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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center w
L-_]:_.\)u) Emarat / D & 511/ 584 Eppco / Enoc / & 4yl Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number | Name Number | Name Number
155 ~[Roy [ T[T ]
Gender Height Built Spectacles] Beard Mustache] Ethnic Groups
M F [TIMIS]T [MIF |Yes]No Yes | No | Yes | No |Indian [PakistanifFilipino [Expat. Arabs] Others:
NoOORO@OOKOROAO O KB O .
EMIRATE ";izt:)’n“ Abu Dhabi |  Dubai Sharjah Al Ain ‘é’:‘;’“aﬁ' Ajman K’:;s A | Fujairan
O X O O O C O M| O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time in Time out
ale 8l 09 [ola 105 [ 2]2 loll [19.30 2003
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
VISIT VISIT
O O O O O O O KX O O 0O

1. APPROACH AND CLEANLINESS SRS g ol Y 1
Scores Critical Areas Al Y Laalt PRI
ves O - .
1. Was there proper sign to the Lube no [ q dihie Jlo AVl daaljAsddua g€ da 1
changing bay? Sy W s
na O sduy
' ves =
3 2. \é\:gzntillzél;be changing area clean and NO D Y TS e Akl ) s dilie ciS Ja 2|3
na [ sy
ves [ = . , R
4|3 Wasthereany oil leaking and falling on & g sle ae gyl copud gl i S da 3 4
to the floor of the lube bay ? Syl i Addaie & )Y
na [ sssy j
ves [XI &
21 4. Were the waiting area and table clean?  NO O b $aadas Al Mol eV dshie CllS Ja 412
na [ sy
Was i o N ves [ @ m
2 5. Woarii;ge?telewsmn in the waiting room NO D N ¢ Janl A e b Jens sl S s 5|2
na [ sy
ves i~ o -
6. Was the board displaying complimentary ] g dalilgde jedai MAs i cis s 6
services neat and clean? Caadai 5 A0 e Aulaadl Cleadd)
na [ sy
2. GREETINGS AND INITIAL CHECKS Ay clspdall s qus 12
Scares Critical Areas Ayt ¥l PRI
3|7 Wasthere any delay in approaching ves [] o JRE T I R R EN I G TN L S 3
customers? No [ N SO gad alagall
8. Were you grested in a friendly manner ~ YES o pa sl id s gl a8
(pleasant feeling)? NO M \ ? (z e
S Ja reabs galt gl Caim ga a8 5lay (Y 1Y)
51 If no, please describe behavior: Was it Lf e bj;l ﬁ; j:ﬁ N ),‘ ‘15
arrogant, without any expression, normal ¢ o o 2507 N
e @ wo
Dip NoT (RreET
+ 1 +
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Scores Critical Areas Aaaallt Lol PATH]
9. Did he guide your vehicle for positioning  ygg A bl Sl S il il gl Ja 9
3 at the stopper and asked you to switch ‘ o o o o . 13
the engine off? D Y 'JM'L;QL"U G.L.nk_ﬂLJ c‘)‘\:\u“ u\.ﬁg‘y
10. When asked by customer, was the YES aal e OIS edaall Ga il gl Jpus Lavie 4
5 attendant knowledgeable of different il y g 30 s Je o Calis 5
grades of oil, filters and their relative Nno [J N JTRAERS tey. : ol
benefits? fleda JS il i
A N ves L1 T
4| 11. Did he offer the waiting area to you?@ ¢ Uami 48 o OB dile (e a1 (4
Dip_noT offee womiming AR EA Nno [X] ¥
4|12 Did Fhe?staff thank you as you were @ Yes [ px € 343 S Ly o € il 6 a 12 |4
leaving? pyy g7 Loy THANE 160 NO  [X] ¥
3. APPEARANCE AND BEHAVIOR OF STAFF (S gb g il gall #he 3
Scores Critical Areas Ay Lol PRV
_ YES ]
3 13. Was .the?umform of the attendant neat NO D Y 9Ly gl ) Gl gl Gl S Ja 13 (3
and tidy? D
N/A Gebl ¥
YES [K] M N .
3| 14. Was the attendant wearing visible no [] q otk Ay (55 5y 3 5a sall Cala sall IS Ja 14 3
nametag? S 5o 99 danl Lgde
NA O sy ' '
YEs [ .
3| 5. Was he able to communicate with no [ q go deal gl o 1508 ol sl S Ja 15 3
customer? ) fosl
V7. W A
Yes [
4| 16. Was staff courteous / friendly? No [ Y fladal/lagay cabs gl S Ua 16 (4
NA [ ey
4. SERVICE dadll 4
scores  CrticalAress T T I = L
: “ilS o oy 5l Calh sl G U
17. Did attendant check whether you need YES m o ‘L ud)u] P }AJ ? 7
3 top up or complete oil change? no [ g T GG PETERY E@(‘aﬁg&\] 3
s R 2
5| 18. Did attendant check with you whether ves [X] pxd 28 S 1 Lad el Calasall Basd Ja 18 3
only ol is to be changed or oil with filter? No [ ¥ €Al 5 oy 31 Bf dadd oy 3l s
19. Did he check using gauge the quantity ~ YES ord il o3l (o glse iy el gl Q8 Ja 19
3 required to be topped up and informed g G I S Gl ) 3
you? no [0 v Cellly il Lla)
|t 00 Sl i o Gl B a0 G Gh 20
3 20. Did the attendant check for oil leakages YES m puo Ot wﬁ):;j;i} il e Dﬁj Cans 3
under your car from filter and drain bolt? NO D y ; S 3l
21. Did the attendant drain the used oil YEs [ S 2 N GRS & cala gall B8 Ja 21
3 3
completely from your car? No [ ¥ el Shu (e
2 | 22. Did he ask whether you want the engine  YES A ) e a5 S o) il Ja 22 2
to be flushed and did it if you agreed? No [ v Seliadl oo Jla iy
3| 23. Did the attendant il the correct grade as  YES K] ax S W A /e i Adlaly Cali sall A8 U 23 3
you requested? Nno O y leilh Al Al
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Scores Critical Areas Habulh c¥laall Jaa
24. Did he request you to start engine and  ygg A AS T el (e a i o e il Ja 24
3 leave it running for one and a half YRR L aett % . 3
minutes? NO O Y Sliiai g Aada saad Juadill Als B
. sl A e /A gaba of (e calasal) U Ja 25
3 25. Did the attendant ensure that the cartero YES i fﬂ);uj:d 43)} UL;& :j s die 3
bolt is tightened and there are no leaks? NO 0O N ecy 31
26. Did attendant carry out the following glaall Cls sadll ol by Cabagall Q8 Ja .26
complimentary checks: sadsll
ves i
31a. Battery Water top up no [ b AUl ela dil) 31a.
NnAa [ sbny
YES pod
31b. Coolant Water top up no OO v coolant/s yall sl izl 31b.
na O] sduy
YES o ..
31c. Auto Transmission Fluidtopup  No  [J g MBI e il 3le.
(FEATONE )
na [ akiy
ves Kl
31d. Brake Fluid top up no [ Y daiill cu3iilal 31d.
na O asby
ves I
31e. Gear Oil top up no O ¥ o el cusiiial 3le.
na O sy
ves X]
31f.  Air filter cleaning no [ Y clgedl Sl cakn 3,
va [ sy
YES o
31g. Wiper Water top up NO [:| b Fla i Clatial ele dilal 31g.
NA [ iy
ves =
31h. Clean engine using air gun NO | Y shsell et plaaiily o jaalh caas 31h.
na [ sy
5| 27. Were any of your questions related to :;I(E)S % (: Adlaiall Glilind (ya gl csk‘ "5\?\—?—\?“ um Js 27 3
lube change answered? Syl Al
VN NEYY
3 28. aig g;? gtaff place the mileage sticker in ;I(E)S ?: J—c@mﬁaﬁﬁ;ﬁ 28 3
NA O iy 5l
ves X =
4] 29. Were you offered a receipt voluntarily? NO D bl $h LA A3k Gasdlle yaye b 29 |4
na [ sy
5.  REST ROOMS AND MOSQUE vl g (plaall full ) Aol e 5
Scores Critical Areas FEI AN PO Lah
3 30a. Were they adequately stocked with all ves B Ay s pal) Gila i) aren 8 je2e <uilS Ja 302 3
necessary supplies such as soap? no O ¥ o sball (Jia
Nna [ by =
3

Lube change.doc




+
Scores Critical Areas dralua¥) YL Ll
. YES o N
30b. Were they adequately stocked with all 0 ¥ 3l e liuall aseas 3 jea cuilS Ja 30b
necessary supplies such as toilet tissue? NO Sudlgdlt g 139 Jie
NA [ sy
30c. Were they adequately stocked with all ves [] atd A5 peall e 3hidll & B e S da 30c
necessary supplies such as paper towels? no [ y 48 5l Ladliall Jie
(paper towels are not required where fully Cldina g0 die dlhae e 44l adliall)
operational hand dryers exist) NA [ gy (A )
; a0k Julidl cals
31a. Were sinks clean? YES pr ol '"y'('i:d\_,yﬁ 'tsdT’l'31a
require comment when marked ‘No’ no [J Y il (o MY Y s 1)
nA [ sbyy
s Paaudas U yall cilg
31b. Were mirrors clean? ves X o g :):yr‘f 'SJT' "31b
require comment when marked ‘No’ NO L__I ¥ (oS TS Ay Gl )
NA [ sy
: Aaay Y Cliise culs
31c. Were hand dryers clean? YES i a1 . gs-\fé"uu;wuj 'ISJT' |'31C
require comment when marked ‘No’ No [ Y Gl A s
NA [ gbiy
s faahi 4 sliall CliSle cuil
31d. Were dispensers clean? YES (2 ) )::JI el g &Ly‘uﬁ .deTM.IS‘Id
require comment when marked ‘No’ No [ b e el e
nvA [ asuy
YES pas
31e. Were toilets and urinals clean? Nno [ v Fhah Jall Al wilS Ja 31e
nAa [ by
; faaas ol oY) il
32a. Were doors clean? ves K] e o il ",,Y,,“‘L’Lyﬁ ~15Ll73‘.32a
require comment when marked ‘No’ NO D ¥ Gl > PRl
NA [ sy
YES pai
32b. Were walls clean? No [ ¥ faddai lhall il da 32
NA [ abuy
YES ard
32¢. Were ceiling clean? No [ Y fembi amll S Ja 32¢
NnAa O abyy
ves [
32d. Were vents clean? Nno [ ¥ Yiaka Ml 2uS Wy 32d
e nA [ gy ‘ :

: : fhik Clua Y CilS s
32e. Were floors clean? @ @y ves [ e a5l N ..?,.' LLJAYI il mSZe
require comment when marked ‘N NO b - S T ‘

WATER  AND DUST oN FlooP o nva [ Gy ¥
ves ] o

32f. Were baseboards clean? Nno [ N ik bac @l # ) flailall i) 51 cwlS U L 32f
na [ sy
YES pd

32g. Were grout clean? Nno [J ¥ feduba LU (IS da 32g
NA O] sy
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Scores Critical Areas Al claall PRI
YES pa
33a. Were trash containers clean? Nno O ¥ $2alas daladll iy gla cuilS Ja 333
5 NA [ by )
ves X]
33b. Were trash containers not overflowing? NO O b fiaild e Aol clygla culS Js 33b
NA [ sy
ves [ =~ . ]
2 34. Was the restroom smelling clean & NO N @ ) Ahaday Aah alesdl A3 ) cilS Ja .34 2
fresh (without any offepsivg.odor)? 2 §pleadl b Agy S Anil,
(bap _opor \13}3) NAa [ gy
X ; Jand alaadl & Ol el moes CailS o |
35. Were all the facilties inside the YES g A S 35
restroom in good working condition? - o 5N e € 1
2 require comment when marked ‘No’ No [ ¥ @“‘}‘”A@Jﬂ VALY s ) 2
NA [ ey
3 €(3) ik aawall deld o e S
36. Was the Mosque premises clean? YES D o ( ). j;d\ ) “:; LL‘;TA*U‘\Sﬁ 36
2 require comment when marked ‘No’ Nno [ ¥ (S Y g s ) 2
N/A Gy
Comments: ‘ scitBadlall / galedll
FOR OFFICE USE ONLY hasd Ccall pladiu N
Uaal) A8 bl Je Yl aal
o 2 — e
o ACTUAL SCORE MAXIMUM | Fvaluation: o
Approach and Cleanliness Aalkaal) g ol BV |1
Greetings and Initial Checks A5V Sl s cus |2
/S\{)apf?arance and Behavior of il gal) sy Jedae |3
Service iaasll (4
Cleanliness - Restroom and Slabeall — A3l |
Mosque RENTNIP
TOTAL £ saxall
+ 5
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