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, PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center g
O < i Emarat [ [ @555 Eppeo/ Enoc | B w5 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
l ) Name Number Name Number | Name Number
1021, honshev [ 192 [ [ [ | ]
Gender Height Built  PBpectacley Beard | Mustache| Ethnic Groups
M F |TIM]S|T |[M]F [Yes[No]|Yes] No|Yes[ No Jindian Pakistani]Filipino [Expat. Arabs| Others:
ROOROOROONONROR X O O 0O O
EMIRATE ";2:"‘;:‘ AbuDhabi | Dubai Sharjah Al Ain g’:‘:‘aﬁ" Ajman Kﬁzfm‘:'h Fujairah
O X O O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out |
giglol ol x5 | 6|3 olo | o]e 144514 5]
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturdayl Sunday | Monday | Tuesday IWednesday] Thursday [ Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF '
vISIT ] ] = ] O] visit | K] O O O D )} O
1. APPROACH AND CLEANLINESS ::\3@!3 g\jé‘.l\ A
Scores Critical Areas Al o) PATH]
YES X o P .
1. Was there proper sign to the Lube no [ q dihia e AValldaialgda g dllia (S a1
changing bay? S il yaad
nva [ ey
. W _ YES o
3] 2 orgazszr:igfe(li%be changing area clean and NO D Y Sidesdida cy i s dihiecalS a2 |3
na [ ssny
ves [ w ) . o
4|3 Was there any oil leaking and falingon = q e asdosculligldla glSda 3 4
to the floor of the lube bay ? Sy 3l s Ashia’ A G Y1
na [ sy T
YES pex
2| 4. Were the waiting area and table clean? NO O b faaday A gdally Uiyl dalaie S Ja 4 12
va O gsiy
c Westh ves X w
. the television i iti gl : s e
2 Woe;imge? elevision in the waiting room NO D v ¢ Uiyl 4 g Qe osdlll S Ja 5 (2
va [ smiy
YES [X axd . .
6. Was the board displaying complimentary 0 g dalilgde jebi dalcilS a6
services neat and clean? faaad ¢ A pe Auilaadl ciladaldl
nva [ sy
2. GREETINGS AND INITIAL CHECKS A Y1 Sl 5 a3 2
Scores Critical Areas Taulul) cLawl Jatai
3|7 Wasthere any delay in approaching ves [] i A 8 il gl dia S da 7 3
customers? NO [A Y Sl g Cala sall
8. Were you greeted in a friendly manner ~ YES O px skl 43548 sy il 5 a8
(pleasant feeling)? No B v S (z e
TS b i ol A gl i g3 A8 2la) <Y 1)
5| If no, please describe behavior: Was it © e le . }31 j:di o > 5
arrogant, without any expression, normal T (R O O )5 :?j
etc..... . s
oy mad éuj no W«\gg
; } 7
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Scores Critical Areas Lol c¥Laaly Jalgily
9. Did he guide your vehicle for positionin i - . 1. :
3 at the sgt‘]oppery and asked you‘:o switchg ves P i) ut%d,‘ ol GhL s il sl s dA 9 3
the engine off? .No [] Y el ikl of e (il g 5l Caliyy
10. When asked by customer, was the YES o e U8 da cJaaall (e il pali Ui L 10
attendant knowledgeable of different ol et e e
5 g ol kil 5 g ila s fo i Calia
grades of oil, filters and their relative no [J y SRS SR s ' "h 5
benefits? o fleie IS il b
. ” YES i ..
4| 11. Did he offer the waiting area to you? NO g e: $OEYI 48 e 8 Yl dlle s e Ja 11 |4
12. Did the staff thank you as you were ves ey . .
4 leaving? NO D q ?JJLuL_uSLe.\_.‘x..ni‘_)Sug&_nLﬂ“;hdA 12 14
3. APPEARANCE AND BEHAVIOR OF STAFF ragS by Cuiligall JgBia 3
Scores Critical Areas Al e PATH(]
1 he uniform of th d YES e
3 3. Z\f/‘a&sﬁg;’?um orm of the attendant neat NO D Y 0L e il pulal Gilisall L S da 1313
na [ assy
YEs [ ..
3| 14. Was the attendant wearing visible no X q ey Ay (o5 5 5 g sall b sl S b 14 3
nametag? Tz pim g 4wl Lle
va [ sy
YES and PR
3| 15. Was he able to communicate with NO g g &o dial gl e T8 Gaba sl S Ja 15 3
customer? oM
NA [ sdyy
YEs ]
4| 16. Was staff courteous / friendly? No [ y S/l gny cabasall (S Ja 16 [4
L NnA [ sbuy
4. SERVICE Ll 4
Scores Critical Areas Lot Lol Laai
: LS o) e saadll ek b8 s 17
3 17. Did attendant check whether you need ves X] - u; u;;jd)” dlay Lfi ¢ L 3
top up or complete oil change? O TR el A
NO ¢Sl
3| 18. Did attendant check with you whether  YES X pr 35 S 1Y) Lagd elie ala gall (3383 Ja 18 3
only oil is to be changed or oil with filter? € el g oy W af dadd oy 3l s
NO b} 3 @ o
19. Did he check using gauge the quantity ~ YES [X] i ol o3l (6 st (uliy Calasall o5 Ja 19
3 required to be topped up and informed g Gy Al I il sl 3
you? No [J y fallyy laly 5 Lidboal
PO Gl ol e Gaailly cab gl A8 a2
3 20. Did the attendant check for oil leakages YES m O uﬁ;ﬁi} i Bjij e 0 3
under your car from filter and drain bolt? No [ y * el
3| 21. Did the attendant drain the used oil YES P deniall 38 IS i cals gall Bl Ja 21 3
completely from your car? Nno [0 N el b (e
5| 22. Did he ask whether you want the engine  YES X A iy pad e b g S o) el Ja 22 5
to be flushed and did it if you agreed? NO D y flishl g0 Jla L; Sy
3| 23. Did the attendant fill the correct grade as  YES X axd Syl A o/ g8 Adlals ala gl B8 Ja 23 3
you requested? No [ y fletlla Al dapaial)
2
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Scores Critical Areas Al YLl Liai

3| 2 et g ot ona and analf - YES S8y ol iy of e b O 24 |
minutes? no O y S 5 4882 saal Julill Al 8
3 25. Eid t.he'attendant ensure that the carter  YES pud qﬂﬁgﬁﬁmﬂiﬁj:ﬁ 25 3
olt is tightened and there are no leaks? NO D y e 3l
26. Did attendant carry out the following Liladl Clasadll ol ol cabagdll Q6 Ja 26
complimentary checks: -alal
ves I
31a. Battery Water top up no [ k] A el ol i) 31a.
nA [T abuy
YES o
31b. Coolant Water top up no [ ¥ coolant/asall sl sl 31b,
va [ asy
ves B o~ B
31c. Auto Transmission Fluid top up NO D b} i JLP uJ m“ 3tc.
(st ylt)
na O abny
YES pai
31d. Brake Fluid top up no O Y deill cyjailal 31d.
nAa [ sbiy
YES pal
31e. Gear Oil top up no O s sl el 3te.
nva [ sy
ves i
31f. A filter cleaning no [ y sl il ahs  31f,
na [ abuy
YES ool
31g. Wiper Water top up Nno [ y Tl clabind sl i) 31g.
nAa O sny
ves R
31h. Clean engine using air gun NO D Y el Gee ladinls o jaall cadan 31h.
vA [ smiy
3 27. Were any of your questions related to :is % ?: CE R T PP i 3 a-f\é}“ i\-ﬁ Jda 27 3
lube change answered? Sl Aleay
na [ ey
W, R . R 1. N
3 28. t[t)~.i: (t;r: ’?taff place the mileage sticker in :Es c"; Jm@%ﬁ&ﬁfxﬁ 28 3
' na O sy £ e
ves B
4| 29. Were you offered a receipt voluntarily? NO L[] y LU it Jeagelle jase Ja .29 |4
na [ abny
5.  REST ROOMS AND MOSQUE nall 5 (plaad) feudl ) Aal ) G g .5
Scores Critical Areas Tl @Y laall PRI
3 30a. Were they adequately stocked with all ves & s all e Hliall pran 5 30w <l o . 30a 3
necessary supplies such as soap? no O ¥ o siall Jia
na [ gy =
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Scores Critical Areas LW I AN PR Jalaih
30b. Were they adequately stocked with all ;zs “: Ayl e el &2y 8 Jeae culS Ja  30b
necessary supplies such as toilet tissue? -~ cull gl 3599 Ja
NA [ ayy el
30c. Were they adequately stocked with all ves [ ad sl Gl il sy 3 jeae <l da 300
necessary supplies such as paper towels? NO ¥ i) !£| wdalall Jie
(paper towels are not required where fully Gildiae 865 die Ay gllaa e A4 ) Cadliall)
operational hand dryers exist) NA PR gy (A3Y1 o
< T
31a. Were sinks clean? YES i ol u‘f”,fj“\:” ‘u\SlSdT |.31a
- require comment when marked ‘No’ no [ ¥ gl o MY Ay S 1y
nva O abuy
3 : CRaghs Uil s
31b. Were mirrors clean? YES P L al g :): ‘w .\SJT_‘.31b
require comment when marked ‘No’ no O Y gl o Ayl s 1y
VA [ sy
; 2000} s uyl litee S
31c. Were hand dryers clean? YES s ol ";"‘f,\‘;,:\jz;‘uf 'lsdf' |'31C
3 require comment when marked ‘No’ no [J ¥ crasl o e 3
Nna [ gmyy
T : faadas ) gleall Glikle culg
31d. Were dispensers clean? YES I8 X . ,::Sl oF ,,y,:_:{éy;df .Sd&:;“.31d
require comment when marked ‘No’ no [ v el A
NA [ sy
YES pad
31e. Were toilets and urinals clean? Nno [ ¥ iyl Syl Al S U 31
NA [ sy
; [N PIPRIENTS
32a. Were doors clean? ves B gl :'Y':T’Liw cnlsdefsza
require comment when marked ‘No’ NO D ¥ Gt et e T E :
NnA [ gy
ves A
32b. Were walls clean? no O v i sl il Ja 32D
nva [ alsy
YES A
32c. Were ceiling clean? Nno O b feadas Caalll K s 32¢
Nna [ gwiyy
ves B o
2| 32d. Were vents clean? Nno [ Y $Aglas Ml il Ja 32d | 2
NA [ ghyy
; fagl il HY) culg
32e. Were floors clean? ves K e i ) ’ ..?.{' Liyr:ﬂéz"?’ze
require comment when marked ‘No’ no O b & R T :
nA [ gy
ves A
32f. Were baseboards clean? No [ ¥ ik saeldll &~ o) flailall 1) 51 il Ja 32f
NnA [ gkiy
ves B m
32g. Were grout clean? No [ v fahi L3 S Ja 329
NA [ sy
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Scoras Critical Areas Tl ¥Laall Jatail
ves 1
33a. Were trash containers clean? no [ b Ay dalaill L s <€ Ja 332
NA [ sy
2 = - 2
YES pxd
33b. Were trash containers not overflowing? plO D N flaild e deladll cilyda <ilS Ja 33b
NA [0 gy
ves i e L ]
2 34. Was the restroom smelling clean & NO I:I N 45‘ O5) Adiniag Aadai pleall Aa) ) CailS Jda 34 2
fresh (without any offensive odor)? (alesll 58 4gy S Aadl
NA [ iy
i ; S alasdl g8 il sl anam <clS Ja |
35. Were all the facilties inside the YES prd Sl e e &d; 35
restroom in good working condition? . S N e 1
2 require comment when marked ‘No’ no OO v g sl o MY el S 1) 2
NA [ asiy
; 2(3) ki dpaall deld g e (S
36. Was the Mosque premises clean? ves [0 ( ), A ,,:';, LL?:A'L'J\S ﬁ .36
2 require comment when marked ‘No’ Nno [ ¥ grasl o> e 2
NA D sy
Comments: 1lBBadlall [ gahadll
FOR OFFICE USE ONLY Lt (oSall aladiny
Alaalt LA JEFHIEAN N
) > I o me
o ACTUAL SCORE |  MAXiMum | - 2uaton et
Approach and Cleanliness aalasll 5 ol @YY 11
Greetings and Initial Checks | Als¥! CiSudil y cua ) |2
g{);)f?arance and Behavior of il sl @l gl s jekaa |3
Service .23l (4
Cleanliness - Restroom and lalaal) — 2l |
Mosque dawall
TOTAL § gaxall
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