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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan.Arab'Research Center w
Dab\a) Emarat / D &5/ &4 Eppco / Enoc / & &4l Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
8 Name Number Name Number | Name Number
189 7 [ [ []
Gender Height Built Bpectacled Beard | Mustache| Ethnic Groups
TIM]S [M | F |Yes| No|Yes| No|Yes [ No |indian [Pakistani|Filipino [Expat. Arabs| Others:
EIDIEIDIE]DIXIDDEEDDI || n
EMIRATE v;i;tiz:‘ Abu Dhabi Dubai Sharjah Al Ain gr:;‘aﬁ: Ajman KﬁaaismAlah Fujairah
O X . O O O n O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
Xl éb ol 8l qI|# 819 ol | o4 |15:48|l6:17
‘ 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
r O O O 0O O O o O O O X
1. APPROACH AND CLEANLINESS A8t 4 g\_)ﬁ\_ﬂ |
Scores Critical Areas Aot c¥taall pAH(]
YES o A .
1. Was there proper sign to the Lube no [ q dihie e AVl sl jiaddia g v 1
changing bay? Ty il
nva O aduy
. ves [l
3 2. Z\:g:r:ir;z(lj%be changing area clean and NO D S ey Akl i b cilS a2 |3
nA O] ahuy
ves [1 & . )
4|3 Wasthereany oil leaking and falling on o 5 q Sededysalic g dia gsds 3 4
to the floor of the lube bay ? S W i dilaie & )Y
na [ sy )
ves Bd
2| 4. Were the waiting area and table clean? NO [ Y aaay 41 hall g eyl ddbie cilS Ja 412
va [ asuy
ves @l o
2 5 woearii;hge?telev1sxon in the waiting room NG D § Y Ae b Jen sl S da 5|2
na [ smuy
YES [ . e T e
6. Was the board displaying complimentary y ] q Aald Lo oot Alda il cilSda 6
services neat and clean? faaal 5 A8 ye duilaall ilansll
na O smiy
2. GREETINGS AND INITIAL CHECKS A N il 5 a2
Scores Critical Areas Al ol iy
3|7 Was there any delay in approaching ves [] px i 8l 3 el gl dia S de 7 3
customers? NO Y oLl eai Cala gall
8. Were you greeted in a friendly manner ~ YES i pxd alub) L da b Al Ay 8
(pleasant feeling)? Nno [ Yy ¢ (e
NS O ccala sall @ glu Chia g o8 elay Y 1D
51 If no, please describe behavior: Was it Lj e . 1:;5 J:Jt\ . j;f o ‘15
arrogant, without any expression, normal & > e i o a1
etc..... e
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Scores Critical Areas F W (LN PR | Latail
9. Did he guide your vehicle for positioning  ygg T Ll Sl ol o als ol A6

3 at the stopper and asked you to switch B :: 19 o ‘sijﬂ_:i . L.}jl el:“ -9 3

the engine off? No [0, v tdadiakiy oy kel Y
10. When asked by customer, was the , ) IS da caaat (e Cala gall Jius Laric 10
attendant knowledgeable of different YES e g;i°u| R )‘{l il '

5 e . . } u}lﬂ_,u):\_).‘lu\;)dlt\yuh;q?lc 5
grades of oil, filters and their relative NO D y o - "
benefits? Pleia JS 21l 48

YES XA : .. .
4| 11. Did he offer the waiting area to you? NO ?: $OUEYI A e 8 i) dlle (e b 11 4
12. Did the staff thank you as you were YEs ] € it o€ | i gl e ole .
4|12 Dathes No [0 |y TSl alsh alod i 12 4
) !
3. APPEARANCE AND BEHAVIOR OF STAFF | tagSslug Cpiligall Lok 3
Scores Critical Areas ' Ay c¥Laal Jatasl
. YES A
3 13. Z\rl]zsﬁ?;?umform of the attendant neat Nno [J Y 0y il ealall Cils sall Gl S s 13 /3
NA O sy
YES pxi i .
| 14. Was the attendant wearing visible No [ q ey Ay (535 5 0 3 pall s sall (IS Do 14 3
nametag? T sm 5 aand Lo
NnA [ sbsy
YES pxd PR
15. Was he able to communicate with E ! & daal gl o 108 Cabs sl S Ja 15
3 customer? NO D ! k o 3
A [ sy
YES 4 pxd
4| 16. Was staff courteous / friendly? NOo [ ¥ flahal/lagny cabsdl S Ja 16 |4
NAa [ sy
4. SERVICE dasill 4
Scores Critical Areas o QETIE e JR)
| : S OF G 3aadlly Cals gall B b |
17. Did attendant check whether you need YES m - i u-‘ uu)u‘ Sa }A ‘; 17
3 top up or complete oil change? ! S5 i ol Syl Ala plias sl 3
) NO D! ¢ LSl

3| 18 Did attendant check with you whether YES IX e B S 1Y Lag lie Cala gl (333 Ja 18 3

only ol is to be changed or oil with fiter? no [ N € Al g <y 3 T dadd 5 s
19. Did he check using gauge the quantity ~ YES p3 ard phauls o (5 gle Gulty Cila sl Bl s 19
3 required to be topped up and informed e N LV | B WO U W W I 3
you? Nno [ Sl clal y gl
| w00l G e 3l Gkl G b D
3 20. Did the attendant check for oil leakages YES e {gj}‘_/’ﬂi} S e ﬂjij ins 0 3
’ : 5 2
under your car from filter and drain bolt? NO E] e

3| 21. Did the attendant drain the used oil YES E A el 3l S i Cala gall Adda 21 3
completely from your car? Nno [ y Sl s (1

2| 22. Did he ask whether you want the engine  YES E B el adl dae b S o il da 22 5
to be flushed and did it if you agreed? Nno [ Y ki) go Jla 3 lly

3| 23. Did the attendant fill the correct grade as  YES o Qullas fe 5 Adlal cabisall 8 s 23 3
you requested? Nno [ y flgidla Al dsyaiall

2 :




Scores Critical Areas Aty e Laall Jatasl
3 e o oneand analt TS A5y el dd o8 O) e e b 24
minutes? no O y Sliiaiy Aada el Juadill Alla B
3 25. Eid t‘he.attendant ensure that the carter YES (o uiﬁ);ﬁ}j:j‘)i&:k :Eﬁ 25 3
olt is tightened and there are no leaks? NO | N e 3l
26. Did attendant carry out the following sl Glia il ol ab bl o6 Ja 26
complimentary checks: R
ves KXl
31a. Battery Water top up no O ¥ A el ele dilis) 31a.

A [ sy
ves [
31b. Coolant Water top up NO D bl coolant/auell ela dilia) 31b.
na [ sy
ves I =~ B
31c. Auto Transmission Fluid top up NO D y N EIGNIPCE JLP wJ uua\ 31c.
(o sianait 5
na O abay
YES ol
31d. Brake Fluid top up no OO0 daill cyjiiual 31d.
na O] sy
vEs XI o
31e. Gear Oil top up no [ ¥ s [l ) AL 31e.
na [ sy
ves X
31f.  Air filter cleaning no O v s ks 31f
NnA [ sy
ves X
31g. Wiper Water top up no O y ol Glaliaal ol i) 31g.
na [ sduy
ves K1 &
31h. Clean engine using air gun Nno O Y el et ahadinly o jaall Caas 31h.
nva [ ssiy
5| 27- Were any of your questions related to :(E)S % ?’; daleid) il e gl e :‘t.’lé?‘ HN s 27 3
lube change answered? o 3t Aglasy
nvA [ sbiy
3 28. Ejig (t:g?\ gstaff place the mileage sticker in ;Zs \ ?’; )mémﬁi:};ﬁ;\;ﬁ 28 3
' na [ gny %
YES ol
4] 29. Were you offered a receipt voluntarily? ~ NO | y S0l Ml Jeas e jase da 29 |4
na [ ey
5.  REST ROOMS AND MOSQUE - daauall g (alasdl feull 55) dal M i 5
Scores Critical Areas Aoy ciaall Jaldst
3 30a. Were they adequately stocked with all ves B o Ay pall e el aens 3 e <ilS Ja.30a 3
necessary supplies such as soap? NO D 3 SO gl Jia
nva O gy I
3
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require comment when marked ‘No’
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@res Critical Areas : L) Y Laalt pATH]]
[l
, ves b T o
30b. Were they adequately stocked with all vo Oy A3l e lall aueas 3 jeme ilS o 30b
necessary supplies such as toilet tissue? Sallgill (3549 i
NA [ gy
30c. Were they adequately stocked with all ves [ - prd L pall Sla il & 836 S Ua 30C
necessary supplies such as paper towels? no [ N 48 ) ol adiall Jia
Paper towels are not required where fully Gldiaa 840 Nie 4, e 44 )5l Cailid)
( towel t required where full s # i3, )
operational hand dryers exist) NA D gy (39 A
| ; fa5k Juldl s
31a. Were sinks clean? YES B e 2 gl wﬁjfﬁ:}yrﬁ ‘LSJT".31a
require comment when marked ‘No’ no [ ¥ gl o> ARl ea
NA [ gmyy
31b. Were mirrors clean? YES m N o gl 04':;': l;li;f‘f‘isd‘:_"m{)
require comment when marked ‘No’ no [ Co gl on it
A O g
- ?" . A ‘ R - ‘S
31c. Were hand dryers clean? ves [ ) }ﬂ?ﬂl" ‘ééfzj:';jz’;rf '15&; 1'310
require comment when marked ‘No' Nno [ ¥ e Al
NA [ gasy
faalsy o pliall CliSle culs
31d. Were dispensers clean? YES p . J:;H e "\1:‘1&,{;51;—‘: ,ISJTM'S‘]d
require comment when marked ‘No’ Nno [J ¥ s el s
Na [ sy
ves '
31e. Were toilets and urinals clean? NO EI rooy Fadulas Joiih) A€l il Ja 31
NA [ sy y
32a. Were doors clean? YES ’E e ks il da 322

gl o MY ALY s 1)

32b. Were walls clean? Nno O a4k Uanl CulS s 32D
Na [ gbuy
ves [

32c. Were ceiling clean? No [J7 v S cail S o 32¢
NA O sy
ves XI pad

32d. Were vents clean? Nno . v faada; MUl il Ja 32
nva [ gy ‘

32e. Were floors clean? YES KXI prd L. ?@L},,Q}faﬂ‘ ;ULS &.'328

require comment when marked ‘No’ NO b sl o MY Ay s 1y

32f. Were baseboards clean?

ik sacldl) & /lailad) i3 culS Ja 32f

32g. Were grout clean?

Sl WO IS Ja 329
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Scores Critical Areas IR U PON | PAVMI]
YES K]
33a. Were trash containers clean? no O ¥ $hayls Aalaill iy sa i Ja 333
NA [ Gy
.2 = - 2
YES axd
33b. Were trash containers not overflowing? NO O b flali e el clgls s s 33b
NA [ gy
ves [ e . ,
5 |34 Was the restroom smelling clean & no O ¥ o Qs) iy L plaadi Aty 2ilS b 34 |
fresh (without any offensive odor)? _ flplanll B Agu S An
A [ gy
3 ; s alaadl 8 il jgadl) azen <uilS Ja
35. Were all the facilities inside the YES =~ L @u‘.: S 35
restroom in good working condition? L. o T e
2 require comment when marked ‘No’ no [ 4 g sl o MY Y s 2
NA [ @iy
; TS TN E IS TI ESATS
36. Was the Mosque premises clean? ves [J o ( ). }:,3\ i ,,:; ﬁhﬁ_ﬂs‘ﬁ 36
2 require comment when marked ‘No’ no [ ¥ gt e e 2
NA (X Gk
Comments: calBadiall / galadll
FOR OFFICE USE ONLY Jagh igall pladiu
Adpeall JalB) LAl Jed aal .
y : ion: + a3l
Yo ACTUAL SCORE | maximum__ | Ev@iuation S
Approach and Cleanliness Aataill 5 ol B 1

Greetings and Initial Checks | &s¥1 Sl s cus A 12

Appearance and Behavior of il ol & 1
Staff Ot galt sl s pedan |3

Service isasll 4
Cleanliness - Restroom and Cilabaal) — ddaill 5
Mosque Aacall

TOTAL £ 9aall
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