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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center w
O ! Emarat 10O s Eppco / Enoc / ﬁ st Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
40 O Name Number Name Number Nam; Number
b ke ‘mnm! [ql5la 191
Gender Height Built _ [Bpectacled Beard | Mustache| Ethnic Groups
TIMI[S|T [M]F |Yes[No | Yes [ No | Yes [ No_|Indian [Pakistani| Filipino [Expat. Arabs[ Others:
IEIEII:IDI OogoORrRORO O @ 0O O
EMIRATE ";ZZ:‘:’I‘“ Abu Dhabi |  Dubai Sharjah Al Ain e | Aiman cas M| Fujairah
O O u O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
282l 019 [o]4 ] 413 [ ol 1] ols 153911604
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday ] Sunday I Monday | Tuesday |Wednesday] Thursday ] Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
VISIT O O K O O vISIT O O O )% O O O
1. APPROACH AND CLEANLINESS -33Ua1 4 gbﬁ‘g\ A
Scores Critical Areas Ll etaalt PAIH]
ves [ g
1. Was there proper sign to the Lube no [ q Lhie Je AVl Al gdaddlia g8 1
changing bay? Sy N s
na O abuy
_ ves [ o
3 2. \é\:g:;ik;ee(lj%be changing area clean and NO D Y S e s Ak Ca il s didaie il J 213
na [ abuy
ves [1 o s
4l3 Was there any oil leaking and fafling on q e ae Byl e gl dis g8 da 3 4
to the floor of the lube bay ? Sy ) st dshaia & (Y
na [ sy "
ves [d =
2| 4. Were the waiting area and table clean?  NO O Yy faaday M el ) dshie il Ja 4 (2
na [ sluy
e N ves [
9 5. woariitnhge?telewsmn in the waiting room no [ NI S LN E TR S o Oesll S s 52
A [ s
ves @~ o
6. Was the board displaying complimentary o ] g Lald Lgle jedad il Asslll cols sy 6
services neat and clean? eaadal g A0 ya dalaall leadld
va O sy
2. GREETINGS AND INITIAL CHECKS AN gl qua il 2
Scores Critical Areas Tl claall Jalasl
3|7 Was there any delay in approaching ves [] o™ T I BETENCRPIIE E A 5
customers? NO E y ot g il gall
8. Were you greeted in a friendly manner ~ YES Ps| pxd sl i da s il S s 8
(pleasant feeling)? No [ N ¢ (z ke
TS U ok gall &l ghus in 3 a8 sla Y 1
5| If no, please describe behavior: Was it Li Je \:j . Jj; j:ﬁ ° )ﬂ‘ 15
arrogant, without any expression, normal ‘é o ok CIIE . . -
etc..... C‘S\
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Scores Critical Areas Daalal) eyl Jalsih
9. Did he guide your vehicle for positioning  ygg ; Ll Sl 31 il ol ot LG
3 at the stopper and asked you to switch i = :” S ‘;‘ o s e d“ 9 3
the engine off? No [ ¥ .dﬁdl@hul@;.&JAle alay
10. When asked by customer, was the Vo . S d cdanndl (o it gl s Ladie 1
5 attendant knowledgeable of different YES x :‘j:jﬂiji - ‘)3" C_':':/ l}fid Sy e 10 5
grades of oil, filters and their relative NO D y = > &?’J. AR
benefits? flda JS 148
YES i .. .
4| 11. Did he offer the waiting area to you? NO E ?’; LY A8 e 4 iyl elle jase Ja 11 |4
12. Did the staff thank you as you were YEs [N ¢ a5 i€ Lok & S0 il ol s
4 leaving? No [ g Foslad oS ek o 0 ala sl B3 Ja 12 [ 4
3.  APPEARANCE AND BEHAVIOR OF STAFF (S sl g Cuilh gall gl 3
Scores Critical Areas LRI AV PR PRIl
. YEs i w
3 13. Z\rl]zsﬁ?;?umform of the attendant neat NO D Y e sl enlall Gl el S s 13 (3
NA O sy
YES [ .
3| 14. Was the attendant wearing visible no [ q Oty A8y (51 5y 3 5a sall Cala all S Ja 14 3
nametag? NIA D iy 7 a5 danl Lgle
YES o )
3| 15 Was he able to communicate with no [J q &o deal il e 1506 Gl sl S Ja 15 3
customer? LR
NA [ sy
YES ]
41 16. Was staff courteous / friendly? No [ Y Slakal/la g5 Cala pall S Ja 16 | 4
nva [ sdsy
4. SERVICE il 4
scores T CrificalAress | T e Gl S Law
; et ) I J Gl Cals G A 17
3 17. Did attendant check whether you need YES [B ( _:J ):.J i):j).n PR Cl“}i :hj 3
; 2 i ol Ju iz o s
)top up or complete oil change? NO D y e LS,
| 18. Did attendant check with you whether ~ YES [ px B8 S Lad lie —ah sl aa3 s 18 3
only oil is to be changed or oil with filter? No [ y A 5 ol ol dass s
19. Did he check using gauge the quantity ~ YEs i Pl Sl (g gie Gl Cala sl B Ja {9
3 required to be topped up and informed il ol S 1 il il 3
you? Nno [ o fallly Gl L)
PO Sl e e Bl Cala gl LB a2
3 20. Did the attendant check for oil leakages YES m g wj: /r\i il a)i.li i 0 3
under your car from filter and drain bolt? 0 y e O B
T
3| 21. Did the attendant drain the used oil YEs [ M Janasall e 3 S & i Cilh sl A8 Jda 21 3
completely from your car? NOo [ N el Jlu (e
2| 22. Did he ask whether you want the engine  YES A A el e oy e o il Ja 22 5
to be flushed and did it if you agreed? Nno [ N felidd) ga Jla 3 el
3| 23- Did the attendant fill the correct grade as YES P& s <yl A ,fE 5 Alals Cala gall Q8 Ja 23 3
you requested? No [ N eidb Al dapaiall
2

Lube change.doc




3 +
Scores Critical Areas PEWIU (LA PON ] Jalails
24. Did he request you to start engine and  ygs Al aS iy o jaall Jsdiy o5 of e Gailla Ja 24
3 leave it running for one and a half g Ay saad sl Alls 8 3
minutes? no [ k| S hualp 4ids sadd Jintdl &
.l 48 e /Al geba of (e il sall S da 25
3] 25 bDi?tthi'agteandznt egstﬁre that the (lzar:(er’) ves (B (e e lin (45 LS 3 Tan ke 3
olt is tightened and there are no leaks? o [7] N ey 3l
26. Did attendant carry out the following . Llaall Glssaidll o) ol cabagall A Ja .26
complimentary checks: ' ]
YES Py
31a. Battery Water top up no O b A el ela AdLa) 31a.
na [ sy
YES pad
31b. Coolant Water top up NO D N coolant/s yll ¢le Al 31b.
na [ sy
ves [d o 9148 Al J36 s ) ALl 1
31c. Auto Transmission Fluid top up NO D Y S )‘*f\ s 3te.
(Os5anit A
nAa O akuy
YES oo
31d. Brake Fluid top up NO D N dalll cty ) ddla) 31d.
na O sssy
YES EE axd
31e. Gear Oil top up no O 3 Al palloyyiila 31e.
7 W R
ves A -
31f.  Air filter cleaning no [ ¥ ool gl akn 31F,
na [ sy
ves
31g. Wiper Water top up no [ ¥ a0 Caliual el L) 31g.
na [ sy
ves A~
31h. Clean engine using air gun NO L—_] Y ehsell et plaaiuly o et cadals 31h.
na [ sy
3| 27 Wereany of your questions related to O q dalaial) il e gl e WYY sy 27 3
lube change answered? NO o 3l it doleay
na [ abuy
, .  yes@ m 10 Of ke g g bl A5 Ja 28
3 28. 5112 ér;? gtaff place the mileage sticker in NO D N ol RPETEEI ) ia s 3
na [ ssbuy 5l
ves @ M
41 29. Were you offered a receipt voluntarily? NO D N e lial A3 e g e jaye dd 29 (4
na [ sy
5. REST ROOMS AND MOSQUE saaaall 5 (plaadl fadl 53) Aal M g 5
Scores Critical Areas Aadladl) a¥aall PATHI]
3 ves LG i 3
30a. Were they adequately stocked with all E ?’; gyl e linall areny 3 jeme S o 30a
necessary supplies such as soap? NO Coghall Jia
va [ ghiy
3
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’?cores Critical Areas bl ¥l Latail
. ves H W T o
30b. Were they adequately stocked with all D ¥ A s pall Cile jlull & 5 e ilS o 30b
necessary supplies such as toilet tissue? NO Sull 53l @299 Jia
NA [ sdyy
30c. Were they adequately stocked with all YES axd L gpall b i) &2 856 iS da 30c
necessary supplies such as paper towels? No [J ¥ o ) 4 12‘ whdliall (Jia
(paper towels are not required where fully o Cldiae i sie dyglha e ) Cadliall)
operational hand dryers exist) N/A Gl ¥ (33Y) A
; ik (L) il
31a. Were sinks clean? YES E pr ol t“y‘('-l:dlayrj ,&%."316‘
require comment when marked ‘No’ no [J ¥ sl o MY e oS 1
NA [ gy
; R PRIIERTS
31b. Were mirrors clean? YES o ol g ): r‘j'l.sd?'l-mb
require comment when marked ‘No’ Nno [ Y ool o2 MY Ay cals 1y
NA [ sy
: Saalas ll'l.ii;a"ls
31c. Were hand dryers clean? YES s o ‘;Jf,‘i!,f"u;y‘uj -sd: "31C
3 require comment when marked ‘No’ Nno [ ¥ ol o A2 s )
NA [ suy
H faak o sbiall CliSle il
31d. Were dispensers clean? ves @ o o "Y"L_’L{A\jﬁ 'LsdT;t.Md
require comment when marked ‘No’ Nno [ b gl (o2 PR e
NA [ sbuy
ves M
31e. Were toilets and urinals clean? NO D ¥ gk ol A€l culS Ja 31e
Na [ gy y
; faass Gl oY) il
32a. Were doors clean? ves Dd (et oAl H"y':jfyr‘j _KJT‘ "323
require comment when marked ‘No' no [ ¥ ceasl o2 il
Na [ gy
ves [
32b. Were walls clean? Nno [ b gl el il s 32b
NvA [ Geauy
YES ad
32c. Were ceiling clean? Nno [ v feadai el S b 32¢
NAa [T Gy
ves [
2| 32d. Were vents clean? Nno [ Y Yaadai MGl il Ja 324
NA [ sy
; ek a9 ik
32e. Were floors clean? YES % pxd i : "Y"HLL);\J\H'J' '\SJTAI-32€
require comment when marked ‘No’ NO Y G i
va [ sy
ves [l
32f. Were baseboards clean? no [ ¥ ek sae ) &~ o /lailall 150 colS Ja  32F
NA [ soyy
ves [B
32g. Were grout clean? Nno [ N Sl LU GS s 32g
Na [ geuy
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Scores Critical Areas FIRI (N P PRI
ves @
33a. Were trash containers clean? no [0y oaalss Auledl) iy sls cilS Ja .33a
NA [ asby
2 - 2
Yes [@
33b. Were trash containers not overflowing? NO | ¥ fhald e ddadll Gl cilS Ja 33b
NA [ gy
YES pd o ]
2 34. Was the restroom smelling clean & no [ g (8! (5) Adinie s Aisdas plesd) a3l cilS Ja .34 5
fresh (without any offensive odor)? HEPN PR VS S EL S
: NA [ ey
: S aleal b <l aeaill en cilS Ja .35
35. Were all the facilties inside the ves @ o AL A A 3
restroom in good working condition? . o RN
2 require comment when marked ‘No’ no [0 3 gaasll (a0 Y ALY S 2
‘NA [ ahaiy
; ¢(5) ik aaanall deB ) e (IS
36. Was the Mosque premises clean? ves 1w ( ). g ,,:; LL?TAE\S‘\J'T -36
2 require comment when marked ‘No' no [ v Tt oA et 2
NA [B aaiy
Comments: sclBasiall [ galasll
FOR OFFICE USE ONLY Ja8d il PKEN |
Aaval) Jalailh Ll eyl asdl |- .
0, 2 I .
T ACTUAL SCORE MAXIMUM | Caluation: sl
Approach and Cleanliness Adlaill 5 ool 3B 1
Greetings and Initial Checks AW il s cus il 12
éi)apf?arance and Behavior of il gl sl y sekae |3
Service iaaall |4
Cleanliness - Restroom and Sabasll — Adthail |
Mosque daaall g
TOTAL & aaall
+ 5
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SERIAL NO.

A S/5 (82
LROAD

IAg

PRICE WA

14. G0 450
‘ 49,00
“EASH PAYHENT FURTS

You werg served Ly Operator 1
TEZ04/09/2012 16:02 15101 s |
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