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PROJECT : ELARA (Lube Change - FINAL 2012)

PROJECT: ELARA - Lube Change
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SERIAL NO.

713

6

Pan Arab Research Center E

+

O ciuemarat [ 0O a s Eppco / Enoc | B a4 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
2o Yo 2o | Batiy B sl N 1w b ;Jp R
Gender Height Built  [Spectacle§ Beard | Mustache| Ethnic Groups
MTF |[TIMIIS]IT [MIF |Yes]No|Yes] No|Yes]| No |indian [Pakistani[Filipino [Expat. Arabs| Others:
ROXROOORKOOXRROROX O O 0O [
EMIRATE V;:;‘I‘:I" AbuDhabi | Dubai Sharjah Al Ain ‘é’::v“a: Ajman Kﬁ:ism‘:h Fujairah
O [ O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
o 20 121 ol 21 | 2lo | olu O 2 [zo'%2av3\
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday | Monday | Tuesday | Wednesday | Thursday | Friday
TIMEOF| 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
STERTTO O O K&V O O4d O O O O
1. APPROACH AND CLEANLINESS ;lél&ﬁb g\ﬂ‘ﬂ |
Scores Critical Areas Al Sl Law
YES B4
1. Was there proper sign to the Lube no [ q Ahia e AYalldsial s Jllia g€ da 4
changing bay? ey M s
nva [ adny
. YES B4
3 2. Z\:g:;&zclit‘;be changing area clean and NO D Y e Ak cy )l i dihiecdS s 2 (3
nva O sdiy
vEs [ . . o
4|3 Was there any oil leaking and falling on ] q e as oyl s gl dllia a3 4
to the floor of the lube bay ? Sy 3l yaas Adhaie 8y Y
va [ sy i
vEs [
2| 4. Were the waiting area and table clean? NO [ y Paga A1 5 Uanyt dihia el Ja 4 |2
wa [ ssuy
. N Yes
2 5. \\I/vVOariitnhge?televmon in the waiting room Nno [ Y Y Be b e sl S ds 5 (2
nva [ sdiy
ves [0 o s
6. Was the board displaying complimentary no 3 q Ll lgle el Alda MKy 6
services neat and clean? faala 5 A pe ilaall Gleasl)
na [ suuy Caye we
2.  GREETINGS AND INITIAL CHECKS A Y il g sl (2
Scores Critical Areas Al el pANY]
3| 7. Was there any delay in approaching ves [] px A 8 8 Al gl i IS A 7 3
customers? No A N ol san el gall
8. Were you greeted in a friendly manner ~ YES Bd pxd Gslul) L34k e il S ds 8
(pleasant feeling)? Nno [ N $ (zoie
S -abs gall a9 a8 ela y Y 1)
5| If no, please describe behavior: Was it © :3: Lj;l X “31 j;“: PO 5
arrogant, without any expression, normal HETE ol On OB 050 "
¢ &l
efc..... G
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Scores Critical Areas bl SYLaal) Jataih
9. Did he guide your vehicle for positioning YES & : Gl A Y ells L Cals s
3 at the stopper and asked you to switch t~ :’:ﬂ oo ‘S‘J .A o ;’LL}AI . dﬁ -9 3
the engine off? NO D b JJ““ Zﬁjﬂ ] lia %*“LJ "JL."“J' u“’iy
10. When asked by customer, was the . S b Jaend) 1o Calh oal ¢ ow onie
5 attendant knowledgeable of different YES E p ::jﬂi\l & ‘ );i C_I:’: / ﬁ.?j dxf“ 10 5
grades of oil, filters and their relative No [ v 3= PRITS . : ?k’
benefits? fleta JS il 58
YES i . .
4| 11. Did he offer the waiting area to you? NO g ‘“; R IS LS oY dle (mhe Ja 11 (4
12. Did the staff thank you as you were YES oo SN . .
4 leaving? No O] s § a3 S Lty o S Calagall 6 Ja 12 | 4
3.  APPEARANCE AND BEHAVIOR OF STAFF tagS sty il gall jelia .3
Scores Critical Areas O N PN | Lai
. YES [
3 13. Z\r/"ajsti?ye?umform of the attendant neat Nno [J ¥ Ty Gl ualall Gl el Gl (S Ja 13 (3
NA O] iy
ves [1 i :
3| 14 Was the attendant wearing visible No X e A8y (55 5 35 gall il gl IS o 14 3
nametag? i S sain g3 dand Lgale
N/A %J*“‘J -(@m\@_>§
YES o ' -
3| 15 Was he able to communicate with no [ q &a Qealsilh e 1508 Galasdl IS o 15 3
customer? ST
NA [ gy
YES oy
4| 16. Was staff courteous / friendly? No [ Y Skl ga s Gl gl S s 16 4
na [ ssuy
4. SERVICE daadll 4
Scores Critical Areas FATITREIN L
; 2SO ey gaally cala gt A o 17
3| 17 Did attendant check whether you need ves [ - L:J.A < k_;ii.n Ly \fi : Ll 3
top up or complete oil change? Nno [ y ) R al : Z ?di\k&\.;
| 18. Did attendant check with you whether  YES px S S 1Y) Lad i Cabagall Gia3 Ja 18 3
only oil is to be changed or oil with filter? No | M) € _ilall 5y 30l Jadd 31 s
19. Did he check using gauge the quantity ~ YES xRl Sl (5 sie s il gl B8 Ja 19
3 required to be topped up and informed SENTP| UV EVX | U VS { I 3
you? no [ ey, il L)
I e il G g e (amalls Cilh gall LB a9
3 20. Did the attendant check for oil leakages YES Ot u:); 7:‘.“& il BJCL; i 0 3
under your car from filter and drain bolt? \q [ N i e eE _
MR
3| 21. Did the attendant drain the used oil YES A el cy 3l S i Calagall G8 Ja 21 3
completely from your car? No [ N Tl Jlow (e
2 22. Did he ask whether you want the engine YES (] ad Gy d aall Jae 3y S o) @il da 22 2
to be flushed and did it if you agreed? NO D N Cuslis) oo Jla el
3| 23 Did the attendant fill the correct grade as  YES Bd =~ o da e 5 Al cabasal BB Ja 23 3
you requested? no O ¥ flehlls Al dxpaiall
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Scores Critical Areas EEI LN POX Jaast

3| " lomvo it runming forone and st - YES B #4885 doadl il o8 of e ol s 24 5
minutes? no O Y fdnaly Aada dadl Jadill A 8
3 25. Eid t.he_attendant ensure that the carter  YES = pu ufﬁ);dﬁ:‘mﬂ iﬁj‘_}:{ii 25 3
olt is tightened and there are no leaks? NO D N = e 3l
26. Did attendant carry out the following Aglaall tlea mdll ol ol il gall B8 Ja 26
complimentary checks: saiall
ves A -
31a. Battery Water top up no O b Al ole ddlia) 31a.
na [ sy
ves 4
31b. Coolant Water top up NO O b} coolant/aall ele ddLs) 31b.
va O sdoy
YES o }
31c. Auto Transmission Fluid top up NO D b} G RSl J\P LUJ uh‘\ 31c.
(08l yilt)
nva O sbiy
YES pad
31d. Brake Fluid top up no O b Jal il cy 5 Adl) 31d.
nva [ sy
YES p
31e. Gear Oil top up no [ ) ool sl dlal 31e.
NA [ iy
YES px
31f.  Air filter cleaning no [ ¥ clpedl b ks 3Af,
nva O skiy :
YES % ol
31g. Wiper Water top up NO N g M el ele dili) 31g.
na O sny
ves Kl
31h. Clean engine using air gun no O Y el Genna pladinly el calais 31h.
nvA [ sy
3| 27. Were any of your questions related to :(EJS % ?: asbeiall il oy gl u—h :‘T’\—?-}" kiw da 27 3
lube change answered? S il nd Alany
nva O sy
3 28. 512 él';erz gtaff place the mileage sticker in :is % ?’; Axgmii:?ﬁ;\jﬁ 28 3
' va O sy €5
ves B4
4| 29. Were you offered a receipt voluntarily? No [ Y kst 2aul Jmy dile (i = Ja 29 (4
A [ sy
5.  REST ROOMS AND MOSQUE sapanallg (alaall foll 58) dalll i@ 5
Scores Critical Areas Al c¥laal) pATH]
3 ves I 3

30a. Were they adequately stocked with all O g Ay gmall e lsall azany 8 jeae S Ja 302
necessary supplies such as soap? NO o silall Jia
nva O by =
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Scores Critical Areas Al Yl PATH]
. ves s N
30b. Were they adequately stocked with all 0 v sl Sle Sl e 3 ¢aa <aiS Ja 30D
necessary supplies such as toilet tissue? NO culloil) (3,99 Jie
na [ gkuy
30c. Were they adequately stocked with all YES pd Aol Gl i) & 8 je3a <8 da.30c
necessary supplies such as paper towels? no [ ¥ 48, o) Cidliall Jia
(paper towels are not required where fully Cilddae 345 aie Ayl e 4, adliall)
operational hand dryers exist) N/A D Gy (Y )
] : fagday Jubaadl culg
31a. Were sinks clean? YES o L al ‘,,y:lf'bwuf ,&“T.“ma
require comment when marked ‘No’ no [ ¥ crasill o2 Al Q)
NA [ gy
; ik Ul culs
31b. Were mirrors clean? YES e o ':y" :fyr‘j ,EJT. |'31b
require comment when marked ‘No’ no [ v sl e Y A s 1y
NA [ abyy
X] H Sagas | Caldia g Cuils
31c. Were hand dryers clean? YES IXI o "S%z{,fu;yrf .‘Sd:‘.31c
require comment when marked ‘No’ no [ ¥ gra sl o Al Q)
na [ gy y
H $aadai o glall Clisle culg
31d. Were dispensers clean? YES o . ,“, o "Y':_)LLY!L_T .Lsde|.31d
require comment when marked ‘No’ no [ ¥ ool 2 e
nva [ gayy
ves Kl
31e. Were toilets and urinals clean? No [ N gt Jell LSl S Ja 310
NA O @by
. ?" . ]. . ‘ A I - tS
32a. Were doors clean? ves 4 e L :'Y'fa;fyﬁ .LSJT_A‘.SZa
require comment when marked ‘No’ no [ ¥ sl o2 A s )
nva [ sy
YES p2i
32b. Were walis clean? NO D b fagky el calS Ja 32b
NnA [ gy
ves ]
32c. Were ceiling clean? Nno [ N by il S Ja 326
na [ gduy
ves
32d. Were vents clean? Nno [ N faaudas aliall cul s 32d
va [ sy y
; sk Gl Y culs
32e. Were floors clean? YES M px o i ,,;',," -Lfyr‘j ,XSJT.J|'326
require comment when marked ‘No’ no [ Y e Al
nva [ gayy
YES pai
32f. Were baseboards clean? No O y 24k sac il o /Lailall ), 5 <l Ja 32f
NA [ Gy
ves B
32g. Were grout clean? NO D ¥ Paadas LU S Ja .32g
NnA [ gy
4
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Scores Critical Areas Aguludl) el pAH]
vEs X
33a. Were trash containers clean? no [ b faidas dalaall by da <ailS o 333
5 NA [ asuy
YES pad
33b. Were trash containers not overflowing? NO [ ¥ fhaild et Aeladll Oy gla cilS Ja 33b
NA [ abuy
YES Dd o N
5 |34 Was the restroom smelling clean & no [0 ¥ ) ) Alinia s Addas Jleall Al cilS Ja 34
fresh (without any offensive odor)? folaall B Ag S A
NA [ sy
y Jand alaall 8 Gl eadll anea S Ja 35
35. Were all the facilities inside the YES o e e s
restroom in good working condition? L. % e
2 require comment when marked ‘No’ no [ ¥ gl o2 YT ALY ol 1Y)
NA [ Gy
] 3 £(5) Caudal dawnddl A2l i s oAS
36. Was the Mosque premises clean? YES e (°)_ ,:d\ j ,,;‘,:, LL??A;;LS T_l: 36
2 require comment when marked N No [ % (e gt -
NA [ gy
Comments: scalBadiall f gaesl
FOR OFFICE USE ONLY Jad Cigal) aladiuy
Aaucall G Haill oY) sl . .
0, 0 : - ‘
% ACTUAL SCORE | mMAxiMum | Cvaluation P
Approach and Cleanliness Aallailly ol Y
Greetings and Initial Checks | & s¥) CilSuiall y cas 53l
g&p;?arance and Behavior of il gl gl g el
Service ieaall
Cleanliness - Restroom and Gilabaall — ddliill
Mosque Aaall g
TOTAL £ gaaall
5
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