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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center w
- O iuEmarat 10 s Eppco / Enoc / &5 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
Gender Height Built  [Spectacle Beard | Mustache] Ethnic Groups
M| F [T M]S| T |[M[F [Yes|No|Yes[No|Yes]| No [indian [Pakistani] Filipino [Expat. Arabs| Others:
ROOROOROORORROR O O 0O ]
EMIRATE V;z;‘;;" Abu Dhabi |  Dubai Sharjah Al Ain ‘é’:;'ai’:‘" Ajman K':‘;ism“ah Fujairah
O ] O O ] O [ O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
ol ARVl o>l l€ [F1&€ ] o1\ ol 20\ 23
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 | DAYOF
vISIT O O 0| e O O O O O | X
1. APPROACH AND CLEANLINESS A3 u..i\_)ﬁ\jl 1
Scores Critical Areas At cilaall Jalai
YES M L . 5 :
1. Was there proper sign to the Lube No [ q dakic e AYalldsnldadalis S da 1
changing bay? eyl s
nva O sy
. ves
3 2. \(;Yga:r:igiél’;be changing area clean and NO D ¥ e didai cy il s dilie S Ja 2 |3
va [ ssoy
ves 0 . ‘
4|3 Was there any oil leaking and falingon o KR y o de dgs il gl i g€ da 3 4
to the floor of the lube bay ? — Syl s Aalaie & (i Y
NnA O shiy ’
ves K]
21 4. Were the waiting area and table clean? NO D Y fagday A Uall g UVl ddlaie il a0 4|2
Nna [ sbny
YES pd
. Was the television i iti eyl 52 s e
2 5 woiiinge? elevision in the waiting room NO D N ¢ syl 4 2 @Maﬁ}m JSd 512
nA [ sy
ves B - s
6. Was the board displaying complimentary ] q daildlgle jedai gl ds M i< da 6
services neat and clean? Paaula g 43 ye Ailaall laadll
nA O slny
2. GREETINGS AND INITIAL CHECKS Y Sl g qua il 2
Scores Critical Areas IR REA PN Ll
3| 7- Was there any delay in approaching ves [ p a5 8 ali ol s IS da 7 3
customers? NO Yy oAbl gas ol gall
8. Were you greeted in a friendly manner ~ YES A sy A da ki dh il Sda 8
(pleasant feeling)? Nno [ N ¢ (e
SIS Ja rcabs gall @ gl Caia g a8 Sla Y 1Y)
51 If no, please describe behavior: Was it Li e . Li;\] ) Jj; j;i N 5
arrogant, without any expression, normal ¢ SHEE O O )52 o
etc..... £
+ 1 +
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2 +
Scores Critical Areas D) YL Jatas)
9. Did he guide your vehicle for positioning YES [4] ; G Al 3 @l b ks o) A6
3 at the stopper and asked you to switch ) &= :;T ‘Lf o “’{‘&:i . o e d‘t -9 3
the engine off? . [o] D ¥y .);“j @QL" @] s °JL—““‘H “-‘ui\.J
10. When asked by customer, was the 2 ; S O et (pe s gall s Lotie
attendant knowledgeable of different YES [X e Gh,u e e }A e 10
5 0o . . u|‘)ﬂﬂ|}u)§)ﬂu\+)a/&‘y‘u}h§.‘u‘ﬂ: 5
grades of oil, filters and their relative Nno [ v o - C
benefits? fleda JS ¥l 4d
YES i V. .
4| 11. Did he offer the waiting area to you? NO E ": STV A8 e 4 Ul dlde e Ja 11 |4
12. Did the staff thank you as you were YES P i Lo < n s .
4 leaving? NO D g .JJ\:AL.:JS\A%‘JM;&L)A\F\AJA 1214
3.  APPEARANCE AND BEHAVIOR OF STAFF 1agS sl cuiligall jeba 3
Scores Critical Areas Ll Yol PAVH]
‘ YES o
3 13. Z\rl]zsﬁ?;?umform of the attendant neat NO D Y e Gl emlall Gl sal L oS ds 13 (3
NA [ sy
YES [] ; .
3| 14. Was the attendant wearing visible NO r‘: ey Ailay (535 3 3 sa sall il gl S Ja 14 3
nametag? — \ $7 s 51 Aansd gile
nAa [ seuy o N=STVRN
YEs I ] o
15. Was he able to communicate with g dual il e 1508 Cala sl IS da 15
3 customer? No [J v pSESY 3
na [ smyy
YES ] m
4| 16. Was staff courteous / friendly? No [ y ks gn g cabedl S Ja 16 |4
NA [ gty
4. SERVICE dasdll 4
Scores Critical Areas Aot Y Laalt Llail
: 20S o) aaailly Cals gall al3
17. Did attendant check whether you need ves K e L-u < u)’_}l aa JA ¢ o A7
3 top up or complete oil change? S opd ol ol AdlaY gliad s 3
p up or compie ge- NO D y oSl
3| 18. Did attendant check with you whether  YES K i 8 S 1) Lad el pall (38a3 Ja 18 3
only oil is to be changed or oil with filter? N | g € lal g 31l dadh ol as
19. Did he check using gauge the quantity ~ YES [X] prd el Cu 3l (5 sie by Calasall B3 Ja 19
3 required to be topped up and informed g Al Gl A I Gaanll il 3
you? no [ Y fully, il gl
P Oe sl e (e Gl il el A6
3 20. Did the attendant check for oil leakages YES IZ B < uj_: ‘75\)1“18: ):‘m" . bﬁj i 20 3
under your car from filter and drain bolt? g 0 y SEy=s U=
ySavRl
3| 21. Did the attendant drain the used oil ves [X] P eusall 3 US G i il ) BlE Ja 21 3
completely from your car? Nno [ N el s e
| 22 Did he ask whether you want the engine ~ YES ad Al el Jaue S o) @il Ja 22 5
to be flushed and did it if you agreed? No [ N Puliad) g Jla PRGIEY
| 23. Did the attendant fill the correct grade as  YES ox Syl Aa afp 5 Adlal Cals all B8 Ja 23 3
you requested? Nno [ y el Al dasall
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Scores Critical Areas Al ¥ laalt Lag
S| e o anaand s YES E e Sty dad dady o ) e ol b 24
minutes? no [ b} fiaiy 4afa 52l Jadl) Ula
3 25. Eid the.attendant ensure that the carter YES E o~ qfﬁﬁdﬁjlizh ‘;‘!‘f{-‘i 25 3
olt is tightened and there are no leaks? NO El N -
26. Did attendant carry out the following Aglaall Cla saidll ol jaly Calagall QB o 26
complimentary checks: satul
ves X
31a. Battery Water top up no O k! g jUsill ele Adliza) 31a.
nA [ sy
YES & e
31b. Coolant Water top up Nno [ ¥ coolant/s yll e 3l 31b.
NIA % Gy Y
YES i -
31c. Auto Transmission Fluid top>up NO D ?: G Sl )L‘A uU QL“ 31c.
(Osdiensit 1Y)
na O aiyy
ves K
31d. Brake Fluid top up NO D ¥ Jal jill cy y Adla) 31d.
na [ sy
YEs X i
31e. Gear Oil top up no O ¥ oA Hallcyy sl 3e.
nva O sy
ves & .
31f.  Air filter cleaning no O N sl gl wks  31f.
nva O oy
ves A
31g. Wiper Water top up NO D Y Zl il Claliua cle A8l 31g.
nva [ adiy
ves K] axd
31h. Clean engine using air gun NO D Ty elsell et padiuly A el calas 31h.
na [ sy
3| 27. Were any of your questions related to ;Zs ‘s; dilaiall il G sl g_«,h :‘?‘L?\;f‘ iw da 27 3
lube change answered? Sy M s Alany
nA [ sy
v . . i 1. .
5|28 ?r:g (t:r: staff place the mieage sticker in ;is ‘”; Jxéu&ﬁ&ﬁﬁﬁ\ﬁ 28 3
' na O sy €5l
ves A
4| 29. Were you offered a receipt voluntarily? ~ NO O Yy $C a2 Jeag e (e da 29 14
na [ sy
5.  REST ROOMS AND MOSQUE ssauall g (plaadl feull 53) Aal M g 5
Scores Critical Areas Al elaal) ot
3 30a. Were they adequately stocked with all YES LA TSV JET O A a3 e <ilS da 30a 3
necessary supplies such as soap? NO & ¥ $ogduall Jia
nva [ sy SN0 aeen N
N o ~ —
3
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Scores Critical Areas Lot ¥gall Jatasy
ves B
30b. Were they adequately stocked with all no [J (’: A pall o jlall asans 5 jeae i€ Ja  30b

necessary supplies such as toilet tissue?

Sl sl (3599 Jia

na O gy
30c. Were they adequately stocked with all YES and s el il il arany 3 jeae <uilS Ja 30c

[y o8 Adliall Jia

necessary supplies such as paper towels? NO D ¥
liina i3 2ie ygllan 38 &0 Cididl)

(paper towels are not required where fully

operational hand dryers exist) NA [ sbsy (¥ o
31a. Were sinks clean? YES @ g ol i .‘,,;{',J:"L:"Lﬁtisd‘:.":‘)’m
require comment when marked ‘No’ no O ¥ el o MY e S 1Y)
Nna [ gy

: Tk Ul oS
31b. Were mirrors clean? ves Kl w 2l - :)\jy‘u: .‘Sd?. |'31b
require comment when marked ‘No’ no O ¥ gl (2 Y L) sy
NnAa [ sy
; Sl sV Cildiae cuilS
31c. Were hand dryers clean? ves [] (o i ,T&”‘L‘ ‘ﬁdfzy,ﬁ L;\j\;f ‘Lsd\é‘ "310
require comment when marked ‘No’ no O ¥ S R

nva BD sy

N N

31d. Were dispensers clean?
require comment when marked ‘No’

YES o
no [ v
nA [ asyy

Ak ) plall Sl il Ja .31d
sl o Y Aa Y s 1)

31e. Were toilets and urinals clean?

ves Kl
NO
N/A

Al Sl A8al il da 31e

32a. Were doors clean?
require comment when marked ‘No’

YES
NO
N/A

9
L

faiks ol oY cilS Ja 322

g il a o MY Ada Y il 1))

32b. Were walls clean?

YES
NO
N/A

)

(¥4

ek lasall @ilS s 32b

32c. Were ceiling clean?

YES
NO
N/A

w B

oz

Sl adldl (S Ua .32¢

32d. Were vents clean?

YES
NO
N/A

(4

faglas Nl cils da .32d

32e. Were floors clean?
require comment when marked ‘No’

YES

.41:%.41%

b4
(o]

£
>
oL

gk clea )V cilS ds 32e

T PR PN TR

32f. Were baseboards clean?

zzx
> »

fAki saelll ~ ol failadl i 51 cilS Ja  32f

32g. Were grout clean?

<
m
(7]

DOKOORKOOROOROOROONOOROO
4 ‘E. f:E;: (54 “E. ?E‘:

£ Z
» O
A

feas LU oIS ds 329
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Scores Critical Areas gl Y laal) PR
ves K
33a. Were trash containers clean? NO D N fAaudas Aaadll il gla S Ja .33a
NA [ asuy
2 YES pai 2
33b. Were trash containers not overflowing? NO D b fhaili e Aabadll Gbydla S Ja 33b
NA [ asuy
YES pxd

2 34. Was the restroom smelling clean & NO D N 4‘ Q) Adate g Al plaall dadl ) cals da 34 5
fresh (without any offensive odor)? Palanll A S Aadl

NA [ gy
%] ; San aleall 8 b Jgail pzea i€ Ja
35. Were all the facilities inside the YES = e e e e
restroom in good working condition? L. o - e
2 require comment when marked ‘No’ no [ 3 gl (o2 YT ALY s ) 2
NA [ ahuy
; €(5) Cudai dnadl A0lE g e (NS
36. Was the Mosque premises ciean? YES D [ ( ). );XI ) ,,:; LL?AE\S ﬁ:’ .36
2 require comment when marked ‘No’ Nno [ ¥ Cal el gl o= 2
NA B gy
Comments: sUBadlall [ galadl)
FOR OFFICE USE ONLY Ja8d Ligall eua.m' Ly
Alaall Jalail Liall oY) aal) .
y § luation: » agudil)
th ACTUAL SCORE | _MAXiMum | -vatuation P
Approach and Cleanliness adlail) g f yBY)

Greetings and Initial Checks | ¥ ciSaaall 5 cua 1 12

Appearance and Behavior of Gpida sal) gy elae [3

Staff

Service daailt |4
Cleanliness - Restroom and lelaad) — Adkill |
Mosque KEWWON Pt
TOTAL £ saxall
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BANIYAS
BAN

f\[)hd()(‘ f)
AB

DESCRIPTTON

VayagerBronzdl
VayagerBronzil
VovagerBronziL

TOTAL
CASH PAYMENT

<1> /S 951
\'I\SS l\F%E’
ISTRIBUTION
U DHABI

QlY  PRICE TGTAL

1,00 50.00 50.00
1,000 13.00 13.00
1,00 13.00 13.00
76.00
76.00

© You were served by Operator 1
DATE 1670372012 18:31 T1 65 01 2122

THANKS

FOR SHOPPING. .

SERIAL NO.
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