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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center g%
O kel Emarat I O s Eppco / Enoc / 4 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number | Name Number | Name Number
[4-8 dman | o) [RERMAN | | | |
Gender Height Built Bpectacled Beard | Mustachef Ethnic Groups
TIM ]S | T IMJF JYes[No | Yes [ No | Yes | No [indian Pakistani]Filipino |Expat. Arabs| Others:
IDDIDDIZDDIEIEII-DEI O O
EMIRATE ";:Zfi:‘ AbuDhabi | Dubai | Sharfah | AlAin g’:‘;’"aﬁ: Aman | RasM 1 Fujairan
O X O O O O O | O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
11572 ol6 | o]6 glq 0l3 | olz |I5:00]|15:36
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
vist T O O O vist | O O O O K O 1}
1. APPROACH AND CLEANLINESS -AaUail o YY) 1
Scores Critical Areas RO, LD POV | PATHI]
- ves X e’- N
1. Was there proper sign to the Lube no [ didaia o AYall dsial g da gl llia oS JA A
changing bay? Sy M HuRd
wva O Jahw
_ YES pad
3 2. \é\:g:ntigzé%be changing area clean and NO D NI PRV T RRNGL Rt GhieciSda 213
na O asuy
ves 1 &
4|3 Was there any oil leaking and falingon y JTSPYSE PURCIE FREW P FE ENIE TS 4
to the floor of the lube bay ? - ey 3l s Aalaie (3 (g )Y)
na O ady
vyes A -
21 4. Were the waiting area and table clean?  NO O N aad Ayl g stV dshie culS o 4|2
wa O sssy
5w YES X ax
2 W;iiﬂwge?telewsmn in the waiting room NO D N ¢yl A e b Jew sl S Ja 52
na O asuy
ves B~ .
6. Was the board displaying complimentary ] g Lald lde el A sl culSda 6
services neat and clean? faaudai ¢ Ad ye Ayilaall laadd)
na O] sy
2. GREETINGS AND INITIAL CHECKS g sl g qua Al 2
Scores Critical Areas FUVR I (LA O] il
3|7 Was there any delay in approaching ves [] pa s ) b i gl dia (S da 7 3
customers? NO y Sl gad Cala sall
8. Were you greeted in a friendly manner ~ YES X] pd Clal) A ds il de 8
(pleasant feeling)? Nno O N ¢ (zhe
IS Ja ek gl S gla Coiia g a8 Blay Y 1Y)
51 If no, please describe behavior: Was it Lj e o Lj;l ):; fﬂi ;.'J“ )
arrogant, without any expression, normal e
g
etc.....
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Scores Critical Areas AalaYh c¥Laalf Lidil
9. Did he guide your vehicle for positioning YES US| Ol I el il saida g
3 at the stopper and asked you to switch oyl ol o elie b o ?'LL (3
the engine off? No [J ¥ e el il =5 5 )bl ey
10. When asked by customer, was the . IS o reall o il galt  fes Lovic 0
5 attendant knowledgeable of different YES IX e Zt:lt':!l = )fl «;‘L:}: / ‘J}J iy e i 5
grades of oil, filters and their relative No [ y J = PR S e
benefits? flede JS il 4
YES X y .. .
4| 11. Did he offer the waiting area to you? NO ?: eyl 4d e @ HBEY elle e a1 4]
12. Did the staff thank you as you were ves B ¢ it g ] e o .
4 leaving? NO D v .Jdbuuﬁhaﬁd)&guh}d\ﬁhgh 12 14
3. APPEARANCE AND BEHAVIOR OF STAFF ipeSobuy Cpiligall jela 3
’?cores Critical Areas Ll Lol Lias
13. Wasth fi f YES m N
. i the attendant t . . ..
3 anzsﬁd;?um orm of the attendant nea Nno [J ¥ S0 e Gl il il yall Lt S e 1313
VA [ sy
YES pal -
3| 14. Was the attendant wearing visible no [ g O Ak o 5 3 e sl Cila sl (S b 14 3
nametag? T s e sl Lede
NA [ sy
YEs X]  w .
15. Was he able to communicate with & bl e a8 Gals pddl 1S Ja 15
3 No O ¥ o 3
customer? SRR
NA [ sy
Yes X]
4| 16. Was staff courteous / friendly? No [ y Slakal/lagay s sl < Ja 16 | 4
L NAa [ skuy
4. SERVICE Aandll 4
Scores Critical Areas Al eVl Lia
3 2SS Of Gapagd aasll Caly fal8 Jda
17. Did attendant check whether you need YES M p w uu)uj T yd f 17
3 t lete oil ch » ;\ﬁ)_);\gualgg_)”ﬂLmYELma)\_’mJ\ 3
op up or complete oil change’ Nno [J N ey
3| 18 Did attendant check with you whether ~ YES ] s B A S ) Lad olie Cals ol 3625 Ja 18 3
only ail is to be changed or oil with filter? No [ y il g 3l s ey 1 s
19. Did he check using gauge the quantity ~ YES X and Al o (5 e il Cilasall LG Ja 19
3 required to be topped up and informed G A Syl AaS I o jaill il 3
you? Nno [y fallyy il |giila)
i O Gl el (e Gaadlly Gals gl LS 20
3| 20 Did the attendant check for oil leakages  YES (IS j:f_ /ﬂ; L“:J Al o jij e 5
under your car from filter and drain bolt? NO D y - ey 3l
3{ 21. Did the attendant drain the used oil YES P Janiaall 3l S it Cali gl pida 21 3
completely from your car? No [ Y i jlw (pe
2| 22. Did he ask whether you want the engine  YES M iyl Jaue oy S o) @il Ja 22 5
to be flushed and did it if you agreed? NO E] y Selidd) 4o Jla @ Sy
3| 23. Did the attendant fill the correct grade as YES axd Sl s p¥e 5 ABlal Cala all L6 Ja 23 3
you requested? Nno [ ¥ flehll Al dapaall
2
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Scores : Critical Areas Al et Liai

| # Didrerequestyoutostariongne and  ves Bl e a5 5y dnd diiy o 0f e b 1 24 5
minutes? no O ¥ Ty A48 Baal Jpodill Al A
3 25. bDid 'Ehe.attendant ensure that the carter YES m pu wfﬁﬁﬁﬁjiji\:&‘ ﬁfﬁ 25 3
olt is tightened and there are no leaks? NO D y ecy sl
26. Did attendant carry out the following laall Cln sadll ¢ b calasall B Ja 26
complimentary checks: sadal
YES pod
31a. Battery Water top up no O 3 ildLdls 31a.
nva [ sy
YES o
31b. Coolant Water top up NO O k| coolant/ull ele A8l 31b.
na O] sy
ves I =~ B
31c. Auto Transmission Fluid top up NO D Y Al ’LP w’ 43\“4 3tc.
(0 gl )
na [ akuy
ves B
31d. Brake Fluid top up no O ¥ deliil ey il 31d.
na [ abyy
ves I =
31e. Gear Oil top up no [ Y oA el e kel 3.
na O sy
ves A
31f.  Air filter cleaning NO D Y el sell ild calaii 31f.
Nna O akiy
YES oo
31g. Wiper Water top up no O ¥ o laliaal ols L) 31g.
na [ abiy
YES o
31h. Clean engine using air gun NO O Vel e plantuly ol Ciplats 31h.
nA [ by
3| 27. Wereany of your questions related to :lis P’; Alaid) lilid e gl lef- :\T.'\—t-‘?“ u‘u ds .27 3
lube change answered? S s dbeny
na [ ahuy
3|28 511: él';? staff pace the mileage sticker in :is % ": m@mﬁaﬁfxﬁ 28 3
' na O absy 5 gl
YES pos
41 29. Were you offered a receipt voluntarily? ~ NO O Y S0 bl il Jeay dlle (e Jda 29 14
na [ aduy
5.  REST ROOMS AND MOSQUE caadll g (plandl feal 55) Al g 5
Scores Critical Areas FORIRN LN PO | PAH]
\/ .
3 30a. Were they adequately stocked with all YES = 4y gl le Hliwall arany 5 jeae S Ja 30a 3
necessary supplies such as soap? NO D ¥ osdall Jia
va [ gy =

3
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Scores Critical Areas WP IR JEAN PR AN
YES P
30b. Were they adequately stocked with all D ?‘;‘ 4 )5 pall il i &3 e il Ja 30
necessary supplies such as toilet tissue? NO <ol il (3599 Jie
NA [ gasy e
30c. Were they adequately stocked with all YES prd )5 mall il il & B ene S Ja 30c
necessary supplies such as paper towels? no [ . A8, ol Cadliall Jie
(paper towels are not required where fully Gldiaa 845 vie dygllae e 3 adliall)
operational hand dryers exist) NA [ gy (Y1
: Tk o o
31a. Were sinks clean? YES (e ol “,,y,flffyrflé&d:{ma
require comment when marked ‘No’ no [ ¥ gt o2 MY Al il 1y
Na [0 gayy
¥ s Pdauda; Ly ¥
31b. Were mirrors clean? YEs KX] p i ':y" N f\‘“uiﬁsd?‘ﬁw
require comment when marked ‘No’ Nno [ ¥ el o YT ALY s 1y
NA [T sayy
; Sk 09! i on
31c. Were hand dryers clean? ves K] e . *T’h ‘5'\:,31"‘_,’ L;Ylhf\'sLSd‘:‘ |'31C
3 require comment when marked ‘No’ Nno [ ¥ ol (o2 Y ALY S 1y
NA [T gssy
X 3 Al o pbiall LSy oS
31d. Were dispensers clean? YES X e el "y"uLLYluj ,15“175"31(’
require comment when marked ‘No’ Nno [ Y Gt > el A
NA [ seuy
YES X
31e. Were toilets and urinals clean? Nno [ ¥ $agdss Joall 1€ culS Ja 316
NA [ Gy
32a. Were doors clean? ves (X pd o gl ’ ..Y..kiij;ruls&d? ,'328
require comment when marked ‘No’ no [ Y e o> AR
NA [ gmny
ves A
32b. Were walls clean? Nno [ N a4k el il Ja 32
NA [ gsuy
YES A
32c. Were ceiling clean? Nno O Y feadai catldl S Ja 32¢
NA [ sasy
YES ad
2 | 32d. Were vents clean? No [ Y faida L) S Ja 329
NA [ Gaayy
32e. Were floors clean? YES prd o gl ?m..?&zf;rﬁs&: |'328
require comment when marked ‘No’ no [ Y CanS e AR )
NA [ sy
YES ad
32f. Were baseboards clean? Nno [ N fAdlas sae il - ) lilal) i, 51 culS Ja 30f
Na [ sy
YES a2
32g. Were grout clean? Nno [ Y feiuda LU oIS Ja 329
NA [ sy
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Scores Critical Areas IR LAY PO Jalai
YES pad
33a. Were trash containers clean? NO D b fhadai daladll il S Ja 332
NA [ abuy
2 = ; 2
YES axd
33b. Were trash containers not overflowing? NO D b'{ fhaiti e Adlaill il S Ja 33b
NA [ asiy
YES s ]
’ 2 34. Was the restroom smelling clean & NO D N ¢ asv) Ldaie g Adgdas laall Aal ;) ciilS Ja 34 2
fresh (without any offensive odor)? flaleal) 3 A S A
NA [ aiy
X ; Jasi alaall 8 &l agail auan cilS Ja
35. Were all the facilies inside the YES o P e S St 35
restroom in good working condition? . R T e
2 require comment when marked ‘No’ no [ K ol o2 YT ALY s 1 2
NA [ abuy
3 9(5) Calai asasal) dcld gl e oS
36. Was the Mosque premises clean? YES D P> ( )_ };“ ’ ,,:; LL?‘L'J\S%T 36
2 require comment when marked ‘No’ no [ ¥ e Y Al OB 2
NA [X] gy
Comments: claadiall [ gabasll
FOR OFFICE USE ONLY Jagd rigal PAREL |
Aol Jak83Y LAl Jeli sl X
Y ; tuation: 330
% ACTUAL SCORE MAXiMuM | Evaluation =
Approach and Cleanliness aaldaall 5 b Y |1
Greetings and Initial Checks AN Sl g s Al (2
/S\{)apf?arance and Behavior of ol gall sl s selae |3
Service sl |4
Cleanliness - Restroom and ilalaall — A8 5
Mosque Al g
TOTAL £ saxall
+ 5

Lube change.doc







1

1

L
i







