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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan-Atab Research Center m
O ! Emarat / |:| <5/ 58 Eppeo / Enoc / E g Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
/ q Name Number Name Number | Name Number
+ Rwhtp | [ | | [ |
Gender Height Bu|l Spectaclesl Beard Mustache[ Ethnic Groups
M F |T M]S| T M F [Yes[No|Yes] No|Yes [ No_|Indian [Pakistani|Filipino [Expat. Arabs] Others:
IDEIIEI[XE]DEI[EDEI~EJ O x 0O O
Western . . : . Umm Al . Ras Al -
EMIRATE Region Abu Dhabi Dubai Sharjah Al Ain Quwain Ajman Khaimah Fujairah
SITE 1D Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
Yl o8 [1 |6 | 8]9 1 013 | 0]2 [16:03]l6:29
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday [ Monday ] Tuesday l Wednesday I Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF

VISIT |:| 0 E O O wst | 0 O 0O O O x O

1. APPROACH AND CLEANLINESS +A3Uat ¢ @bﬁ‘:}\ |
Scores Critical Areas Tl el Jain
ves DA L
1. Was there proper sign to the Lube no [ q dahia e AVl daal jdsdalia S a1
changing bay? Syl el
na O sy
, ves X o
3 2. z\igasntgzétj?be changing area clean and NO D LN e dadi eyl et dihiecilS da 2 (3
nva [ sy
vyes [ . .
4|3 Was there any oil leaking and falling on g sle de gyl ol gl i S a3 4
to the floor of the lube bay ? 2 eyl s Adlaia B (Y
Na O iy '
YES P
2| 4. Were the waiting area and table clean? NO [] bl aadas Al Mall y eyl dahaie S\S Ja 4| 2
nva [ sssy
w ) YES ad
. ¢ ision i iti [T Lot
2 5 Woariitnhge? elevision in the waiting room NO D N ¢ LIVl A b Je Ol S s 5 (2
na [ sy
ves [ o - s
6. Was the board displaying complimentary o ] q Al lgle el Al da i culs s 6
services neat and clean? Sdata 5 A ye Aplaall Cleaadl
na O absy
2. GREETINGS AND INITIAL CHECKS A N el g cua 32
Scores Critical Areas Al Y aall Jalailt
3| 7. Was there any delay in approaching ves [] px P/l 81 8 el gl dlia S 7 3
customers? Nno O Yy SOl gas Cals gall
8. Were you greeted in a friendly manner ~ YES m px bl A8 a8l dh s il s 8
(pleasant feeling)? No [ ¥ S (z A
S Ja ek sl Wi Caingr A8 Bla Y 1)
5| If no, please describe behavior: Was it Lj e . ﬁ . J:L fﬂi N J‘ e 5
arrogant, without any expression, normal ¢ Sl o I3 o
etc..... <:---CJ‘
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Scores Critical Areas Al YLl htalh
9. Did he guide your vehicle for positioning ygg ; Ll S el o ol oall A1
3 at the stopper and asked you to switch E = :.:]“ “‘) o sixe!:;jl, . dj\ ¢ t;h -9 3
the engine off? No O ¥ fejaal il g =5 8l alayy
10. When asked by customer, was the . S b cdpanl e il sall g Laic 10
5 attendant knowledgeable of different ves X1 p ﬁ‘ - J.S" d:z / ﬁ.f 'S?'M e ’ 5
grades of oil, filters and their relative no [] y 2= >R &
benefits? flgta JS i 4
YES [X] i .. .
4] 11. Did he offer the waiting area to you? NO E ": ¢ ety 4a e oV dde (e dd 11 (4
1'
4| 12. Did the staff thank you as you were ves i ¢ i i Luiy o S iyl 6 a2 |4
leaving? No [ y *J 2 S0 ¢ .
i
3. APPEARANCE AND BEHAVIOR OF STAFF Sl Cdh gall e 3
Scores Critical Areas Al el Lia
. ves [
3 13. Z\r/“ajsti?;?umform of the attendant neat NO D Y 0L ya Gl seslall Gl gall il S Ja 13 |3
Nna [ gy
YES [] N .
14. Was the attendant wearing visible opay A8y (535 53 353 pall Cala gall IS a4
3 No [] y i 3
nametag? Tz pam 4anl e
NA [ sy
YES pd .
15. Was he able to communicate with o ol il e 108 Cals gl 1S Ja 15
3 customer? No [ ¥ P 3
. Cos
nA [ ey
YES Dd
4| 16. Was staff courteous / friendly? No [ N fadl/la gy cabgall IS Ja 16 |4
nva [ sy
4. SERVICE dadll 4
[Scores Critical Areas Loala¥) claall LiEi]
; S O o Giaily il gl JE s 17
17. Did attendant check whether you need ~ YE® Xl e uu}d . }AJ ¢
3 t lete oil chanae? S ad al Sl AdlaY aliag s Ll 3
op up or complete oil change? No [ N s,
3| 18. Did attendant check with you whether ~ YES | pr B ) Led lia cala gl Ba3 s 18 3
only oitis to be changed or oil with filter? N O ¥ € lall 5 a3 o) dads iy 3l s
19. Did he check using gauge the quantity YES E ! ol plaaiuly 3l (6 ghua (i Cala gall Adda 19
3 required to be topped up and informed O | RUITR - WU | O VA | W | 3
you? Nno [ Y Sl il Ll
P Oe Sl Gy e Gl Gl pal A3 Ja 20
3 20. Did the attendant check for oil leakages YES m i qﬁ;ﬁi} ) e aj:ij s 3
under your car from filter and drain bolt? NO D N - ey
3| 21. Did the attendant drain the used oil YES P Jexall 3l JS g i calagall 6 Ja 21 3
completely from your car? No [ ' ¥ i b (e
o | 22. Did he ask whether you want the engine  YES A Al el due v g o) dlile Ja 22 5
to be flushed and did it if you agreed? NO ] Seligd) ga Jla & lly
3| 23. Did the attendant fill the correct grade as  YES B o g 5 Alal Gl sall Bl s 23 3
you requested? Nno [ v gl Al daaaiall
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Scores Critical Areas Tl ol PRV
24. Did he request you to start engine and  ygg [X PR PRT SR g o e il Ja .24
3 leave it running for one and a half : 154 e.;A | ila 3
minutes? no O Y Chuai y A48 sadl Jiruil &
. W 48 e /A gabea o (e alisal) Sl da 25
3 25. Eiclitt_heragtende:jnt egs{ﬁre thart t:g ;:artkerI) YES m a iy lia o 4l LP‘-S‘@“A&.A'@M 3
olt is tightened and there are no leaks? 7] N e sl
26. Did attendant carry out the following Apilaall Clia gadll o jaly alagall B s 26
complimentary checks: Al
ves A
31a. Battery Water top up no [ ¥ Lkdldilal 3a
na [ iy
YES pad
31b. Coolant Water top up NO D b} coolant/s sl sle ddliz) 31b.
va O sy
YES o Y1 A8 el Jab Al 3
s a5 il
31¢c. Auto Transmission Fluidtopup  NO L y oSl s cu) AL te.
(O hmnsil )
va [ sbuy
YES % pa
31d. Brake Fluid top up NO b el il 5 Adliz) 31d.
na [ suy
ves [
31e. Gear Oil top up no O y G ellcysiils) 3le.
na O iy
ves [~
31f.  Air filter cleaning Nno O ¥ ol by 31f
na O sy
ves [
31g. Wiper Water top up no [ y o 3¥ cialinal ol Lz 31g.
NA [ siy
ves [~
31h. Clean engine using air gun NO D ¥ ehsgll oo aladinly A el caat 31h.
na [ suy
YES ;
3| 27. Were any of your questions related to % ‘: Aalaiall clilid e gl e syl i s 27 3
lube change answered? NO oy it Aglany
na O sduy
. . o ves sk e galipanaalial ide 28
3 28. als (t:r;? ;taff place the mileage sticker in NO D q b Lgiak Ailadl) [ jia LS 3
na [ sany €5
YES % pad
4| 29. Were you offered a receipt voluntarily?  NO ¥ o) oMl Jea g dlile (mje da 29 (4
na [ sy
5.  REST ROOMS AND MOSQUE saaeaall g (abasdl fell ) dal M g .5
Scores Critical Areas faubul cilaall Jatgil
3 YES i 3
30a. Were they adequately stocked with all % e’; s pall e jliall paena 3 e <l o 30a
necessary supplies such as soap? NO e oaball Jia
va O gy =
3
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Scores Critical Areas : EEWE I EAN PO PAYH]
_ YES o o L
30b. Were they adequately stocked with all no I v Asoall e Sl aaena 8 3¢ <l Ja 30b
necessary supplies such as toilet tissue? : Sl sl (5,99 Jie
NA [ by
30c. Were they adequately stocked with all ves ] e 4y s_nall e il & B e S o, 30c
necessary supplies such as paper towels? no [ N 48l adliall Jia
(paper towels are not required where fully Gliiaa g e dygllaa ye ) ) adliall)
operational hand dryers exist) nva X Gehls ¥ (Y1
31a. Were sinks clean? ves 1 - e“‘l“ydj’:;l‘“ L,SLSJT."M"‘
require comment when marked ‘No’ no O v gt o2 SRR
NA [ gy
o a0 Ul s
31b. Were mirrors clean? YES m i il g LJ:\J;% ‘\SJT' |'31b
require comment when marked ‘No’ no [ Y sl o A s
NA [ gy
; $Aadai oYl Cliiae il
31c. Were hand dryers clean? YES E pu Ll ";Af,y,,uu;yﬁ’ _\Sd‘:. |'31C
3 require comment when marked ‘No’ no O v gl o e
NnA [ gy
H faalay ) slall CiliSle il
31d. Were dispensers clean? YES N e .}3'“ et "Y':JLLY)L? ,SJT.J"Md
require comment when marked ‘No’ vo O Y T o2 SR A S
nva [ gy
vEs [
31e. Were toilets and urinals clean? NO D ¥ fhaks Joul A€l il Ja 31e
na O gy
5 faskai il oY) cuils
32a. Were doors clean? YES [E P o 5 3'\1""L)1fyﬁ ,6%5{323
require comment when marked ‘No’ NO D ¥ THart o> SR s
nvA [ gbuy
YES E pad
32b. Were walls clean? NO oy faalay el cul Ja 32p
NvA [ guy
ves [ |
32c. Were ceiling clean? Nno [ ¥ fealai Caudl oS Ja 32¢
Na O gy
ves [l
2| 32d. Were vents clean? Nno [ b faadhs MLl cuilS Ja 32d
na [ ahuy
; faak il Y1 Clg
32e. Were floors clean? YES % e o il g L\f‘yr‘j 'lsdThllsze
require comment when marked ‘No’ NO Yy el s kel
Nna [ gouy
YES % ad
32f. Were baseboards clean? NO [N fAgki sae @l & o /il 15 cwils da 32f
NA [ gbuy
ves 4
32g. Were grout clean? no [ ¥ fdulas B3I S da 329
na [ gy
T
4 I
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Scores Critical Areas Al claal) Latai
vyes M
33a. Were trash containers clean? NO D N faalas ddadll oy s calS s 333
) ' NA [ by
ves [
33b. Were trash containers not overflowing? NO [] b fhails ye daladll gl cilS Js 33b
NA [ aiy
ves 1 o )
2 34. Was the restroom smelling clean & no [ N sl ) Laia s Aipkai pleall Aadl ) cuilS o 34
fresh (without any offensive odor)? flolandl A Ay S Aad
NA [ oy
H Jand alaall & &b agadll aaas 38 da 35
35. Were all the facilities inside the YES m P ¢ o= &m‘,: e
restroom in good working condition? . I e
2 require comment when marked ‘No’ no O v gl o MY ALY s by 2
NA [ ahuy
5 €(5) s amwdl AelE e oIS
36. Was the Mosque premises clean? YES D P ( ). ,il\ ’ ,,;r,', LL“?TZ:\ST: 36
2 require comment when marked N No [ ¥ T 2 2 ‘ 2
NA D sy
Comments: silBaall [ gadanlt
FOR OFFICE USE ONLY Ladd uiCal) aladdu N
Alauall Jalail) LUl e aad . .
Y : Eval : percal
o ACTUAL SCORE | MAXIMUM valuation P
Approach and Cleanliness aalkil s ol B |1
Greetings and Initial Checks | Ads¥! clSuddlly cam i 12
Appearance and Behavior of by ot .
Staff Cpiha gl gl s edas |3
Service ieaall (4
Cleanliness - Restroom and Slelaall — 2kl )
Mosque dxall g
TOTAL £ ganall
5
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