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. PROJECT: ELARA - Lube Change
O wwemarat | 1 @580 Eppeo/ Enoc [ f& 453 Adnoc
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SHOPPER CODE DATA ENTRY EDITING CSA SR. #
'5. Name Number Name Number | Name Number
o WWAeall 2O | A\ [ZASA Movomedqd 3 5 [S
Gender Height Built _ Spectacles] Beard | Mustache] MW AN VBthnic Groups
TIMIS | T IMIF [Yes|[No ] Yes [ No | Yes | No [indian [Pakistani]Filipino [Expat. Arabs| Others:
EDK]DDDED.DZDDED o 0O O
EMIRATE ";z:tli': AbuDhabi |  Dubai Sharjah Al Ain g’:;‘afn' Aman | GasA 1 Fujairah
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
—1qq14y c91 2= 42 [eloalo]l )l \aYE [\
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 VISIT
O O O O O X O O 0O O o
1. APPROACH AND CLEANLINESS -380adl 4 ‘,ﬂ)ﬁ\‘l\ A
Scores Critical Areas Al el BRIV
\YES P s )
1. Was there proper sign to the Lube NO % g dihie Ao AW Asaljdaddia S da 1
changing bay? Sy 3l ad
na O ainy
A ves X =
3 2. \é\:g:ntirz(lj%be changing area clean and NO D Y % ey Addal W us Al ciS s 213
na O ssny
 yes [0
al® Was there any oil leaking and falling on o N le de gyl i gl dlia IS 3 4
to the floor of the lube bay ? = a3l i Adaie b L)
na O sy 7
ves ] a
21 4. Were the waiting area and table clean?  NO ] Y fhadas Al Ul g iyl dshie S a 412
na O sy
o N ves B o
2 5. :Ilvvoarii;hgeoteleV|sson in the waiting room NO D g ¢ A 8 8 Jens Geodll S s 52
wa [ sy |
YES e o s
6. Was the board displaying complimentary o ] y il lgde gl sl oals s 6 k
services neat and clean? ! $idlad 5 48 pe Adilaadl Dilesal) }
wa O b 4
2. GREETINGS AND INITIAL CHECKS A ) sl a0
MScoregw_”—” Criticg;\reas B - N bl il T —-mﬂ
5| 7. Was there any delay in approaching ves [] o i/ 81 B el gl s g G 7 3
customers? NO Yy u_\l_;)ll a3 alba gall
8. Were you greeted in a friendly manner ~ YES px Gsll) A3 ds kb il S s 8
(pleasant feeling)? No [ Y ¢ (g e
S Ja ccab gall Sl Coia g o8 Bla ) <Y 1Y)
5| If no, please describe behavior: Was it © e ﬁ j; j:!i e ‘)“ ‘15
arrogant, without any expression, normal S R SLECLRED ;—t—:‘
etc.....
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Scores Critical Areas Lot YLyl Lalai)
9. Did he guide your vehicle for positioning  ygg & ; Lall Sl I ol o il ol A5
3 at the stopper and asked you to switch el o . “’l A el o dA 9 3
the engine off? NOo [] ¥ Sl ik o elie (il B kel aliyy
10. When asked by customer, was the : IS d pandl (he ol gl Jipas adic 1
5 attendant knowledgeable of different YES [X] pu :j;m‘ o jl C_‘L:: / ‘).?J Sy e 10 5
grades of oil, filters and their relative no [] 2= Raiard) ? e
benefits? fleia JS il 4
YES |X i .. .
4| 11. Did he offer the waiting area to you? NO “: SMRLY dd e 3 jlal elle saoe da 11 (4
12. Did the staff thank you as you were ves [ o € et i€ |t ot .
4 leaving? NO D q .JAL&.\;US\A*:JJS.A,:UL}A“aUdA 12 14
3. APPEARANCE AND BEHAVIOR OF STAFF tagS sl g (b gall A 3
Scores Critical Areas EEWR I AN PO pAN(]
YES []
3 13. Z\rl]zsﬁt:;?umform of the attendant neat NO D YLy Gl el Gilipdl Gl S Ja 1313
NA [ sy
YES o . .
3| 14. Was the attendant wearing visible NO % g e Ay (65 3y 3 5a sall Cilasall IS b 14 3
nametag? i 7 s dansd Lgale
N/A E ki Y N\c-st/\ﬁ/uy\w\f
YES [X] i i
3| 15. Was he able to communicate with no [ q &e Jualsill e 18 il sall IS Ja 15 3
customer? ) ol
NA L sy
YEs D]
4| 16. Was staff courteous / friendly? No [ y fahal/laga s Cabasalt S U 16 | 4
NnA LT gy
a. SERVICE el 4
Scores Critical Areas o Ll ol e
; . CulS O e Gaailly alasall W a7
17. Did attendant check whether you need YES m = hu u u‘,)’_‘ P :“}AJ
3 top up or complete oil change? o0 el i ALY s s 31
pup p ge: NO D y ¢ sl ’
3| 18 Didattendant chock with you whether  YES ] sy 5 i 131 ek oty i1 s a1 3
only oil is to be changed or oil with filter? NO [ N RPEEVIPRNITR NN U IS
19. Did he check using gauge the quantity  vEs m oo plls S Gl 5 e iy el gl 3 a 19
3 required to be topped up and informed T PR B WV | q):uﬂ oesall 3
you? No [ ¥ Sl a5 Ll
Bl s Ol g e Giadl ik B s 30
3 20. Did the attendant check for oil leakages YES s buj: \—/“j‘u:: )ﬂﬂlv —L:,}ij\ e 2 3
under your car from filter and drain bolt? No [ N SR T o
'y
3| 21. Did the attendant drain the used oil YES P Jeeall 3OS e (b sall W6 s 21 3
completely from your car? No [ Yy feli sl (e
2| 22. Did he ask whether you want the engine  YES ] P e dee b e o il o 22 5
to be flushed and did it if you agreed? Nno [ v fliddl 5o Jla 3 Sl
3| 23. Did the attendant fill the correct grade as  YES ax SOl Aa e 5 Al cala sl JE b 23 3
you requested? Nno [ N flglla ) dapa
2
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Scores Critical Areas Taabody) ot RN

24. Did he request you to startengineand  ygs a4 Ty & jall iy o 55 o dlie il o .24
3 Iegve it running for one and a half D i 5 Ak 50a) il a3 3
minutes? NO k| 5 g <
3 25. bDid tlhetattendant ensure that the carter YES m o uﬂﬁ)‘:‘ﬁﬁj‘jﬁ;}aﬁﬁﬁ 25 3
olt is tightened and there are no leaks? NO D y teu
26. Did attendant carry out the following ) Aulaall Clbasaill ol el cabagall 3 da 26
complimentary checks: il
YES s
31a. Battery Water top up NO D N 4y el ela diliz) 31a.
na O sy
ves Kl
31b. Coolant Water top up NO D b coolant/s yuall sle ddlzal 31b.
wa O sy
YES o YAl U Sl <y )y Adla) 31¢
31c¢. Auto Transmission Fluid top up NO D b ; (d}&;w'bﬂij '
wa [ abuy
YES pxi
31d. Brake Fluid top up no [ ¥ d il cyyila)  31d.
na [ shiy
ves I
31e. Gear Oil top up no [ k) rg A ol ) Adlal 31e.
A [ sy
YES asd
31f. Air filter cleaning no [ ¥ dsed ks 34F
na O by
YES pad
31g. Wiper Water top up no [ N o 3l Caliual oo ALz 31g.
wA [ ey
YES pr
31h. Clean engine using air gun NO I_—_] Y el sell Jatee plasiuly A paall Caidas 31h.
na O] sy
3|27 YVere any of your questions related to ;(lis % e: Al il e gl g;‘XL 7*?9}-?‘,1‘ uAJ J 27 3
ube change answered? eoy 3l it Asdany
wA [ shuy
\ ; . ; o e
3 28. t[:]ig ér;(: itaff place the mileage sticker in .\{lf)s % ?: Aijmj‘:idﬁf;\;ﬁ 28 3
' wA O shuy € ol
ves
4| 29. Were you offered a receipt voluntarily?  no [ bl G lal Sl Jum g e (vm e da 29 14
wa [ 5y
5.  REST ROOMS AND MOSQUE sl g (plaad) ol ) AN BB 5
Scores " Critical Areas Toubead) CYlaall PR
3 30a. Were they adequately stocked with all YES m = Ay 5l Cile el aran 5 3630 <lS Ja 30a 3
necessary supplies such as soap? NO g ¥ Sosdkall Jia
na O gy =
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Scores Critical Areas Al el Lﬁm
» ves I o o ||
30b. Were they adequately stocked with all no [ v gl e liall asay 3 Jeae S Ja 30D
necessary supplies such as toilet tissue? Collgill (3099 Jia
NA [T sdyy
30c. Were they adequately stocked with all YES m ad A sl Sl il & B e S s 30c
necessary supplies such as paper towels? NO D y Al ggi Ghlall e
(paper towels are not required where fully — Gl A58 die dygllae y2 36,0 asliall)
operational hand dryers exist) N/A Gehi Y () )
; ks Juledl <ol
31a. Were sinks clean? YES m P ol '""y‘:JTL;\jluj EJT.‘.31a
require comment when marked ‘No’ no [ ¥ Gl o2 MY ALY S 1y
nA O gy
: A U s
31b. Were mirrors clean? YES m o= ol ‘t:f[,, ufyru 'ISdT’ "31b
require comment when marked ‘No’ no [ ¥ el oo M ALY g 1y
NA [ gayy
H fagda; Vi Clidaa & S
31c. Were hand dryers clean? ves [] pr . L‘ﬁfz{.i Qy‘uj 'tsd‘: "310
3 require comment when marked ‘No’ no [ b crasll e YT AaY) s 1 3
NA BB iy
s faaaai o plall CiliSle culs
31d. Were dispensers clean? YESW s .J:‘"” et "}"TJL.\._;YILT ,LS‘JT.J"SM
require comment when marked ‘No’ no [ Y Gl At AR s
NAa [ gy
ves ] .
31e. Were toilets and urinals clean? Nno O Yy faadas Joal Al culS Ja 31e
Na [ gasy
; faans ol oY1 g
32a. Were doors clean? YES m - o g .L}wa ) ALSJTA‘.SZa
require comment when marked ‘No’ no [J ¥ G o SRS
na [ sy
ves Kl
32b. Were walls clean? no OO % fagd sl S s 32b
wa O gy
ves B
32c. Were ceiling clean? no O v ¢ il S s 300
ma O gy
YES % i i
2| 32d. Were vents clean®? NO ¥ g ML il s 329 (2
a0 oy
. ¢ : YAalhi Sl Y1 oilg
32e. Were floors clean? rES j i 4l uﬁa,,\!,,’ L\f\_ﬂ . ,;szme
require comment when marked ‘No' No [ Y G=2 e Pl
= A [ sy
YES % pd
32f. Were baseboards clean? NO Y a0 saelall o o fliladi )50 s s 32F
Nna [ gy
ves K
32g. Were grout clean? no [ y faalsi LW S Us 32g
va [ gayy
4
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34. Was the restroom smelling clean &

Scores Critical Areas Al c¥lall Liail

ves Kl

33a. Were trash containers clean? no [ ¥ fhaal Adaill Qs S Ja 333

) NA [ @iy )

ves Kl

33b. Were trash containers not overflowing? NO O ¥ $hals e ddill clyla <ilS da 33b
NA [ ey
ves N

y qiojy)mj&gﬁewliaibcﬁ\s&_m 2

2 fresh (without any offensive odor)? no O f(alanll gy S Aail
NA [ @iy
s Jans alaall 3 Gl jagadll azas S da
35. Were all the facilities inside the ves B e e s, 35
restroom in good working condition? L w5 e
2 require comment when marked ‘No’ no O v e sl oa YT AN S 1Y 2
NA [ sy
; €(5) Cakai anasdl A g i S
36. Was the Mosque premises clean? YES D e ( ). }J\ j ,,;: L‘;j“uisﬁ 36
2 require comment when marked ‘No’ Nno [0 gt e Al s 2
NA K] iy
Comments: rcadkal) [ galadll
5N\ C -~ .
B2l COHSBINT o am S Qe s 32D
N\oeay e @~ salCe — Mo N l O\\«\\x
A \C ) AR v S S e A fele oy
o X o
FOR OFFICE USE ONLY a8 uigall pladiul
Aasall LALY LA Aoy aal) . .
0, g . . (]
% ACTUAL SCORE | _ mAXimum | =Vaatem et
Approach and Cleanliness Al y ol Y1 1
Greetings and Initial Checks | ¥ SiSulilly s 112
é?§$arance and Behavior of il sall sy selae |3
Service ia2all |4
Cleanliness - Restroom and lalasdt — Akl |
Mosque daall g
TOTAL £ sl
5
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SERIAL NO.

MARFA S/S 994 ) 5 4 l 2
MARFA
ADNOC DISTRIBUTION
WESTERN REGION

DESCRIPTION QTY  PRICE TOTAL
VoyagerBronz4aL  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 23/09/2012 16:39 T1 $3 050 6295

THANKS FOR SHOPPING. .







