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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center @
DC-'UL-«,\ Emarat / D &5/ 8 Eppeo / Enoc / & 44 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
|#] Ritn= [ [ [
Gender Height Built Gpectacles Beard | Mustache] Ethnic Groups
M1 F |[TIMIs | T [MJF [Yes|No [Yes] No [ Yes | No [indian [PakistaniFilipino [Expat. Arabs| Others:
FOoODROODROOBORBOR N O O 0O O
Western . . . . Umm Al . Ras Al -
EMIRATE Region Abu Dhabi Dubai Sharjah Al Ain Quwain Ajman Khaimah Fujairah
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out |
g18l6| ol? | | |+ 89 ol 4 0 i7:08 |14:29|
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

vt T O O @ O wer | O O H O O O O

1. APPROACH AND CLEANLINESS <4384 4 ‘,l\jé\'l\ A
Scores Critical Areas Al Ll Jalailt
ves P a o .
1. Was there proper sign to the Lube no [ q dibia o AVl sl dsdallia S ds 1
changing bay? eyl Ly
na [ sy
_ vEs [d
3 2. \c/)\iszntgi(lj%be changing area clean and NO D NI P RVPT TRRPENGL BEWELE CURIRER 1S M 213
wa O sduy
ves [ o R
4|3 Wasthereany oil leaking and falingon g Sle e gyl gl dia < ds 3 4
to the floor of the Iube bay ? - Sy 3l s Alaie 3 (aY)
nva [ sy ’
YES pes
21 4. Were the waiting area and table clean?  NO | Yy edalay Al gl y UVl dshie ClS Ja 412
na O sesy
o B ves [d &
2 5. :,/vvoariitnhge?telewsmn in the waiting room NO D N ¢ LY A2 Jens ol gS 52
A [ sy
ves [d o - S .
6. Was the board displaying complimentary o ] q Al lgle pedss Al dssllcnls a6
services neat and clean? faaudai g A0 e Agilaall Calandll ~
NA [ sy i
2. GREETINGS AND INITIAL CHECKS g1 Syl g qua 32
Scores Critical Areas eyl Ll il
3|7 Was there any delay in approaching ves [] pud il il i gl dla S e 7 3
customers? NO [4 y bl gad Cala gall
8. Were you greeted in a friendly manner ~ YES [E pa b)) LAk am i ids 8
(pleasant feeling)? Nno [ Yy ¢ (o
T b i gl @ gl s g o8 sl oY 1)
51 If no, please describe behavior: Was it Li e . \:j . i-;; . jiﬁ ;.' J.‘ “15
arrogant, without any expression, normal GRE coRml o8 O R .
etc..... CJ\
+ 1 +
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Scores Critical Areas ORI L PR PATH]
9. Did he guide your vehicle for positioning Yes @ A il IS s L ks sl i s 9 5
3 at the stopper and asked you to switch ; e v iie )
the engine Off’) No D Y (‘éj)a.an (riLu U‘ ki‘.u 5.\&} b‘)l:hn.“ uhg\'j
10. When asked by customer, was the . O o Jaeall (o Cals gall Jyw ladic 10
5 attendant knowledgeable of different YES IE pu jj.dﬂl Gl e o )il Calis ol 5
grades of oil, filters and their relative NO D y ST i &Y . :I .
benefits? L JS 01
YES (X i - .
4| 11. Did he offer the waiting area to you? NO E ?’; FEEY e 4 iVl dlle jase da 11 (4
4| 12. Did the staff thank you as you were YEs [ prd € s S Ly o S5 Caligel) W5 o 12 |4
leaving? No [ y 7 2 S ¢ :

3. APPEARANCE AND BEHAVIOR OF STAFF

S gy Cpdbigall gha 3

Scores Critical Areas EIW I | AN PN | pAIN]
, YES [d
3 13. Z\rl]zsﬁ?;?umform of the attendant neat NO D Y 0 ey Gl nlal) Gyl G S a3 |3
NA [ sy
YES ax .. .
14. Was the attendant wearing visible @ ey A8lay (o 5y 3 g sall il gall S b 14
3 No [ Y . 3
nametag? $ o 9 danl Lgle
NA [ by
vEs @ .
15. Was he able to communicate with go dualsill e 106 Calagall S Ja 15
3 fomer? No [J ¥ e 3
customer? . SED\
NA [ sty
YES M =
4| 16. Was staff courteous / friendly? No [ Yy fladal/lagay cabagddl S Ja 16 [ 4
NA [ sy
4. SERVICE daaall 4
Scores Critical Areas S T Laldievad Llail]
i L P saaill cabs gl Al8
17. Did attendant check whether you need ~ YES e ;u < u)ul Py yd ¢ » .17
3 top up or complete oil change? S0 o ol a3l AslaY pliag sl 3
pup p ge: NO D y ¢ Jlsl,
3| 18. Did attendant check with you whether ~ YES pxd RS 1Y L i Call sall (3803 Ja 18 3
only oil is to be changed or oil with filter? No [ N €l 5 a3l T dads 1 0
19. Did he check using gauge the quantity ~ YES ard b a5l (6 e iy Gl ll LB Ja 19
3 required to be topped up and informed e el Qo S Gl ) 3
you? no [ Sellly wlal ; )
| or G Gt o Gl bl B
3 20. Did the attendant check for oil leakages YES il j: 7?5: S s }:ij‘ e 20 3
under your car from filter and drain bolt? Nno [J HEas A
Ty
3| 21. Did the attendant drain the used oil YES P Jasiasalbicy 3OS i Cali sall i da 21 3
completely from your car? No [J y BE J FVRRES
2| 22. Did he ask whether you want the engine  YES (i M Al el dawe 3y e o) @il Ja 22 5
to be flushed and did it if you agreed? Nno [ y Celidd) oo Jla bl
3| 23. Did the attendant fill the correct grade as YES X pxd Sl s g 5 Adlals Calssall A Ja 23 3
you requested? no [ y flgidh Al dapsall
2
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Scores Critical Areas gl el Lalail
4|24 Doherequestyoutosiartongineand  ves B e as ;o pad iy o of el s 24
minutes? no [ ) Sinal s Aaf badl Fl"‘"“““ da
3|25 Eid the attendant ensure that the carter YES o u”if Lj’;ﬁ’::‘ :{L‘[:Ek ;ﬂfﬁ 25 3
olt is tightened and there are no leaks? NO D N . tes
26. Did attendant carry out the following Lilaall Cla gadll el ol calasall B Ja 26
complimentary checks: Al
YES pa
31a. Battery Water top up NO O b g Ul ol Adli) 31a.
na O] by
YES pod
31b. Coolant Water top up no O ¥ coolant/a el ¢le diL) 31b.
N/A Ié]' Sl ¥
YES i o o o .
31c. Auto Transmission Fluidtopup  No [ y IS Jtzj:j:fj)' 31c.
na [ sloy
ves -
31d. Brake Fluid top up no [ ¥ do il cyj el 31d.
NA [ iy
YES pxl
31e. Gear Oil top up no O ¥ s onllcysila 3e.
na O abiy
ves [ld -
31f. Air filter cleaning no [ N el ks 31F,
va [ suy
YES I @
31g. Wiper Water top up no O y a3l clallaal ol iz 31g.
na [ ahiy
ves [@
31h. Clean engine using air gun NO O NIRRT FERWORREECWERS. PEOURS 1= 31h.
' na [ sy
5| 27 Were any of your questions related to :zs % f“; Aabeid) il e g u«\ﬂ 37‘\4‘2“ u-u da 27 3
jube change answered? Sl s Aleny
nA [ sy
3 28. 5\2 (t::a? gtaff place the mileage sticker in III;S g (’: Jm@mc\:i;ﬁﬁ;iﬁ 28 3
| nA O sy ¢ sl
YES ol
41 29. Were you offered a receipt voluntarily? ~ NO O Y S ial 2Ol Jeay e aye b 29 14
nva [ shuy
5.  REST ROOMS AND MOSQUE )y (alead) [l g5) Aall Gt .5
Scores Critical Areas At YLl Lol
3 30a. Were they adequately stocked with all YES E = Ay 5 el e Sl arams 3 e <uilS Ja 302 3
necessary supplies such as soap? NO | ¥ o sall Jia
va O abiy =
3
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Scores Critical Areas Al @Yl Liaih
. vesBM o L
30b. Were they adequately stocked with all no [ " osoall e il aaens 3 jene << Ja 30b
necessary supplies such as toilet tissue? Calt gl 3,99 Jia
NA O sy
30c. Were they adequately stocked with all ves [ rd Ay 5wl e Jlinuall & 8 3ee CilS da 30c
necessary supplies such as paper towels? no [ N 948 ) ol CAdLiall Jie
(paper towels are not required where fully Glidaa B dic 4ygllaa e A8 ) alliall)
operational hand dryers exist) nva @ bl Y (V)
> - ARSI ER
31a. Were sinks clean? YES o Ll mf;,fjul:l rj‘isd':.{ma
require comment when marked ‘No’ no [ ¥ sl (20 MY Ay cals 1)
NA [ gy
: ks Ul o
31b. Were mirrors clean? YES IE e 2l ” ,,\f‘\:] rfL,slsdT."&b
require comment when marked ‘No’ Nno [ Y gl (o2 YT AaY) s 1y
NnA [ gy
‘ N Qv' . I, N R -] -
31c. Were hand dryers clean? YES o . :‘“ 453:3'::*@: ;_ULS\SJT |'31C
require comment when marked ‘No’ Nno [ ¥ cpasill o Al s 1y
NA [ gy
- TR PR
31d. Were dispensers clean? ves @ o B a3 Uﬁbfﬂ,:'lhiu ;"flisdt."sw
require comment when marked ‘No’ no [ Y sl o MY A oS 1y
NA [ sy
ves [ a
31e. Were toilets and urinals clean? Nno [ ¥ fApday Joall Al il Ja 31
NA [ sy y
N [T
32a. Were doors clean? ves [H o Sl g ?‘ff‘ r-u\SlSdT l'328
require comment when marked ‘No’ Nno [ ¥ a2 MY ALY s 1)
nva [ gy
YES a2
32b. Were walls clean? Nno [ ¥ $hadai lasll i€ Ja 32p
NA [ sy
ves B
32c. Were ceiling clean? o O v feady i) S U 32¢
NA [ sy
ves M
32d. Were vents clean? no [ y faidas Ml ik Ja 329
Nna [ gy
.v- . ‘l" . ].~ Q . A -
32e. Were floors clean? YES e ol o "y}-wtf“yru&;? "328
require comment when marked ‘No’ Nno [ Yy gl o2 Y ALY s 1y
NA [ gy
ves @
32f. Were baseboards clean? Nno [ N Aigla sae il o~ o liladl )51 S Ja 32F
va [ gy
YES pd
32g. Were grout clean? No [ ¥ feals B IS s 32g
nva [ gy
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Scores Critical Areas L) @Yl AN
YES aad
33a. Were trash containers clean? no O ¥ gyl dalaill il o cilS s 332
) NA [ sbiy )
ves [
33b. Were trash containers not overflowing? NO D b fhaild e Aalall by <ailS o 33b
NA [ sy
 yes bk o ]
2 34. Was the restroom smelling clean & NO D N gi Os) Adinie g Agka alaall 40 cilS Ja 34 2
fresh (without any offensive odor)? S(pleall 2 A S Aad
NA [ aduy
; Gand ol b il jsgadll mpen cilS Ja
35. Were all the facilities inside the ves [A o el = S 35
restroom in good working condition? L. won 4 e
2 require comment when marked ‘No’ NO D ¥ C‘»‘“ﬁ‘” @ YT ALY Cas Y 2
NA [ ey
3 €(5) casdas aaoall delE Sl e oIS
36. Was the Mosque premises clean? YES D P> ( ). ;ﬂl ) ,,:; LL‘;’\‘_‘J,\S%T 36
2 require comment when marked ‘No’ no [ ¥ gt > Ja ¥l s ) 2
NA [ asuy
Comments: lBadtall / galasll
FOR OFFICE USE ONLY Jasd Cigalf PARES N
Alauall Jaldsh Jaldslt u.k_'\l\ aall . .
9 : : 3
Yo ACTUAL SCORE MAXIMUM | Cvaluation =

Approach and Cleanliness

:t.éu"aﬂ\j g‘.:\)ﬁyl 1

Greetings and Initial Checks

AW Sl g cus il (2

Appearance and Behavior of

Cribh pall b5 elas |3

Staff

Service daaslh |4
Cleanliness - Restroom and Gilalasdt — A3l 5
Mosque RENUN
TOTAL £ ganall
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Cash Memo ADN ocC
£/STN. Code No. %0 vate... L. 700 1F
e e \ sy \g-\i
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