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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Centerw
[ < w Emarat /d 44/ &4 Eppco / Enoc | B @49 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
1020’ Name Number Name Number | Name o 5 Number
A3 14 HEEN
Gender Height Built Bpectacles Beard Mustache] Ethnic Groups
M]F |T]MI[SIT MIF JYes|No Yes | No | Yes | No |Indian [PakistaniFilipino [Expat. Arabs| Others:
ROOROODOROROROR XK O 0O 0O |
Western . N . Umm Al . Ras Al
EMIRATE Region Abu Dhabi Dubai Sharjah Al Ain Quwain Ajman Khaimah Fujairah
O X | O O O Cl O n
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
[ ¥
9l [&8] 619 | 5l o]l [ o]l [1850]1915
07:00- | 10:01- | 13:01- | 17:01- { 20:01- Saturday | Sunday | Monday | Tuesday lWednesday| Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF

VISITDDDEDV'S'TDDEDDDD

1. APPROACH AND CLEANLINESS 43l 4 gbﬁ‘_}\ 1
Scores Critical Areas F IR LA PO Jaasy
YES 4 o v g .
1. Was there proper sign to the Lube no [ g dibie Jle AV Al jdadelia gs a1
changing bay? Sy M i
A [ gy
_ vEs P
3 2. \c/)\:g:r:it;zclj%be changing area clean and NO D A e Ak s didae S Js 213
na O] sssy
ves [ . ,
4|3~ Was there any oil leaking andfallingon 0 £q g eyl s gldia s da 3 4
to the floor of the lube bay ? Syl s Adlaie 8 Y
na O sy ?
ves I =
21 4. Were the waiting area and table clean?  NO D b Caanlas Al hall g eyl dshie S Ja 412
va [ ey
YES axd

2 5. \VIVVOarski;hge?teIewSIon in the waiting room NO EI N o any) 4 e 3 Sens sl S Ja 5|2
wa [ ey
ves B o - s .
6. Was the board displaying complimentary o 7] q il e el Aldah oS da 6
services neat and clean? Sl 5 A5 ye Apilaall cilenall
nva O adkuy
2. GREETINGS AND INITIAL CHECKS Y el g qua il 2
Scores Critical Areas Al claall AV}
5|7 Was there any delay in approaching ves [] . sl i) & el dus g8 a7 3
customers? NOo bd Y Sl il ead ol gall
8. Were you greeted in a friendly manner ~ YES O e Cslul) b da e cua S da 8
(pleasant feeling)? Nno B4 M) ¢ (zote
AS Ja ccab el gl Caia g a8 Blay (YD)
5| If no, please describe behavior: Was it L‘: Se . Lj‘s . ﬁ: . jiﬁ g Ju‘ 15
arrogant, without any expression, normal kc‘ ¢ o ek o CM
etc..... e
nonmod, bu)” o q‘%go/u
\
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Scores Critical Areas Ll Lol Jalash
3 9. Dti?hhe ?uide yourdveh‘iclés for ;zositiqpirr:g YEs A Ol (el ) el gl JE Ja 3
at the stopper and asked you to switc R . e
the engine off? No [ Y Sl jaadl ik of wlie il 3 bl Gty
10. When asked by customer, was the . IS da (Jranll e ila sl Jipan Laie 10
. YEs A w oo anll e a0 i
5 attendant knowledgeable of dlffergnt il g 3l il o /&‘)3‘ alid o ole 5
grades of oil, filters and their relative NO D v ot s
benefits? . fleie IS il 4d
¢ YES :
41 11. Did he offer the waiting area to you? @ e ¢ eyl 4s e B dlde (ase da 11 (4
Dip NoT 0 Hefcohmne paea— NO ¥
12. Did the staff thank you as you were YES 4 ¢ it eig { - N .
4 leaving? No [ g F a8 S Lay o S5 b sl a5 Ja 12 [ 4
3. APPEARANCE AND BEHAVIOR OF STAFF radSslug Cuilisall jelia 3
Scores Critical Areas Falasl) c¥Ladl Llah
. YES o
3 13. gzsti?;umform of the attendant neat NO D Y 9L e gl el il sl G 08 s 13 |3
NvA [ adiy
YEs B« s .
3| 14. Was the attendant wearing visible No [ y ek Ay (o0 0 3 5a gl Cala gl IS Ja 14 3
nametag? S 5 53 Al Lgle
NA [ sy
YES . w .
15. Was he able to communicate with &o dualgill e 7508 Gl gall (S Ja 15
3 customer? no [ K SO 3
NA_ L sy
YES P4
41 16. Was staff courteous / friendly? No [ Y okl ga s Calasddl S Ja 16 (4
A [ iy
4, SERVICE il 4
Scores  Critical Arens T e  atay]
: S ) s A P FORTIRS
3 17. Did attendant check whether you need ~ YES = i _:u uk—:)u)” Z.él..;.;y L}: £ L:.); 17 3
top up or complete oil change? NO D q ) i al Sy g LB
¢ LSy
3| 18. Did attendant check with you whether YEs B pd WS ) Led elia Cals sl 3835 Ja 18 3
only oil is to be changed or oil with filter? No [ ¥ € all g 2y 3l Al dad 5l s
19. Did he check using gauge the quantity ~ vEs [ prd il S (5 e by Calasall B 8 19
3 required to be topped up and informed i Al S G il Gl 3
you? NO D Y ully elald Lesilia)
-—ﬁwd—: s Cu 3 e Baailly Cabs gol) Al8
3| 20. Did the attendant check for oil leakages ~ YES 2 u:jjft ):.uli. . }dj ,J“; 20 3
under your car from filter and drain boit? no [J S/ E e L 205l s
w5l
3| 21. Did the attendant drain the used oil YES Y w0 Jail Sl IS G el sl B8 Ja 21 3
completely from your car? NO D y 0l Hlw (pe
2| 22. Did he ask whether you want the engine  YES D3 ax s doadll dpue 3y 3 S o @llla da 22 5
to be flushed and did it if you agreed? NO D y Petlinl 4o Jla PLRCIN
3| 23. Did the attendant fill the correct grade as YES B3 au: Sl s o 5 Adlaly Calasall W8 Ja 23 3
you requested? no [ ¥ flgidh A dapaall
2
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Scores Critical Areas Al ) P
24. Did he_ requgst you to start engine and YES E A4S T @ jaall Qi i o sl o e ks o 24
3 leave it running for one and a half " 3
minutes? no O | fbualy 8 sad Jpaill As B
3 25. Did t.he.attendant ensure that the carter YES pad ufﬁgdﬁj;ijjﬁﬁ 25 3
bolt is tightened and there are no leaks? NO D N j B B *‘c_u)u
26. Did attendant carry out the following Liladl e saidll ol jabh Cala sall B8 Ja 26
complimentary checks: sagiull
ves R
31a. Battery Water top up NO D b 3y jUaill cle ddliaa 31a.
NAa [ sy
YES pai
31b. Coolant Water top up NO D b} coolant/a_ el ele ddlic) 31b.
na O adyy
YES - VRS jall J8 Slea iy Al 31c
31c. Auto Transmission Fluid top up NO D b} - (L.')M\ﬂ‘j ’
va [ sy
ves B
31d. Brake Fluid top up no O y Jo il cyyiial 31,
NnA [ ghiy
ves B o
31e. Gear Oil top up no [J v oo il ila) 3e.
NA [ sy
YES ol
31f.  Air filter cleaning NO I:I Y sl aks  31f,
NA [ iy
ves |
31g. Wiper Water top up no [ Y ol el ole dilial 31g.
NA O smiuy
ves B
31h. Clean engine using air gun Nno [ Yo ehsell (et phadiuly o jaall cadais 31h.
NA [T sdasy
3| 27. Were any of your questions related to :'zs % ‘ﬂ; Aalaiall il e &_\; R.J.L.s?\ um Ja .27 3
lube change answered? Sy 3 uad Aalasy
na [ siy
3 28. aig (t:r;? gtaff place the mileage sticker in ;E‘S % ?: Jm@mﬁgﬁﬁlﬁﬁ 28 3
' N O sy 5 o
ves [1
4| 29. Were you offered a receipt voluntarily?  NO E Y Al Sl Jagelle a e Ja 29 |4
W Cukrfowllw mg}pr na O gy
5.  REST ROOMS AND MOSQUE sdawall g (alead el 6) Asi ) g L5
Scores Critical Areas Ll @l L
3 30a. Were they adequately stocked with all ves = Ayl Gl Jliuall aiana 5 3w ilS Ja . 30a 3
necessary supplies such as soap? NO D ¥ S gadl Jia
na [ gauy I
3
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Scores Critical Areas Asulad cilaall PATH]
ves X . L
30b. Were they adequately stocked with all 0O ?’: Ayl il el apan 8 jena <ilS Ja 30b
necessary supplies such as toilet tissue? o Sl ol (3599 Jia
: ‘ nva [ sy
30c. Were they adequately stocked with all ves [ A Ayl cile sl e B e S s 30c
necessary supplies such as paper towels? NO D v 148, olf cadliall Jia
aper towels are not required where full Olitaa 3 43 2ip 4y PP FEREN]]
(pap q y 2 i vie Lyl e 4 )4 )
operational hand dryers exist) NA B gy (31Y1 A
; akai Juball calS
31a. Were sinks clean? ves B4 &= gl s '"Y:L;.:L;\Jrlj .\SJT. "316
require comment when marked ‘No’ no [ Y T e S s
vAa [ amyy
4 . Thaday U all culs
31b. Were mirrors clean? YES M Sl ':y" s fyru 'lSdT’ "31b
require comment when marked ‘No’ no O ¥ il o MY e Yl S 1Y
vA [ gy
: Saada) (oo Cldias il
31c. Were hand dryers clean? YES E‘ (e _ ’ .’ “5;:,\‘;,:4, L;y\uj 'EJT' "31C
3 require comment when marked ‘No’ no [ ¥ gl oa YT AaYl s 1y
NA [ sy
s A day oy glall aliste cals
31d. Were dispensers clean? ves D4 2 e "y':—: gy\w .lsd?‘.31d
require comment when marked ‘No’ Nno [ ¥ gl o2 0 Al )
NA [ iy
ves
31e. Were toilets and urinals clean? No [ ¥ fAglas Syl Al il Ja 316
NnA O by
; Saaalns b Y il
32a. Were doors clean? ves D4 L al g g }Lfyr‘j 'lSJT' "323
require comment when marked ‘No’ Nno [ Y o2l o Al Sl
NA [ Gy y :
ves A -
32b. Were walls clean? no [ N gl Ul cilS Ja _32p
Na [ ey
ves B
32c. Were ceiling clean? No [ N Seidas Caill S Js 32¢
NnAa O gy
ves X4 s
2| 32d. Were vents clean? Nno [ ¥ fagdas Mball S Js 324
A\ NA [ gauy
32e. Were floors clean? @ YES D prd Ll s "t\;ll‘:imi;\—ulSLSJT]?;Ze
require comment when marked ‘No' NO Y el 2 Al B )
Avoderonthe Llopr—— na O sy
) vEs BB
32f. Were baseboards clean? Nno O N A Baclil & ) /hailall i)l Ja 32f
na [ gy
ves B
32g. Were grout clean? NO D N Sk B30 IS s .32g
NnA [ ghuy
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Scores Critical Areas AabadY) elaall Jataiht
YES o
33a. Were trash containers clean? no [ ¥ faias Aaladll iy s cilS Ja 333
5 NA [ ey )
YES X
33b. Were trash containers not overflowing? NO D b fhaid ye daladl clysla S Ja 33b
NA [ aby
vEsS D

2 34. Was the restroom smelling clean & no [J . s O ey Al slaall Aail ) cailS o 34 2
fresh (without any offensive odor)? pland) S gy S And

NA [ ey
e 3 Jand alaall & <l jaeadll apea cilS Ja 35
35. Were all the facilities inside the YES e ¢ o= c-m(,: Sk
restroom in good working condition? L. o < ety
2 require comment when marked ‘No’ no O ¥ g sl o Y ALY s Y 2
NA [ Gy
; 9(3) caudai aaedl Aeld Gl e oIS
36. Was the Mosque premises clean? ves [1 ( ), R I\_;L?\M“L{\sﬁ 36
2 require comment when marked ‘No’ no [ v (ot et E ol A 2
NA B ey
Comments: elBiadlall [ gadedll
FOR OFFICE USE ONLY Lia sl ?‘&“‘y
Usaalt Jalall) LAl Jedt aal .
Y . ion: s aadiil)
% ACTUAL SCORE MAXIMUM | VAluation P
Approach and Cleanliness Adlaill 5 al By |1

Greetings and Initial Checks | 4 s¥) C\Saddll s cam i |2

Appearance and Behavior of Ol sl Sl s et |3

Staff

Service feaall |4
Cleanliness - Restroom and N 5
Mosque aaall
TOTAL £ sadall
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