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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change an Arab Research Center w
Dabtn,\ Emarat [ O aws Eppco / Enoc / E st Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
f Name Number Name Number | Name Number
OO TsHRD HEEE
Gender Height Built Bpectacle Beard | Mustache] Ethnic Groups
M| F [T [MIsSIT [MIJF JYes[No Yes | No | Yes | No |Indian Pakistani|Filipino [Expat. Arabs] Others:
ROONOOROORRORKROO ® O 0O O
Western . . : . Umm Al . Ras Al
EMIRATE Region Abu Dhabi Dubai Sharjah Al Ain Quwain Ajman Khaimah Fujairah
O X O O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
8122 olq] '9 A1 0 ol= 1 ola [16:26 |lbi4s
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

VISITDDDDV'S'TDDE‘DDDD

1. APPROACH AND CLEANLINESS ;&wu g.a\j;ﬁf]\ 1
Scores Critical Areas Tl c¥ Ll JATH]
YES o ottt s
1. Was there proper sign to the Lube no [] g Aihia o AVl daalyda i GlS a1
changing bay? oyl s
nAa [ ahuy
, YES pxi
3 2. \é\i;aés”;(it;eetlju?be changing area clean and NO D e Akl cy M e dikeie S Ja 2 |3
A O abiy
vyes [0 . ‘
4|3 Wasthereany oilleaking and fallingon o 1) g Slede Byl oy gl s g€ ds 3 4
to the floor of the lube bay ? Sy M s dilaie & ()Y
nva O sesy J
ves X]
21 4. Were the waiting area and table clean? NO O b faaday ddgUall g Uaiyl Al clS da 4| 2
wa O sbiy
s w o - vés R o
9| % Woariitnhge?telewsmn in the waiting room NO D N ¢ Uyl & e b Jans sl S Ja 5|2
wa [0 shuy
ves [ s s
6. Was the board displaying complimentary \ o M) q Ll e edas Al dadlculs s 6
services neat and clean? aada) 5 A3 e Anilaalt Cilaasll
na [ sdny
2. GREETINGS AND INITIAL CHECKS A g cldall s cua 2
Scores Critical Areas Aalal) el s
3|7 Was there any delay in approaching ves [ p i/ B 3 pali gl dlia S a7 3
customers? NO [X ¥ ool a Cala gall
8. Were you greeted in a friendly manner ~ YES X p Gslul) W da b il 5 ds 8
(pleasant feeling)? Nno [ Yy : ¢ (z e
SIS s rcalh gall & gl Caia ga a8 Slay Y 1D
5| if no, please describe behavior: Was it u‘ te . Lj;j }:{;‘ j:_{j o 15
arrogant, without any expression, normal o R os el .
etc..... el
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Scores Critical Areas dladl) el h&m—!
9. Did he guide your vehicle for positioning YES w A il G el bl 5 a9
3 at the stopper and asked you to switch s o Tt o o 3
the engine off? Nno [] ¥ Feaal ik ol i calla g 3 5l Gy
10. When asked by customer, was the . S Ja eJaeadl (pe il eadt Jone Lotic
5 attendant knowledgeable of different ves [ p m‘ - ‘ J!l ‘,_I\:A_\ / ﬁ.?l d!y 10 5
grades of oil, filters and their relative no [J q S = ke : e
benefits? flede JS 2 g8
YES 4 i . ,
4| 11. Did he offer the waiting area to you? NO [.:I (’: ¢ iyl da e B e e da 11 (4
4| 12 Did the staff thank you as you were ves[@ w € a5 € Lais ol S (il L8
leaving? no [J q S e Sy ol gall A2 14
3. APPEARANCE AND BEHAVIOR OF STAFF ragSsluy Cpilisall gha 3
Scores Critical Areas NI LAY PO Jaldih
13. W if f YES m e
3 3. an?jstit(;];?um orm of the attendant neat NO D Y 00y Gl yealall Cidh gl il S O 13 (3
na [ sy
YEs [ ” .
3| 14. Was the attendant wearing visible no [ g oy A8y (o5 5 3 g el Gl gall S Ja 14 3
nametag? 2 a0 danl Lgile
Nna [ ey
YES axd .
3| 15. Was he able to communicate with NO g y o doal gl e 1508 Cala gt S Ja 15 3
customer? ozl
NA [ sy
YES [d
4| 16. Was staff courteous / friendly? No [ ¥ fladal/ly gy bl gl S o 16 [ 4
na O ssiy
4. SERVICE Aaadll 4
Scores Critical Areas Tt Yl - Ll
: S ) et Baall Cabagat AlE Ja
17. Did attendant check whether you need ~ YES [K] i .. uu)d L yd i 7
3 top up or complete oil change? 0 ot ol ) ALY gliad s ) 3
p up p ge: No [ y ¢Sy
3| 18- Did attendant check with you whether ~ YES [x] ard 5 S 1 Lk lie Cala gl 333 Ja 18 3
only oil is to be changed or oil with filter? no O N ¢ il g 3 af dad a3l s
19. Did he check using gauge the quantity ~ YES X s el T 3l (6 gne (ubdy Cab gl A6 Ja 19
3 required to be topped up and informed oy A 3 A I ol il 3
you? Nno [] Y el lalif g Lgtilia)
AN PRIV
3 20. Did the attendant check for oil leakages YES m o uiu/fi ):M' . );if, i 20 3
under your car from filter and drain bolt? 0 q S o e _
Sy
3| 21. Did the attendant drain the used oil YES @ e Jeataal cu 3l S & i calagall W8 Ja 21 3
completely from your car? Nno [ ¥ el Hlw (e
2| 22. Did he ask whether you want the engine  YES (4 o iy el de oy S o @lila da 22 2
to be flushed and did it if you agreed? Nno O ¥ il go Jla 3 iy
3| 23 Did the attendant fill the correct grade as  YES X ax Gl Aa e 5 Adlaly il sall B8 Ja 23 3
you requested? no [ N el ll A all
2
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Scores Critical Areas gkl ¥Laal) Lmsj
| 2% Didhe reauestyou o startengineand  yes [ g 455, gl ity o ) e ol 1 24
minutes? no O 3 Sl s A add Jpddl) Al (3
3 25. Eid t_he.attendant ensure that the carter YES m ~ &iﬁ)‘;ﬁ);:ajlﬁ\:h jﬁﬁ 25 3
olt is tightened and there are no leaks? NO 0 N o3l
26. Did attendant carry out the following Aladl s gadll ol jals cilasall JE s .26
complimentary checks: -l
YES i
31a. Battery Water top up no O y il ldilal 31a,
na O ssuy
ves @
31b. Coolant Water top up NO D b coolant/a_all ¢l il 31b.
NIA % Sy Y
YES o o T
31c. Auto Transmission Fluid top up NO D b} Sl )L(‘:}jjﬁj; 3tc.
na O ahiy
YES % axd
31d. Brake Fluid top up NO b el all cy ) Al 31d.
na O sy
YES % i
31e. Gear Oil top up NO k] G Al el iy 5 Al 31e.
na [ bsy
YES o
31f.  Air filter cleaning NO D b} ol gl il Caulats 31f.
na O by
YES s
31g. Wiper Water top up NO D 3 gl N cilaliual ele AL 31g.
na [ sbuy
YES % oS
31h. Clean engine using air gun NO Y elsgl (e phaaiuly o jaall cadas 31h.
nA [ buy
3|27 Were any of your questions related to ::)s % f: dalaiall il ya gl ‘_én f‘?\-.x\!\ uA-' S 27 3
lube change answered? OGITI YRS - W PO
na [ sy
3 28. ag ;r: gtaff place the mileage sticker in :‘(E)s ?’; Jm@uﬁ&ﬁidﬁﬁ;\ﬁ 28 3
' na O sy €
ves [d -
4| 29. Were you offered a receipt voluntarily? ~ NO D N MERIRENP W Jaydlle jaye da 29 14
TNy
5.  REST ROOMS AND MOSQUE saaall g (alaall [l ) Al W G 5
Scores Critical Areas Tl il Lait
3 30a. Were they adequately stocked with all YES BT W YRR JEFUR W a8 g2 S Ja 304 3
necessary supplies such as soap? NO D ¥ e gball Jia
na [ gy =
3
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Scores Critical Areas Al cYlaalf Lialy
ves K o
30b. Were they adequately stocked with all no [ P; A elt Gl el aueny 5 3¢me il o 30b
necessary supplies such as toilet tissue? S gl 3599 Jia
NA O gy e
30c. Were they adequately stocked with all ves prd A pall e il &2 854 il a.30c
necessary supplies such as paper towels? no [ ¥ 0485l Cadliall (Jia
(paper towels are not required where fully — Cldine g vie 4ygllaa pe 445 )l <adliall)
operational hand dryers exist) N/A Gubds ¥ (A3 A
- ks g oo
31a. Were sinks clean? ves [M o LAl ',,Y,?t““:w"‘jid‘f."31a
require comment when marked ‘No’ Nno [ ¥ casll o "V LY s 1y
NA [ sy
. ?" = ]- - ‘ - o
31b. Were mirrors clean? YES A - al e %‘fyﬁkisd?"mb
require comment when marked ‘No’ no [ ¥ sl (o2 MY Ay cuis 1y
NA [ sy
- IR PR
31c. Were hand dryers clean? YES % o . Tdm gﬁz!fu::”wﬁﬁr |'31C
3 require comment when marked ‘No’ NO ¥ g sl o MY s Y S 1Y) 3
NA [ guy
: fAaday ) slall il culs
31d. Were dispensers clean? YES o o oF "\1:-: l_\Ylu 'lsdT' |'31d
require comment when marked ‘No’ no O ¥ gl o Y LY S 1y
NA [ gy
YES a2
31e. Were toilets and urinals clean? NO D b faadas Sl 440 culK Ja 31
NA [ sy
; faauai Ol oY1 il
32a. Were doors clean? ves [ e & all .;'y‘:T'L)SY| R .LSJT-(:Sza
require comment when marked ‘No’ no [ ¥ gl 2 Al eEs
na [ gesy
YES pri
32b. Were walls clean? no O Y faala) Glandl cuilS Ja 32b
Nna [ gbuy
YES pad
32¢. Were ceiling clean? no [ Y Sk Gt S Ja 32¢
NA [ gwyy
vEs 4
2| 32d. Were vents clean? Nno [ Y gl MUall cil Ja 32d | 2
Nna [ sy
Xi ; faadal Gl )Y cuitg
32e. Were floors clean? YES & 2 5l ) "y"'a;\iyiuj ‘LSJTM.328
require comment when marked ‘No’ no [ b CanS ARt iy’
Nna [ sy
YES pad
32f. Were baseboards clean? no [ ¥ ki sl & o flailall 15 clS Ja 30f
NA [ sy
YES pd
32g. Were grout clean? no [ b feas L3 S o 32g
NA [ gy
+ 4
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Scores Critical Areas Ao el Jataity
YES i
33a. Were trash containers clean? NO D ¥ fagyla dalaill iy la S Ja 33a
) NA [ asiy )
ves K =
33b. Were trash containers not overflowing? NO D ¥ Siails e Aalaill iy sla i€ Ja 33b
NA [ gy
ves [ a L ]
2 34. Was the restroom smelling clean & NO D N L;‘ Gs) Adiaiay Ak pleall dadl ) S Ja 34 2
fresh (without any offensive odor)? faleall A S AT
NA [ ey
H Jand abaall 3 Gl jaeaill ases 1S Ja 35
35. Were all the facilities inside the YES pd e e O e Ut
restroom in good working condition”? . N T
2 require comment when marked ‘No’ no OO ¥ g sl o2 MY A Yl calS WY 2
NA [ adiy
3 2(5) et asanall deld 5l e S
36. Was the Mosque premises clean? YES m e ( ). }‘m ) ,,;?, X_Lﬁ_‘fmsﬁ 36
2 require comment when marked ‘No’  NO | (Gl b A 2
NA [ ey
Comments: sciBBadtall [ galadll
FOR OFFICE USE ONLY PA LRI ahadlu N
Alaisalt TR LISl JeYl sl - .
9 : : - auaBlf
t ACTUAL SCORE MAXIMUM | Evaluation +
Approach and Cleanliness FEBE PR ) S |

Greetings and Initial Checks 4 g9 il g e (2

Appearance and Behavior of il pall sy sedae |3

Staff

Service iaaall |4
Cleanliness - Restroom and lalanll — dddail |
Mosque davall g
TOTAL £ gaxall
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