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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center gt
Dabte! Emarat I |:| 4 5l/ &4 Eppco / Enoc / El s Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
2, | Desue 2004 Rase 2 Mo vowe \Sﬁﬂqlé l ’ | ’
Gender_ Height Built ISpectacles] Beard | Mustache Ethnic Groups
M F [TIMIJSTT [MTF |Yes] No|Yes] No[Yes | No Jindian [Pakistani[Fifipino [Expat. Arabs| Others:
ROOOBOROOROROR K O O 0O 1
EMIRATE V;:Ztl‘;" Abu Dhabi |  Dubai Sharjah Al Ain g:‘x‘aa' Aman | (RSA | Eyjairan
O kd O O O O | O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
o U2yl oz IVIF |20 | O] @] o|2 [I523 537
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday | Monday | Tuesday ] Wednesday l 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 Il 'l
1. APPROACH AND CLEANLINESS -Aduatl g S8y 1
Scores Critical Areas Asalud) c¥Laall PRI
ves B - ]
1. Was there proper sign to the Lube no [] q dibia e AVl daal jda gl olia (S a1
changing bay? Syl Huas
A O gy
. YES bd
3 2. \é\:;asntitzél’;be changing area clean and NO D Y S e Ak cy il e dihie cuS Ja 2 |3
nva O iy
YEs [ . , o
4|3 Was there any oil leaking and falingon | q e 4o By Gyl it gl dllia S da 3 4
to the floor of the lube bay ? - Sy i s At (& Y
nA D assy ]
vEs K]
2| 4. Were the waiting area and table clean? NO [ b fagly Al ally et dabhia S Ja 4|2
va [ amiy
c W vision | - YES o
21 % Woe;iitnhge?te evision in the waiting room NO D N ¢ sy 48 2 b Jens o3 S Js 5|2
NA [ sy
YES o . .
6. Was the board displaying complimentary O g Wil lgle el Maasll S da 6
services neat and clean? faidat s A e duilaal) Cilaadldl
NnA [ sy
2. GREETINGS AND INITIAL CHECKS A WY Al g cua il L2
Scores Critical Areas Apdad! LA Llai
3| 7. Was there any delay in approaching Yes [ pxd i/l 8 (8 ali gl el S a7 3
customers? Nno B4 Y ol sad Cala gall
8. Were you greeted in a friendly manner ~ YES B s Cslul) 3,88 by i cn Al 5 da 8
(pleasant feeling)? No [ Yy S (o
S Ja el gall &l Caim gy a8 2la Y 1)
5| If no, please describe behavior: Was it u‘ e . L:;;j . )j: j:_"f o= e 5
arrogant, without any expression, normal ¢ o S N
etc..... ?---CJ‘
+ 1 +
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Scores Critical Areas LI I UM PN Jataiy
9. Did he guide your vehicle for positioning  ygs E ; Ll Gl el g Galagall 5 Ja
3 at the stopper and asked you to switch t~ :u o ok o j s 13
the engine off? No [] ¥ el ik o e alla g 5 ) iy
10. When asked by customer, was the . IS b edaeall (e cala gall Jps Ladie 10
attendant knowledgeable of different ves X e Ghu ARG }d ey )
grades of oil, filters and their relative no [ ¥ o Al
benefits? fleta JS 4
YES (X : . .
4 | 11. Did he offer the waiting area to you? no [ ‘”; £ iy 4 e Y dlle mge Ja 1114
12. Did the staff thank you as you were YES X I N .
4[ 1% Do No [0 |y TS L S Gl i s 12 |4
3.  APPEARANCE AND BEHAVIOR OF STAFF tagSslas cuilisall jgkia 3
Scores Critical Areas L) YLl Jatal
. YES pad
3 13. Z\r/‘z:jsﬁt(?ye?umform of the attendant neat NO D Y 00 e Gl pealall il sall G AS Ja 13 (3
NnA [ sy
ves [1 w " .
3| 14. Was the attendant wearing visible NO q oy Ay (o 5y 353 sall il sl IS Ja 14 3
nametag? Sz a3 danl Lo
N/A g Skl ¥ A50 203 3\
YES o e
3| 15. Was he able to communicate with no [ g & dral gl e 1508 Gals gl S Ja 15 3
customer? o5l
NnA O seuy
ves XI
4| 16. Was staff courteous / friendly? Nno [ vy Skl oy Gl sdl K o 16 [ 4
NA O seyy
4, SERVICE il 4
Scores Critical Areas Ll Y - L]
7 : 23S ) Cad (3iadll ol A6 a7
17. Did attendant check whether you need YES e u uu)’_d P }A{ f 1
3 lete oil change? S el Y gliaii el 13
op up or complete oil change? No [ N ¢l
3| 18. Did attendant check with you whether YeEs X pud B S 1) Lag i Calagalt Bind Ja 18 3
only oil is to be changed or oil with filter? n( | Y ¢ a5 g 3l dadd ey ) s
19. Did he check using gauge the quantity ~ YES [X] s il Sl 6 s Gulisy alapall B Ja 19
3 required to be topped up and informed e k;ﬁl o i A G peil] bl 3
you? no [ fully, Al 5 gl
R ¢ 00 Sl o (e (3l (il pall A6 a2
3 20. Did the attendant check for oil leakages YES pri uﬁ;ﬁjﬂij il e ojdj cins 0 3
under your car from filter and drain bolt? NO D y B feu 3l
3| 21. Did the attendant drain the used oil ves B4 A Jantasall cy 3OS G it Cals gl B Ja 21 3
completely from your car? No [ i bl Jls (e
o | 22. Did he ask whether you want the engine  YES & pd Al d el Jae a5 S o) @il Ja 22 9
to be flushed and did it if you agreed? Nno [ N fuliad o Jla 8 cllyy
3| 23. Did the attendant fill the correct grade as  YES axi S 3l A /e 5 Adlaly Cala gl B8 Ja 23 3
you requested? no [ N el Al dagauall
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Scores Critical Areas Aulult cilaall Lail

24. Did he request you to start engineand  ygs p A iy ol el Jaandiy o of dlie il Ja 24
3 leave it running for one and a half i . dads padd el Alls 3 3
minutes? no O Y flbiai s 43 52l Jddl «*
. Gl e /Al gelaa of (g il sall Sl da 25
3 25. Did the attendant ensure that the carter YES E e :j );Lm};d ail 5 lSe i T dike 3
bolt is tightened and there are no leaks? P = @ e
no O ¥ g
26. Did attendant carry out the following dlaall Cliasaidll ol ol calagall B o 26
complimentary checks: -4l
YES s
31a. Battery Water top up NO O b A el el dilia) 31a.
na [ sy
ves K]
31b. Coolant Water top up NO EI b coolant/a sl ele diLal 31b.
NA [ by
ves Kl
31c. Auto Transmission Fluidtopup  No [ g RS e )l 31c.
(0 5seil )
va O sy
ves &
31d. Brake Fluid top up Nno I N Sal il Cay 5 Adli) 31d.
va O adoy
ves i
31e. Gear Oil top up no [ Y oAl allcys el 3te.
wa [ sy
ves I~
31f. Air filter cleaning no O ¥ clogh gl cukn 31,
A [ sy
ves X]
31g. Wiper Water top up NO D N Zla sl Claliual ela ddlz) 31g.
na [ abuy
YES oS
31h. Clean engine using air gun NO O Y bl Gt pladinly o jaall ik 31h.
na [ sy
YES P e i . .
3|27 Wereany of your questions related to % ?: dleiall ilind (e (5} e Al Cud 27 3
lube change answered? NO S sd Adaxy
na [ ey
_ ,  yes B s (e (eale g s il i Ja .28
3 28. chlg ::I;? gtaff place the mileage sticker in NO [-_-I N g 1s 3l Asall /sl e LN 3
na [ sesy €5l
YES oo
4| 29. Were you offered a receipt voluntarily? ~ NO | i 0 sl Wl e dile aye da 29 |4
na O sy
5.  REST ROOMS AND MOSQUE s daually (alaadl fesl ) Aal sl s L5
Scores Critical Areas . Ll ¥l PAH|]
3 ves [ =~ 3
30a. Were they adequately stocked with all O ¢ Ay g pall Sl iaall arens 3 e CailS Ja 30a
necessary supplies such as soap? NO ¥ ¢y giball Jia
va [ gy —
3
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Scores Critical Areas LRI AN PO Jaldsss
YES .
30b. Were they adequately stocked with all 0 (.:; Ay all Sl il mueas 5 3¢ae <uilS Ja 30b
necessary supplies such as toilet tissue? NO Sall gl )99 Jia
nA [ asyy
30c. Were they adequately stocked with all YEs B i Lol Gl il arens 3 gae <ilS Ja 300
necessary supplies such as paper towels? NO D y $4.8 198t idliall Jia
(paper towels are not required where fully Gldine 855 vie 4y gllas e 3384 <adliall)
operational hand dryers exist) wva O Gl ¥ (A1 2l
31a. Were sinks clean? YES E i L. f .‘,,. ‘,‘,‘L.“u‘ quS d“. 31a
require comment when marked ‘No’ no [ ¥ il (o2 MY Al S 1)
NA OO gy y
31b. Were mirrors clean? ves X pri 2l ! ;,* ‘,; ‘I"b'd‘ quS dA. -31b
require comment when marked ‘No’ Nno [J ¥ sl om o MY Ay il 1)
NA [ gy y
31c. Were hand dryers clean? YES p . v:mg_, ‘ﬁif?‘,fm'“ u‘s dA 31c
require comment when marked ‘No’ no O ¥ e
NA [ gy
31d. Were dispensers clean? ves I o -ud;..‘ Uﬁh‘,,‘“,ﬁ@u L'"ls d“. 31d
require comment when marked ‘No’ no [ b gl (o2 MY Ay s 1y
NA [ sy
YES pad
31e. Were toilets and urinals clean? NO D ¥ fAgdai Joall LSal cilS Ja 31e
NA [ sy
32a. Were doors clean? YES (o L. f ",,. ..,“‘f"m ufls dﬁ. -32a
require comment when marked ‘No’ no [ ¥ gl il o YT ALY s 1))
NA [T sy
YEs 4
32b. Were walls clean? Nno [ ¥ fapk el el s 32b
NA [ gy
YES D]
32c. Were ceiling clean? no [ y ik Gl IS Ja 32¢
NA [ guany
ves D4
32d. Were vents clean? no [ N faadai ML) cuilS Ja 32d
NA [ seny
. (l" . .. kl] . A -
32e. Were floors clean? YES o Ll T, }',’“fgﬂ‘ r'jLSLSJT ‘.32e
require comment when marked ‘No’ no [ Y crasill e Y ALY ks 1y
NA O gy
ves 4
32f. Were baseboards clean? No [ y Ak ool & ) dailall 1,51 cuilS Ja 32f
NA [ gy
ves 4
32g. Were grout clean? no [ Y Sl ol € Ja .32g
NA [ gauy
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Scores Critical Areas Taulullt i) Jalailt
ves 1
33a. Were trash containers clean? NO D N eaadas Adadll s cailS Ja . 33a
nvA [0 by
2 2
ves K]
33b. Were trash containers not overflowing? NO I:I ¥ Thiaild e Aalall clygla <uilS Ja 33b
NA [ asay
YES o

2 34. Was the restroom smeliing clean & no [J g b 0sn) Adaias Aadai sleall Aail ) <ilS o .34 9
fresh (without any offensive odor)? f(pleall 4 gy S Aadl

NA [ gy
Z . Jand alaall 4 Gl eadll apea S da 35
35. Were all the facilties inside the YES ¢ . S U<t
restroom in good working condition? L. w5 et
2 require comment when marked ‘No’ no O v R 2
nA [ asby
3 ?(5) wadas anwall dcl o ae o
36. Was the Mosque premises clean? YES E e ( )_ J‘m ’ NG 2_\}\;\7?1_:?& Tj; 36
2 require comment when marked'No' ~ No [] ¥ gt e i ¢ 2
NA [ oy
Comments: sUBaadtall / gl
FOR OFFICE USE ONLY Jads gLl e\.&i—'\uy
aall Ll LW Jey) sl . "
9 N Eval : tasdil)
% ACTUAL SCORE | _ maximum | Ev@iuaon >
Approach and Cleanliness agtdaall By |

Greetings and Initial Checks | &5¥) <lSuidlly o ) |2
Appearance and Behavior of i pal) gl s selae |3

Staff
Service aaall 14
Cleanliness - Restroom and Cleboadl — adthail |
Mosque Al g
TOTAL £ saaall
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DESCRIPTION
YoyagrSilveriL

New Hyundai So
TOTAL

CASH PAYMENT

You were serve
BATE 17/03/201

’
2
THANKS F

by O
15:

GR

/S 924

. ROAD

TRIBUTION

DHARI

Y PFRICE TOTAL

¢ 14,00 £3.00

2 17.00 17.0C
80.00
82.0C

perator 1

37 T1 S3 01 8434

SHOPPING.
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