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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center &
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SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number { Name o Number
R Ndhalian) [ | | [ ]
Gender Helght Bu||t Spectaclesl Beard | Mustache] Ethnic Groups
TI[M T | M | F | Yes]|No|Yes[ No|Yes[ No |indian [Pakistani[Filipino [Expat. Arabs[ Others:
ﬂDD&DDD&DIﬂ&DD[&D [ O O
EMIRATE V;‘::f);" Abu Dhabi |  Dubai Sharjah Al Ain g’:;v“aﬁ" Ajman Kﬁgism‘:h Fujairah
O B O O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
slolocalao | o 9 ol 1908 13%

07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday I Sundayl Monday ] Tuesday |Wednesday[ Thursday [ Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF

VISITEDDDDV'S'TDDDDDD

1. APPROACH AND CLEANLINESS 4 -4dai 4 u_.t\)ﬁ\‘!\ |
Scores Critical Areas Al claall Jalasl
YES o o s
1. Was there proper sign to the Lube ‘ dihie o AV Asalydadalia g8 da 1
. no [ ¥ R
changing bay? Sy s
na [ sy
. ves 4
3 2. \é\'{g:;ihzzé%be changing area clean and NO D Y S e s Ak Cy et Ak ciS a2 (3
va [ sy
ves 0 = . . L1
4|3 Wasthere any oil leaking and fallingon . & q Sledc sl o gl dla glsda 3 4
to the floor of the lube bay ? Sy i s Aidaia A L)Y
va [ sbuy ]
YEs B
21 4. Were the waiting area and table clean?  NO O Yy Caayda; a3 el g ey ddhie calS o 4|2
NA [ iy
5. Wasth ision i iti YES g ™
ol5. Woiii;ge?telewsmn in the waiting room " ] Y SV A e A Jeny ol S8 512
nA [ sy
ves R o - N
6. Was the board displaying complimentary . ] q el Lo pedal Sl dadlculS ds 6
services neat and clean? faaudai g A48 e dpilacall Clanall
B na [ sy .
2. GREETINGS AND INITIAL CHECKS S ) il g cua 2
Scores Critical Areas Ll aYal hlﬁﬂﬂ
3|7 Was there any delay in approaching ves [ p sl il 8 il ol dua S s 7 3
customers? no X Y ol s als gl
8. Were you greeted in a friendly manner ~ YES D S skl By da ke cus il 2 ds 8
(pleasant feeling)? No [ N ¢ (z e
S da ccalb gall O Caen g1 a8 gla ) (Y 13)
51 If no, please describe behavior: Was it u‘ e L:‘;X ’j\: j:_{: = ‘15
arrogant, without any expression, normal A AR O I € A
etc..... ?---CJ‘
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Scores Critical Areas Laabaly) laalt PAH]]
9. Did he guide your vehicle for positioning YES [X i Ll Al 31 bl L s o) L6
3 at the stopper and asked you to switch . ™ ::: ‘“f o ‘fij‘ﬂ:i . dj‘ E.L;h 9 3
the engine off? no [ PERE S R ~la 9 3 bl Calasy
10. When asked by customer, was the . S da edaandl (e il sl e Laric
5 attendant knowledgeable of different YES a i m‘ o ‘).]" Q:A_\/ ‘).?j ]}“ e 10 5
grades of oil, filters and their relative no O v 2= e o in
benefits? o~ fleda JS 20l 5h 4

S )YES :
4| 11. Did he offer the waiting area to you’.L-J D £ I B ERTY BB ehle ya e o 11 |4
Dipmai oHer Prmimg peen NO B v
12. Did the staff thank you as you were YEs [X] A ¢ er et s . ]
4 leaving? NO D " .)Abqusuaﬂéﬁquk}dlebdm 1214
3. APPEARANCE AND BEHAVIOR OF STAFF gl cpiligall selia .3
Scores Critical Areas ) Lol Jalai
: YES 4
3 13. \alﬁsﬁ?ﬁ)umform of the attendant neat NO D Y ey Gl el Cilh sl Gl S 13 |3
va [ gsuy
YES ‘- ”
14. Was the attendant wearing visible = ey Alay (o1 53 3 g sl il sall S b 14
3 nametag? Nno [] 3 o . 3
Na [ say
YES o ,
15. Was he able to communicate with & dealsill e 1508 Gala gl (IS Ja 15
3 customer? No L] ¥ ol 3
NA [ sy
YES ]
41 16. Was staff courteous / friendly? No [ ¥ fladal/lasa g el gal K a 16 | 4
NA [ sy
4, SERVICE tdeadll 4
Scores  CrticalAreas T o Chuldievad C L
: S ) oy 5l o 26 a
17. Did attendant check whether you need YES & o u uuﬂ i ua}‘d ‘a A7
3 top up or complete oil change? 0 o el Sl ALY i 5 3
pup p ge: NO D ¢ Sl
3| 18 Did attendant check with you whether ~ YES B s 8 1) L i Cala sl Biad s 18 3
only ail is to be changed or oil with filter? nq 0 ¥ el g 3l o el iy 0 s
19. Did he check using gauge the quantity ~ YES % i el Syl g sea Gulis el gl BB s 10
3 required to be topped up and informed ' g A A N G el sl 3
you? no [ ¥ Sl il 5 )
o Tl s o Gl i G
4| 20. Did the attendant check for ol leakages YES B s 02 u’jj i A ot ’lij i 20 5
under your car from filter and drain bolt? Nno [ S ) AR
ey 3l
3| 21. Did the attendant drain the used oil YES P el IS iy il sl G5 Ja 21 3
completely from your car? NO I:] Y i Hlws (pe
| 22. Did he ask whether you want the engine  YES D s Py oadll st 5 e o elils Ja 22 5
to be flushed and did it if you agreed? Nno [ Y Selind) oo Jla 8 el
3| 23. Did the attendant fill the correct grade as  YES =4 pxd Sl Aa o/ 5 Ailal ol gl W6 Ja 23 3
you requested? No [ v fleidls Al dsmall
2
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Scores Critical Areas gl el sl
3 24, Pid hgtrequgst yfou to stande:%in;? and  yES K] st aSms o el Qi a5k o) i il da 24 3
ni?:‘iésg.lnnlng or one an a vo [ g i s Aiha s0d] gl Alla 3
3 25. bDid t‘he.attendant ensuire that the carter YES M pud u—e:l\):);\/j;;\:“iﬁ\;h jﬁﬁ 25 3
olt is tightened and there are no leaks? NO D N ecu 3l
26. Did attendant carry out the following Liladl s gadl) ol jaly alasall JE da .26
complimentary checks: sa il
ves B a
31a. Battery Water top up no O b} Attt sle Adli) 31a.
na [ sy
YES % ol
31b. Coolant Water top up NO b coolant/ yall ele ddlia) 31b.
wa O] sy
R YES % R FESCI U WREH E FITR ST
31c. Auto Transmission Fluid top up NO b} ¥ (&)Je;ﬂ‘ﬂ‘j
na [ iy
ves X
31d. Brake Fluid top up no 0 ¥ dedlcydle 31d,
na [ sy
ves D
31e. Gear Oil top up no [ 3 co Al mlleysdlal 3.
na [ sbuy
ves I
31f.  Air filter cleaning no O N cell B oaks 31,
NA [ sy
ves X =
31g. Wiper Water top up no O N a3l clalid el il 31g.
na [ by
ves IX &
31h. Clean engine using air gun no L[ NI P FERWOSREEL R FRC FERLRN 5 31h.
na O sy
3 27. Were any of your questions related to :ZS % e: dilaiall lilind e gl g;l'i :\f\—ﬁ\ u-w J .27 3
lube change answered? S M e Adleny
wa [ sy
3 28. ais ér;? gtaff place the mileage sticker in :‘is %1 :’: A&c&uﬁjﬁi&jﬁﬁ;\;ﬁ 28 3
' na [ sy 5 )
ves . =
4| 29. Were you offered a receipt voluntarily? ~ NO D N 0 sl a3kl Joyelle e ds 29 (4
na [ asuy
5.  REST ROOMS AND MOSQUE saall g (aLand) [zl 55) Al G L5
Scores Critical Areas ALt Lol Jalail
3 30a. Were they adequately stocked with all :is Ig a’; Ay g eall e il azeny 3 jeae S Ja 302
necessary supplies such as soap? e gall Jia
na O gbuy S
3
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require comment when marked ‘No’

no O ¥

+
Scores Critical Areas Tl VL) Ll
YES i ;
30b. Were they adequately stocked with all % ‘u; A5l e lusall gaans 5 a0 il o 30b
necessary supplies such as toilet tissue? ::Z D iy Sl g 199 Jia
30c. Were they adequately stocked with all ves [ and A sl Sl il & 8 ene S da.30c
necessary supplies such as paper towels? no OO v 48 ) oIl ddlial) Jia
(paper towels are not required where fully Clddaa Jigivie dyglha 42 43 Byl hiliall)
operational hand dryers exist) NA B Gy (Y1 ad)
31a. Were sinks clean? YES E pud il f ,,y,‘,'sztd\‘jru ‘1"‘1{318‘
require comment when marked ‘No’ Nno [ Y G > et
Na [ gauy
; a8k U La) cas
31b. Were mirrors clean? ves X e ol ':y" MJ:Y‘Q 'lSLlT;f31 b
require comment when marked ‘No’ Nno [ ¥ &=t e i
NA [ gy
; faaks e Ciliiae CuilS
31c. Were hand dryers clean? YES % (e o gl - ‘*sdf,y,fl\_;yrf .Lgd;z‘.31c
require comment when marked ‘No’ NO ¥ Gt 2 P Al us
Nna [ sy
H fa4das o sbeall GLSle CuilS
31d. Were dispensers clean? ves X g 2 ol Sl 2iS da 31d

sl oa Y ALY il 13

NA [ sluy
ves X pxd
31e. Were toilets and urinals clean? NO D ¥ fagda; Joull A€a0 culS s 31e
NA [ sy ‘
32a. Were doors clean? YES & i . ?&%,:'—,ﬂ*‘y‘ wls dA. -32a
require comment when marked ‘No' no [ ¥ g2 Al o YT ALY s 1)
NA [ gy
ves A
32b. Were walls clean? Nno [0 v faakys el oS U 32b
NA [ sy
YES % ad
32¢. Were ceiling clean? NO ¥ fadal il S s 320
NA [ sy
YES avd
32d. Were vents clean? NO ¥ fhadas bl sl s 32
A [T sy |
32e. Were floors clean? 4/ YES L pd . ﬁi%,,;’}f\%ﬂl ‘—ULS dﬁ. -32e
require comment when marked ‘No' NO ¥ T2 o MY AV s 1y
MM&Q&_‘ N/A D G ¥
' ves X
32f. Were baseboards clean? No [ Y ik s il - ol flailall 5 ol s 30F
NA [ ey
ves X
32g. Were grout clean? no [ ¥ faadai LI IS Ua 329
NA [ sy
4
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Scores Critical Areas FEWIIN (N POA PRH]
YES pai
33a. Were trash containers clean? no [ ¥ hiada; daladll by s S Ja . 33a
NA [ iy
2 2
ves X =
33b. Were trash containers not overflowing? NO | ¥ Ciali e Aaladll Slgla S Ja 33b
NA [ abiy
ves |

2 34. Was the restroom smelling clean & NO D v L;‘ Os) Adaie g Al pleadl Aty S da 34 2
fresh (without any offensive odor)? O ) $(planll B Ay S Andl
/-\\ N/A d‘h‘i'. ¥

oX ; Jand glasll (& <l el qaea cilS Ja .35
35. Were all the facilities inside theu ves [ o o e

troom in good worki dition? f9n IS
restroom in good working condition? . o 4 o
2 require commcg} when[marked N NO By sl (o2 MY AaYl S 1Y 2
hond) Ob"@ N wamﬁﬂ nA [ oy
3 £(5) ki Al Acld o e OAS
36. Was the Mosque premises clean? YES I:I g ( ), };]\ ’ wgn %L‘f;:;s%: 36
2 require comment when marked ‘No’ Nno [ b Tt e it . 2
N/A G
Comments: sclBadall [ gaailt
FOR OFFICE USE ONLY g8 gl @Miﬂm\!
Aaall 18I LAl e sl .
9 . Evaluation: : )
o ACTUAL SCORE MAXIMUM valuation +
Approach and Cleanliness aalasll 5 b y8Y1 11
Greetings and Initial Checks A 9 il s a1 12
étp;)f?arance and Behavior of Cpilh el gl sedaa [3
Service ieadll |4
Cleanliness - Restroom and Slalaadt — A3l |
Mosque Sl
TOTAL £ sadall
5
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