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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center &
D il Emarat / D & i)/ <4 Eppeo / Enoc / m g Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
, 08 /_?' Name Number Name Number | Name I lNurTberl
S
Gender Height Built _ [Bpectacles] Beard | Mustache] Ethnic Groups
M| F JT M [S|T [MTF JYes[No]Yes|No Yes | No |Indian [Pakistani|Filipino [Expat. Arabs][ Others: Jal'\ol-eh&\
KROoOROOROORROMO O O O 0O 5]
EMIRATE ";:Z‘:;‘" Abu Dhabi |  Dubai Sharjah Al Ain ‘(’)':Jv"ai‘:" Ajman K':Zism”ah Fujairah
O X O O O ;| O 1 O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
qlr (5] O] 2(6 [ T[4 ol 21 ola | leisal1F:i3

07:00- | 10:01- | 13:01- | 17:01- | 20:01-
TIME OF} 10:00 | 13:00 | 17:00 | 20:00 | 24:00

Saturday | Sunday [ Monday | Tuesday ] Wednesday ] Thursday I Friday

DAY OF
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1. APPROACH AND CLEANLINESS 433 4 @\Jﬁ‘g\ |
Scores Critical Areas FEVRIA LA WA Ll
YES e‘- .
1. Was there proper sign to the Lube no [ Aihia o AVl dsaljdadalia s da A
changing bay? Ty sl
na [ _ykw
. ves 1
3 2. \é\:;:r:g?aé%be changing area clean and no [ Y T ey R ol i dibe S a2 |3
va [ sy
ves [ ] ‘
4 3. Was there any oil leaking and falling on No B y Sleae gyl i gl dus S da 3 4
to the floor of the lube bay ? Sy 3l s daie b Y
na [ sy "
ves B
21 4. Were the waiting area and table clean? NO D b} faadas Al gl HUanyl ddhie S s 4|2
na O ahiy
o - YES pxi
2 5. &Voarii;hge?telewsmn in the waiting room NO D N ¢ Lyl A e b Sem sl S da 5 {2
na [ sbiy
ves [1 A s .
6. Was the board displaying complimentary o ] q Al Lo el Al il da 6
services neat and clean? faauda g A e Ailaall Cilanall
nva B smuy
2.  GREETINGS AND INITIAL CHECKS Y clsndlly el 2
Scores Critical Areas Taulat YLl Laas
3| 7. Was thereany delay in approaching ves [] px i/l 3 b gl dia S da 7 3
customers? NO & y Sl N gad ala gall
8. Were you greeted in a friendly manner ~ YES X p sl Adsan e om il ide 8
(pleasant feeling)? No [ ¥ S (e
SIS Ja b gall b Caim g a8 Bla (Y 1)
5| If no, please describe behavior: Was it Lj e L:;X . Jj; . j:: * )..‘ ‘15
arrogant, without any expression, normal ¢ G I e sl
etc..... ¢
1




2 +
Scores Critical Areas Ll etall Latail
9. Did he guide your vehicle for positioning YEs X ; Gl Sl el L cils od) G
3 at the stopper and asked you to switch = :; “.J o #d:;jl-. j :j‘ ¢ L:‘A -9 3
the engine off? Nno [ ¥ e paall il a5 8 ) ey
10. When asked by customer, was the . S da cdsenll (e Cilh gall s Lasic
attendant knowledgeable of different ves Kl p ‘;:_‘U o }d -l 10
5 e - ; u‘}hlljuleub).\/tl_}:luhaq?b 5
grades of ail, filters and their relative No [ y o AR
benefits? Tleie JS il 58
YES (X i . .
4| 11. Did he offer the waiting area to you? NO E “: LY A8 e b HUauy) elle vase da 1114
4| 12 Did the staff thank you as you were YEs X px € ala5 S Lai o Sy aligell W5 Ja 12 |4
leaving? No [ y =SS ¢ :
3. APPEARANCE AND BEHAVIOR OF STAFF ragSslag Cuiligall jghia .3
Scores Critical Areas Lol ¥l Jolast
_ YES o
3 13. gzsﬁt;;?umform of the attendant neat NO D Y 00 ey Gl el Gl gl G S Ja 13 (3
NA [ gy
YES pad ” .
14. Was the attendant wearing visible e A3y (o5 5y 3 g sall il gall IS b 14
3 nametag? No [] v o . 3
Cup xiot fepp THE Name . wa O suyy
YES Pey <
15. Was he able to communicate with &o dualgill e 1508 Cala gl S 15
3 tomer? No [0 v € 3
customer? ' TP
NnA [ sy
YES [X] &
41 16. Was staff courteous / friendly? No [ Yy Sakal/fs o5 calagall IS a 16 |4
NnA [ sy
4, SERVICE daadll 4
Scores Critical Areas Al cylaall Lai)
[X v L Gaatly Cabs gall A .
17. Did attendant check whether you need ~ YES i w < u)d au L }A ¢ A7
3 top up or complete oil change? S0 ot ol 3l Ala pliad s b 3
p up p ge” No [ y ¢ Sl
3| 18. Did attendant check with you whether ~ YES X i S ) Lad lia Cads sl 3883 Ja 18 3
only oil is to be changed or oil with filter? Nno [ Yy § Al 5 oy 3l ol dadd g 3l e
19. Did he check using gauge the quantity ~ YES ari Pl G 3l (6 gisa by s gl M6 Ja 19
3 required to be topped up and informed Al i S G jatll Gl 3
you? Nno [J fellly dlal L)
PO Sl 5 e 8l Calh gl A8 .
3 20. Did the attendant check for oil leakages YES m oo ug:f; u/f\: ):\XASI' o }:{j ﬁ 20 3
under your car from filter and drain bolt? Nno [ IR o8
Ty 5l
3| 21. Did the attendant drain the used oil ves I P el 3l OS i it Gala el A8 o 21 3
completely from your car? No [ Y el Hhaw (ya
o | 22. Did he ask whether you want the engine  YES A el el dae ay i i€ o) il Ja 22 5
to be flushed and did it if you agreed? Nno [ ¥ feliad] go Jla 3 iy
3| 23. Did the attendant fill the correct grade as YES D] ax  cusl Vg 5 Alaly il sall W5 Ja 23 3
you requested? Nno [ y fidh Al dsmaall
2
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Scores Critical Areas Al el g
24. Did he request you to start engineand  ygs S Ty o jaall Sy o o e ks Ja 24
3 leave it running for one and a half bt Aads aaad Ll Al d 3
minutes? no O ¥ fiual g A saal Joid] o
.y 3l A8 e /A pbia o e il gl SB da 25
25. Did the attendant ensure that the carter YES g P )X- ,):. > L‘) e }A P
3 bolt is tightened and there are no leaks? i s ol Al e (A s A 3
olt is tightened and the eaks? o [] q fcy 3l
26. Did attendant carry out the following Aglaall Cla saill o) jaby calasall B3 b .26
complimentary checks: Al
YES ool
31a. Battery Water top up no O ! Ay lall cle délial 3Na.
na [ sduy
ves B~
31b. Coolant Water top up no O ¥ coolant/s sl e dilal 31,
na [ sy
Yes o Y1 AS el JiU e cy ) ALl
31c. Auto Transmission Fluidtopup NO LJ y o S ) Al 31e.
(01t )
wA O sy
YES B
31d. Brake Fluid top up no [ Y deill cuz il 31d.
nva [ sy
ves I
31e. Gear Oil top up no OO ¥ o el ial 3l
na [ aduy
ves ]
31f.  Air filter cleaning no O v sl ks 31f
na O sy
YES KX pek;
31g. Wiper Water top up no 1 y clasl clalid e dila) 31,
na [ ssy
) ves Xl
31h. Clean engine using air gun no O Y el sel) Getone aladiul o el Cadais 31h.
wva [ sduy
ves [ N .
3| 27. Were any of your questions related to O : dileial) Al (o ) Je oY Qs da 27 3
lube change answered? NO e M et dlaay
na [R snny
, ,  vyes Ml - s 0f Geake g Calasall a5 Ja 28
3 28. 5112 (t:t;?gtaff place the mileage sticker in NO D N o Lgiald R ALl /il jia sLS 3
na [ by 95 o)
ves @
4| 29. Were you offered a receipt voluntarily?  NO O Y S0 laal oMl Jeagdlile aje db 29 |4
wva O sy
\ .
5.  REST ROOMS AND MOSQUE ssaually (Laall feudl 53) Al if .5
Scores Critical Areas Al gl Lash
3 ves A 3
30a. Were they adequately stocked with all 0 ?‘: A s pall Dle jliall aiasa 3 e S o 304
necessary supplies such as soap? NO o siall Jia
Nna [ by =
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Scores Critical Areas I LA PR BATH]
‘ YES o o
30b. Were they adequately stocked with all O v Qsomall e jluall wien 5 e <uilS Ja 30b
necessary supplies such as toilet tissue? NO Gl gt (G99 Sie
na [ asuy
30c. Were they adequately stocked with all YES o] A sl il il e 3620 S .30
necessary supplies such as paper towels? NO D y 4 ) olf adliall (Jia
(paper towels are not required where fully Cliiae A6 die 4y glas e A8 )l —ailiall)
operational hand dryers exist) nva O Gbi Y (A1 )
X -~ ks Qi k€
31a. Were sinks clean? YES px o gl f"Y'('J;_.L\‘yr’j .&%3{313
require comment when marked ‘No’ no O b Sl ale i’
NA [ sy
. PR W PWRERTS
31b. Were mirrors clean? YES e L al ':\1" u)ljyrlj 'lSdT§\.31b
require comment when marked ‘No’ no [ ¥ crasill (o2 e
nva [ geyy
) ; fAada3 ouY) Clding cailg
31c. Were hand dryers clean? YES i o g - "g'xf,y,,uué'yrf _lsd‘z“?’m
3 require comment when marked ‘No’ no [ b S ht Al
nA [ gy
s faaly ) sliall clile cuilg
31d. Were dispensers clean? ves B ) bl "Y':_‘&_:{;Yr‘: 'LSJTL:I.SM
require comment when marked ‘No’ NO D ¥ T o> PR
NnA [ gsuy
YES m s
31e. Were toilets and urinals clean? Nno O N $hdas ol Sl <ilS Ja 31e
NA [ gy
32a. Were doors clean? YES X i a5 %ﬁ,::’lf;fu \—isdl‘.32a
require comment when marked ‘No’ no [ ¥ el als SRR
NA [ ssny
YES pos|
32b. Were walls clean? Nno [ Y faglas el il Ja 32
NA [ gayy
ves Xl
32c. Were ceiling clean? Nno [ b fepdas calldl S s 32¢
NA [ sabuy
YES pad
2| 32d. Were vents clean? no O ¥ flighai 3l cilS Ja 324
NA [ sy
; faduln; Gl Y1 ClS
32e. Were floors clean? ves X pr gl ” ,,y,,":\_‘iyr\j .\Sd*‘z‘.32e
require comment when marked ‘No’ Nno [ Y CanE e e et
NA [ Gauy
YES pad
32f. Were baseboards clean? No [ ¥ fAada 3@l ~ o Aailall 5 alS Ja  32f
nA [ giuy
ves B
32g. Were grout clean? No [ N fada L3l 1S Ua .32
NvA [ sy
4
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Scores Critical Areas At ¥l Jalail
YEs i
33a. Were trash containers clean? NO D b fAadas daladll bl cilS Ja 33a
) NA [ aduy 5
vEs |
33b. Were trash containers not overflowing? NO |:| b flald pe dabadll cligda cilS Ja 33b
NA [0 asby
ves @ -
2 34. Was the restroom smelling clean & NO D N g‘ Os) Adizia g Aglai aleall Aa) ) cuils da 34 2
fresh (without any offensive odor)? Sobanll A Ay S Andl
NA [ sy
3 3 alasll 8 il el -iS
35. Were all the facilities inside the ves [ o chos o S A ﬁ'?’s
restroom in good working condition? L. = ST
2 require comment when marked ‘No’ no O v gl e Y ALY QiKY 2
NA [ Gy
3 €(5) ki dawal) deli o e oK
36. Was the Mosque premises clean? YES D - ( ), ,i!l ’ ,,;‘;’, Zj_\‘;#f‘sﬁ 36
2 require comment when marked ‘No’ no [ ¥ (ol el il S 2
N/A Gkl ¥
Comments: ctBastall [ gabeill
Csa  Was  WepriNGg A Name TAq BT oup NOT  READ

THE NamE -

FOR OFFICE USE ONLY

Lah CSall aladdiuy

Ugsalt Ll Ll ey aal) .
¥, ; Evaluation: 2
%o ACTUAL SCORE MAXIMUM valuation e
Approach and Cleanliness Atk 5 ol By |1
Greetings and Initial Checks | Als¥) cilSpdilly cua il |2
gg)f?arance and Behavior of il gl ey sedas [3
Service ienall |4
Cleanliness - Restroom and Slaboal) — adtlail) 5
Mosque Aol g
TOTAL & saaall
5
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SERIAL NO.

AL SALAM S/8 915
AL SALAM % gg
ADNOC D STR N
ABU DHABL
DESCRIPTION oty  PRICE TOTAL
Yoy tlveril  3.3%0 14.00 49.00
Corol 1a/Camry 1.00 %5.00 25.00
TOTAL 74.00
CASH PAYMENT 74.00
Vou were served by Dperator 1
CATE 26/02/2012 $7:13 T1 3 01 2397

THANKS FOR SHOPPTNG







