e Gl el il sl G S Ja 1313
NA [ adyy
YEs [1 s
3| 14. Was the attendant wearing visible NO y by Ay (o5 5y 3 g sl Cala gl (S Ja 14 3
nametag? — 7 32 51 danal Lgile
N/A % Sk ¥ L ¥ .“An%hnd%P
YES o o °
3| 15 Was he able to communicate with No [ g o Jealgll de 108 Gala st IS Ja 15 3
customer? sl
vAa [ sy
ves d m
4] 16. Was staff courteous / friendly? No [ y Sadal/lagay cabs sl IS Ja 16 | 4
vA [ sy
4. SERVICE il 4
Scores " criticalAreas T Thawaes T T Ty
; 2SO el Al il gl B8 da 17
17. Did attendant check whether you need YES i w du)d Sa - 'MS <=
3 top up or complete oil change? =0 ol ol sy st s 3
Nno [ y ¢ JalSIly
3| 18. Did attendant check with you whether ~ YES (Xl s 1 5 i€y Lag clin bl Gins s 18 |
only oitis to be changed or oil with filter? o n N B PRGN IS - BT [
19. Did he check using gauge the quantity ~ YES [X o plasiuly Sy ) S ala gl o8 Jﬁs 19
3 required to be topped up and informed i Gl G 3 A I e paill ) 3
you? Nno [] rellyy dlalif 5 il
'S 1 o 00 ) o e il (i ol G s 20
20. Did the attendant check for oil leakages ~ YES R~ mw)j A yd o
3 d ar from filter and drain bolt? e/l saba s A Ga s ) cins 3
under your car “Nno O Yy ey 3l
3| 21. Did the attendant drain the used oil YES P Jeuaall Cu 0 S a i il sall A8 Ja 21 3
completely from your car? No [ v el jl (e
o | 22. Did he ask whether you want the engine  YES X o Al ey K ol il s 22 5
to be flushed and did it if you agreed? Nno [ N felidd) go Jla 4 iy
3| 23. Did the attendant fill the correct grade as YES X ad Sl ds e s Al cals sall A Ja 23 3
you requested? Nno [ N flelh Al daaiall
2
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Scores Critical Areas Lpulel) ¥l h\uﬂ
2 Dot o satore i ves W 5, dnit e 20
minutes? no O y Sl g A0 daal Jplall Al B
3 25. Eid t.he_attendant ensure that the carter YES m p uiﬁi\dﬁﬁlﬁfjf&ﬁ 25 3
olt is tightened and there are no leaks? NO 0 N te sl
26. Did attendant carry out the following Lladl g sl ) by calasall 3 o 26
complimentary checks: saqiul)
ves X
31a. Battery Water top up Nno b Ay el ele Al 31a.
NnA [ sty
YES axd
31b. Coolant Water top up NO " b coolant/s uall ele 43} 31b.
N/A % by
YES e - e aa s
31c. Auto Transmission Fluid top up NO D N A Jt}j:jj)\ 3le.
na [ abuy
ves I
31d. Brake Fluid top up no O ¥ deillcusial 31d.
nva [ ssuy
ves X
31e. Gear Oil top up no O N s by dlal 31,
na [ shuy
ves [X] &
31f. Airfilter cleaning no [ Y ol ks 31F,
NA [ ahuy
ves X
31g. Wiper Water top up NC [:] Y Fla W Claliual cla Al 31g.
A [ absy
ves [
31h. Clean engine using air gun no O Y bl eanee plasiudy sl Calat 31h.
na O sy
3| 27. Were any of your questions related to :ZS % P: Aalatall ilind o gl (5‘9 R?L'A\‘” u—ﬂ-’ Ja 27 3
lube change answered? Sy it daleny
na [ sy
5128 aﬁg ér;? staffplace the mileage sticker in ;is % *“; ';mt\:&ﬁj;ﬁ 28 3
' na O ssny £
ves B
4| 29. Were you offered a receipt voluntarily? ~ NO O Y Sl oiul Jeag dlile e 29 |4
va [ shuy
5.  REST ROOMS AND MOSQUE sl g (slaad) [l ) Aal M i g .5
Scores Critical Areas Al e laall ol
3 30a. Were they adequately stocked with all YES B el e st axan 3 3 LS Jo 30a 3
necessary supplies such as soap? NO D ¥ eosiall Jia
NnAa [ by =
3 +
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Scores Critical Areas L) Sl L]
. ves X 0 o
30b. Were they adequately stocked with all no [ y s al) Sla Sl aseny 5 jema <ailS Ja 30b
necessary supplies such as toilet tissue? Sl il (3599 Jia :
NA O abyy
30c. Were they adequately stocked with all ves [] i 4 s all Cie i) & e S da 30
necessary supplies such as paper towels? no [ ¥ 4.8 ) ol ddliall Jia
(paper towels are not required where fully Cliiae 8¢ Ne 4ygllae e 43 4l adliall)
operational hand dryers exist) NA [ adiy ()
; Shaka Juldl cals
31a. Were sinks clean? ves B o *"\j'il;yﬁ ~1sdT;{31a
require comment when marked ‘No’ no [ ¥ (Gl RE TR AR
NA [ gy
; 20,053 Ulyall S
31b. Were mirrors clean? ves J px > 2, ):y‘tu Lsd‘:;sl.31b
require comment when marked ‘No’ no [ ¥ G 2 st :
Na [T gy
3 $hada; s Cldiae il Ja |
31c. Were hand dryers clean? YES o gl ; L;Af'y;—'a_n;\ﬂtutsdfst 31c
3 require comment when marked ‘No’ no [ Y [CanEalF S8 ks : 3
nva [ gy
X - O R e v DNER TN T T
31d. Were dispensers clean? YES e 2 5l o "Y':_‘Llayiﬁls 3l
require comment when marked ‘No’ NO D ¥ et a2 ) )
NnA [ gasy
ves X
31e. Were toilets and urinals clean? Nno [ N fhadai Jouall 48] S Ja 31
na [ sy
; faals il Y il Ja 323
32a. Were doors clean? ves X o o "'Y"L-IL}l;Y\ S 1y
require comment when marked ‘No’ no [ ¥ et o> T ‘
na [ gy
ves X
32b. Were walls clean? Nno [ b fadas sl S Ja 32D
Nna O gy
ves [
32c. Were ceiling clean? Nno [ ¥ feabai Gl IS s 32¢
na O gayy
vEs i
2| 32d. Were vents clean? No [ Y Fadulal MU =i s 32 [ 2
NvA O gy »
YES m o fagkas Clpa Y cslK s 32e
32e. Were floors clean? ol a o Y Y el 1
require comment when marked ‘No’ no [ k! g Al 2 MY ALY il 1y
- na O gy
ves X
32f. Were baseboards clean? no [ Y ks sacldll o o flaitad i) 51 il s 32f
nA [ gy
ves 4
32g. Were grout clean? no O Y feadas LA (IS ds 32g
Na [ gbiy
4
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Scores Critical Areas Tabul) cyaal) Liai
ves X
33a. Were trash containers clean? NO D b faidas Aaadll ciy g culS J» 333
nA [0 sy
2 - 2
YES [Zl axd
33b. Were trash containers not overflowing? NO I Plalh e Al gl il da .33b
nA [ ey
ves X o= L S
9 34. Was the restroom smeliing clean & no [ N sl (rsn) Adinia g A plaal) ‘wp C»\_S Ja 34 2
fresh (without any offensive odor)? ) Slobandl B Ag2 S Aasly
nA [ ey
X ; Jass slaall b il jaeaih ppan cilS Ja 35
35. Were all the facilities inside the YES p ¢ o eu“mdsm
restroom in good working condition? . wn 4 e i
2 require comment when marked ‘No’ no [ ¥ grasl 2 ™ Aayh s Y 2
NA [ adsy
3 §(3) Cadas dmuall Aol ) e S
36. Was the Mosque premises clean? YES D P ( ), ;ﬂ\ ) g &Lﬁt\j\sﬁ 36
2 require comment when marked ‘No’ NO D N o > =y, ) 2
N/A Gy ¥
Comments: retaadiall / gadadlt
FOR OFFICE USE ONLY Jasd (iisall ?“’“““‘. "
Unosal) LGN Ll oY) sl . . T
0, - . - "
to ACTUAL SCORE MAXIMUM | £ valuation: e

Approach and Cleanliness

dallatll g ol yBYY (1

Greetings and Initial Checks

A gY Sl a0 12

Appearance and Behavior of

Osh sall gy etaa |3

Staff

Service ieaall |4
Cleanliness - Restroom and Cilalaal) ~ Rdlla) g—
Mosque 2l g
TOTAL Esanal
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KHANNUR S/S 832
KHANNUR
ADNOC DISTRIBUTION
WESTERN REGION

PRICE TOTAL
26.00

- DESCRIPTION aTy
VoyagerBronziL 2,00
“VoyagerBronz4l 1,00
TOTAL

CASH PAYMENT

13.00 .

50.00 $0.00
76.00
76.00

You were served by Supervisor

DATE 27/09/2012 17:32

- THANKS FOR SHOPPING. .

T1 S3 050 6455

SERIAL NO.

3







