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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center &
O <4 Emarat 10 a0 Eppco / Enoc | B3 459 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
IO 4_6 Name Number Name Number | Name 1 [Nun|1ber l
Gender Height Built Spectacles] Beard Mustache Ethnic Groups
M ] F |[TIMJS|T [MJF |Yes|No|Yes[No]|Yes] No |indian [Pakistani]Filipino [Expat. Arabs] Others:
ROOROOROOROROK O O 8 0O O
Western . . . . Umm Al . Ras Al -
EMIRATE Region Abu Dhabi Dubai Sharjah Al Ain Quwain Ajman Khaimah Fujairah
O | n O . O O ]
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
9¢ 6| 0[3 ]| 0% | ¥|¥ 0|2 03 [9:85 [f0:18
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday { Monday I Tuesday |Wednesday I Thursday { Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF

st T 0 O O 0O vst | O O O O O O

1. APPROACH AND CLEANLINESS 43Ut 4 g..:bﬁ\‘}\ 1
Scores Critical Areas Al c¥laall Jatai
YES L o
1. Was there proper sign to the Lube no [ - : dihie e Yl daaljdagdalbia g8 ds 1
changing bay? Syl s
N/A (i
YES pxd

3 2.  Was the lube changing area clean and

reanimed? Uty s Al oy I s Halae S Jo 2 |3

=z
o
OoOo0Ox®Od

YES . .
4 3. Was there any oil leaking and falling on Nno q S de Bas il oy gl dia S ds 3 4
to the floor of the lube bay ? — Sy 3yt Ashaie Y
N/A ki Y )

.

2| 4. Were the waiting area and table clean? NO faaday A gall g Uty ddlaie cllS o 4|2

<
>
OOXOOXO

o - YES o
2 5. :Ilvvoa:iitnhge?telewsmn in the waiting room NO N ¢ Yl B e b Jems sl & Ja 5 (2
N/A iy
YES (A pa - PR :
6. Was the board displaying complimentary " [ g Al lgle edat (M Aalll s ds 6
services neat and clean? aada) g A ye dailaall Cladall
nva O ahiy
2. GREETINGS AND INITIAL CHECKS S g el g cua il 2
Scores Critical Areas Al ¥l Jalail
3| 7. Was there any delay in approaching ves [J prd i/ B g il gl dia g8 da 7 3
customers? NO [X Y ool ya cal gall
8. Were you greeted in a friendly manner ~ YES O p sl o, dll Bds 8
{pleasant feeling)? NO E N ¢ (zse
LS Ja rcalh gl @l sbe Caa g o8 Blay Y 1D
51 If no, please describe behavior: Was it Lf e . Li;l J:L . j:_‘f PRI 5
arrogant, without any expression, normal ke L o MRl Cj"
etc..... -
NoLmfit - Do noT GIREET
+ 1 +
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Scores Critical Areas Ll YLl PATH(]
9. Did he guide your vehicle for positioning ves K] A liall G N elale Gl gall JE a9
3 at the stopper and asked you to switch ol ol s il el L« 3 ‘r“. . 13
the engine off? Nno [ ¥ S el il kb5 5 sbdl Caliy
10. When asked by customer, was the ¥ . IS b dreadl (pe i pall S Laie 10
attendant knowledgeable of different YES px Ghu e ,d o )
5 g - . ulﬂl;uﬁjlu\;_):/&\yluhaq(h 5
grades of oil, filters and their relative NO E] N o A
benefits? flete JS il 5 5
YES i .. .
4| 11. Did he offer the waiting area to you? NO g ?: SLEYI A8 2 8 LY elle e 4 11 (4
4| 12. Did the staff thank you as you were ves [1 © jobis i€ Loy o K2 iyl 8 a 12 |4
leaving? NO E Y = = . o .
3. APPEARANCE AND BEHAVIOR OF STAFF Sy Oudb gall elia 3
Scores Critical Areas Al SYLaalt Jatast
, YES pal
3 13. Z\I{]zstitc?;?umform of the attendant neat Nno [ ¥ T e Gl unlall oyl S oSh 133
na O gy
ves [ : . .
14. Was the attendant wearing visible =~ e Alay (o 5 3 pall Cala gl S Ja 14
3 nametag? Nno 4 b o . 3
No Name -ThG nva [ smyy
YES ard .
15. Was he able to communicate with m & Jeal gl o T8 Cala gl S Ja 15
3 customer? Nno [] 3 PO 3
‘ O
NA O sy
YEs ]
4| 16. Was staff courteous / friendly? No [ ¥ $ladal/laga g cala pall S b 16 |4
nA [ sy
4. SERVICE il 4
Scores Critical Areas FEW IR LA PR Jalast
: 2S Of Gl Gl Gyl LG
17. Did attendant check whether you need YES m e u u u)’d s )A]. ? & A7
3 top up or complete oil change? S ol Cu Hl ALY Fliat s ) 3
pup P ge: NO D Y ¢ Sl
3| 18. Did attendant check with you whether ~ YES X a4 5 i€ 13 Leg Glie Cali pal) 35 Jn 18 3
only oil is to be changed or oil with filter? N O ) € alall 5 <y 3l ol dadd ey M s
19. Did he check using gauge the quantity ~ YES and PAEl Gyl (6 glse (als calasall 8 b 19
3 required to be topped up and informed Y S| GV UL | U VS | D | 3
you? Nno [ ¥ Sl il Lz
X) DoOe il 3 e Biadll caka gt AlE
3 20. Did the attendant check for oil leakages YES i qﬁ;ﬁﬁ:} Jﬂﬂ\.o» ajdj :ﬁ 20 3
under your car from filter and drain boit? NO D 3 B e sl
3| 21. Did the attendant drain the used ol YES P el cu 3OS i Calhgall A5 b 21 3
completely from your car? No [ Y el i (e
22. Did he ask whether you want the engine ves (X A s el e i o) lile Ja 22
2 2
to be flushed and did it if you agreed? No [ ¥ fulidd) g Jla 8 iy
3| 23. Did the attendant fill the correct grade as  YES m A Qs e s Adlal calh gl GE s 23 3
you requested? Nno [ v el ) Aaaaall
2
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Scores Critical Areas At ) PATH]
24. Did hg requgst you to start engine and  ygs a8 g o yaall Qi o o e il Ja 24
3 leave it running for one and a half PPRA ey = . 3
minutes? Nno O ¥ P iai ¢ 48 saal Jiruill) Ala b
5| 25. Did the attendant ensure that the carter YES ~ u*:l ‘;’;ﬁ’:‘: J‘Jﬁ;k ﬁf‘f: 25 3
bolt is tightened and there are no leaks? NO L—_I N j i ('u_u_)ﬂ
26. Did attendant carry out the following plaal) Cls gaill el jals Calagall B o .26
complimentary checks: -4l
YES % s
31a. Battery Water top up NO b g el Lo Adlz) 31a.
wA [ adiy
YES % ol
31b. Coolant Water top up NO b coolant/all ele ddLa 31b.
va [ sy
YES i .
31c. Auto Transmission Fluid top up NO % P; e ’LP w’ ML“ 3te.
(0 ensit )
va O] sy
YES axd
31d. Brake Fluid top up no [ 3 Jeill cyy sl 31d.
na [ skiy
vyes
31e. Gear Oil top up no O 3 ool pllcyydital e
v O sy
YES pad
31f.  Air filter cleaning no [ y olagll ks 31,
na [ ssuy
YES ol
31g. Wiper Water top up no O N sl it ele dils) 31g.
va [ sy y
ves
31h. Clean engine using air gun no O Y ehsedl e pladiuly o paall Caydan 31h.
nva [ sy
5| 27. Wereany of your questions related to :ES S 6‘; dalaiall lilind oo g Lsi:. :\fb}“ L—-w .27 3
lube change answered? e M ymss Aglens
nva R assy
3 28. 5:2 ér;? gtaff place the mileage sticker in :KE)S % ?’; )m@mﬁiﬂlﬁﬁ;\;ﬁ 28 3
' nA [ ssny €5
ves O
4| 29. Were you offered a receipt voluntarily?  NO 9 L st 25wl duas e ae da 29 |4
T Hep To Ak FoR RECIEPT na [ shuy
5.  REST ROOMS AND MOSQUE sacaallg (laall sl g5) Aall g 5
Scores Critical Areas Al S¥laall Jataih
3 30a. Were they adequately stocked with all ves P o A5 peall Sl i) paen 3 jeae CilS Ja 302 3
necessary supplies such as soap? NO D ¥ e siall Jie
nva O by =
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Scores Critical Areas

Tl cylaad) Ll

Y
30b. Were they adequately stocked with ali 0

sl Sl Slisall wrens 3 Jeae <l Ja . 30b

necessary supplies such as toilet tissue? Gl 2l G299 Jia
NA O sy
30c. Were they adequately stocked with all ves X aad A ) la Jlindl aaans 3 3¢ i€ Ja.30c
necessary supplies such as paper towels? no [ ¥ 948, o1l ALY Jie
(paper towels are not required where fully Gladas 8¢ die 4y glhae e A8l adliall)
operational hand dryers exist) wva O Gk Y (491 2
31a. Were sinks clean? YES X g 2 i ! _“"'4'_1:,.1.':}| r“ESdT "313
require comment when marked ‘No’ Nno [ Y gl sl (o MY ALY s 1)
na [ gy
- SRR -
31b. Were mirrors clean? YES e ol o g \:'"f:n ﬁlisd‘:."mb
require comment when marked ‘No’ Nno [ ¥ sl o YT A cals 1y
Na [ gy
X fasda; “ i
31c. Were hand dryers clean? ves X _ ;T@x ";"\f?‘,:fh::‘ |w‘5\s“lr "310
3 require comment when marked ‘No’ no [ ¥ gl (o MY LY cals 1)
NA [ Gy
" R o
31d. Were dispensers clean? ves [X] = N 2 u’*"":n,:_lbiu r‘j\%&d“\_‘.md
require comment when marked ‘No’ no [J b gl (o2 YT Yl sy
na [ sy
ves X
31e. Were toilets and urinals clean? Nno [ ¥ fadas Joll Sl il o 31e
NA [ sy
. [T ST
32a. Were doors clean? vEs D fdll ..;"-blf‘ ;—‘jls\sdT {326
require comment when marked ‘No’ no [ b Tl o YT ALY s 1)
na [ geuy
ves
32b. Were walls clean? Nno [ N ik el S s 32
NA [ sy
YES prd
32c. Were ceiling clean? NO D ¥ Saadas Casudl (K s 32¢
NAa [ ssauy
YES o
2 | 32d. Were vents clean? No O N faal i culs s 32¢
Na [ gy
32e. Were floors clean? YES E o o Y%..Q.th..‘il ‘UKSSJT "328
require comment when marked ‘No’ no [ ¥ gl oo MY ALY s 1)
NnA [ gy
ves
32f. Were baseboards clean? Nno [ N $adai e lall # o /lailall 1,50 culS Ja 32f
NA [ iy
YES s
32g. Were grout clean? NO D b Sadai L3 S Ja .32g
na [ gy

E-
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Scores Critical Areas EIR IR RLAN PON] PAT]
YES [X]
33a. Were trash containers clean? NO D b faalas Laladll iy sla <adlS Ja 333
NA [ chuy
2 - 2
YES m pri
33b. Were trash containers not overflowing? NO D b Phaild e Adadll clygla il Ja 33b
NA [ iy
YES pad L ]
2 34. Was the restroom smelling clean & no [ N &l ) Ldatay Aai pleall dail ) cilS o 34 5
fresh (without any offensive odor)? (olasdt A gy S Anil
NA [ aby
H Gaad slaall 3 Gl aeadll apea GlS da 3
35. Were all the facilities inside the ves B e i o °
restroom in good working condition? . g e i
2 require comment when marked ‘No’ no [ ¥ g sl o MY ALY S 1Y) 2
NA [ @by
; $(3) ki dmadl A2 41 Jse (IS
36. Was the Mosque premises clean? YES D e (a), ,E\S\ ) ..;T, LL‘\’;?.L.J\S “Jj 36
2 require comment when marked ‘No’ Nno [ ¥ T o> gl = s 2
NA B gy
Comments: scilBasiall [ galadll
CSsqp  /Oons NET  (OLRRiNG A pemeEt  TAG.
FOR OFFICE USE ONLY Lash Cigalf afadiuy
Agaal) Jataily Ll Aoy sl . .
[+ 0 . . « ‘
%o ACTUAL SCORE MAXIMuM | Evaluation -
Approach and Cleanliness Aallil) 5 cal 8V |1

Greetings and Initial Checks | Ads¥! Suiilly cum i1 12

Appearance and Behavior of i sall ol s sedaa |3

Staff

Service L2l |4
Cleanliness - Restroom and ilatasl — Addall 5
Mosque sl g
TOTAL £ gaaall
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o T T
B laeiod Y j
¥ o 1 0 H
h i \"\
|

T
PRICE. ©* TOTAL
14.00 -

C UESCRIPTION. | AT
77.00

VoyagrSiivertil - 5,50
ToTAL - 77.00
CASH PAVMENT T1.00

YQU_ weré served by Operator 2
UATE 02/03/2012 10:18  T28202 2136

SERIAL NO.

1

8

0

THANKS FOR SHOPPING.







