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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center ﬁ
D il Emarat / D 451/ 554 Eppco / Enoc / & d g Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number | Name Number | Name , Number
1005 Ashnafl 111 [
Gender Height Built _ [Spectacleg Beard | Mustache] £thnic Groups
M| F |TIM]S T [MJF [Yes[No|Yes[No[Yes[ No [indian [Pakistani]Filipino [Expat. Arabs] Others:
ROXOOORKROOROROXR K O O 0O ]
EMIRATE V;z:‘;:‘ AbuDhabi |  Dubai Sharjah Al Ain g:‘;v“aa' Ajman Kﬁ:ism“ah Fujairah
O & O O O O | O |
SITE 1D Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
9173l ol4 o]l | 88 [ olL [ 0|8 1635|1705
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
vsT T O O O vsit | [ O O O O O
1. APPROACH AND CLEANLINESS Al g il B 1
Scores Critical Areas Aol claalt pATH|]
ves [Q L - .
1. Was there proper sign to the Lube NO D ": dibie e AYall dasal g da gl @llia (S Ja 1
changing bay? ey Ml s
nva O sy
. ves B
3 2. x\:g:r:ir;zclj%be changing area clean and NO D Y SRy Akl Cy il e dihie il da 2|3
na [ asuy
Yyes [] X _ .
4 3.  Was there any oil leaking and falling on NO N e e gyl Gt gl i K da 3 4
to the floor of the lube bay ? - Sy 3 et Addaia (A )Y
Nna O] lny ?
YES A JRs:
2| 4. Were the waiting area and table clean? No [] ¥ aany Al Ul syl ddie cilS Ja 4|2
nva O sy
5. Was the tel h YES g =
. t ision in t iti ceegl 52 s g e
2 woariitnge? elevision in the waiting room NO D N ¢ Uyl 4 o S sl S Ja 5|2
A [ by
YES Py e R
6. Was the board displaying complimentary o ] g Al e el Al Aa il s 6
services neat and clean? Caadni ¢ 43 ya Aplaall Claaadl
NA O sbuy
2.  GREETINGS AND INITIAL CHECKS A W) clndall g s 3N 2
Scores Critical Areas Aaulul) Sl Jalgily
3|7 Wasthere any delay in approaching ves [ pd a8 3 als gl dlia S a7 3
customers? Nno [X Yy Sl ead ol gall
8. Were you greeted in a friendly manner ~ YES X pr Gl A dhcuws i i ds 8
(pleasant feeling)? Nno O M) ¢ (o4
TS Ub b gall gl Coim gy a8 2la oY 1
5| If no, please describe behavior: Was it U e \jf . i{; fdi ‘.' J.‘ 15
arrogant, without any expression, normal N R g S e AR e
¢ )
etc..... ¢
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Scores Critical Areas Al YLl BATH]
9.  Did he guide your vehicle for positioning  ygsg ; Liall &) 3 elals 2k 3
3 at the stopper and asked you to switch E e~ ::“ ul_<..41’ ‘A‘ L',L‘L‘Jl"' ;,‘Lﬁn Pu: Lh 9 3
the engine off? Nno [ ¥ Syl ik o e 4—.-\5-%; 5 jbualt Calayy
10. When asked by customer, was the 3 SIS da cduandl (e il gall e Lanie
5 attendant knowledgeable of different YES m i fjj:]l < ‘ )JI d:w Y ‘).?x dly 10 5
grades of oil, filters and their relative NO D y G Rakidne . X ‘Jc
benefits? fleda JS il 4d
YES [X] i .
4| 11. Did he offer the waiting area to you? N::) E ?: CEEY A e 8 s dlle ase da 11 {4
4| 12. Did the staff thank you as you were ves I  w € jola3 i€ Ly ol S Gyl 6 12 (4]
leaving? Nno [ N *D Sy @ .
3. APPEARANCE AND BEHAVIOR OF STAFF TS sy Cuibgall glia 3
Scores Critical Areas L) N Jataih
_ ves K]
3 13. gzs“tc?;?umform of the attendant neat NO D YO0 e Gl ealall Gl gl Gl S b 13 |3
NA [ sy
vEs A .. .
4| 14. Was the attendant wearing visible no [] y ey Ay (o 3 5a sall il sl S o 14 3
nametag? 7 a9 4l Lgle
na [ ssuy
YES axi PR
15. Was he able to communicate with X & deal il e 108 Cala gl S Ja 15
3 customer? no [ 3 f0 50 3
NnA [ skny
YEs A
4| 16. Was staff courteous / friendly? No [ Y $hukal/ls g0y ik pall S Ja 16 | 4
NnAa [ sy
4. SERVICE dadll 4
Scores Critical Areas Ll Lo Jatas
= ; SS ) G Gl Gl gl LG s 17
17. Did attendant check whether you need YES [X - u u u)d T }A{ ?
3 t let il ch ) ‘—l:'_))‘%,e‘ur‘i“—\;!‘)-‘“kﬂhé,ycb—\d{)w‘ 3
op up or complete oil change? Nno [J y ¢Sl
| 18. Did attendant check with you whether ~ YES X pxi 35 i 1) Led elin ol sl 8a3 Ja 18 3
only oil is to be changed or oil with filter? yo O 9 € lall g 30 ol a3 yaas
19. Did he check using gauge the quantity  YES ari il G 3l s gise ubiy Calasall A8 Ja 19
3 required to be topped up and informed g Al Gy A I G pail] sl 3
you? Nno [ Sy el L)
ol @ e 3aall ala gl B8 4 20
4| 20. Did the attendant check for oil leakages ves i w0 uﬁ;ﬁi} S e bjij e 3
under your car from filter and drain boit? NO D ; e
3| 21. Did the attendant drain the used oil ves [X] M dantuaall 3l S g d il gl B8 Ja 21 3
completely from your car? NO [:I v REI EVILIN
2| 22. Did he ask whether you want the engine  YES X pd Gl el ey s of el Ja 22 5
to be flushed and did it if you agreed? No [ N fulidd) go Jla 3 iy
3| 23. Did the attendant fill the correct grade as  YES X axd Sl s afp g Al Caba sl B8 Ja 23 3
you requested? Nno [ ¥ fgidh Al daaall
2
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Scores Critical Areas Ll Ll L
24. Did he request you to startengine and  ygg X o 48 i g jaall Juidiy a8 o olie cilla Ja 24
3 leave it running for one and a half M ",M sl ‘;d\_a. L 3
minutes? no O b fialy 4 saal Jpull sf’
25. Did the attendant ensure that the carter YES ,):u i TR
3 bolt is tightened and there are no leaks? u‘d s leSe 2 3 Aile 3
"o O ¥ ey Jn
26. Did attendant carry out the following dplaall Cllasadll ol aly cabsall d Ja 26
complimentary checks: sa
ves Rl
31a. Battery Water top up no I k| A el ele Al 31a.
nAa [ iy
YES sl
31b. Coolant Water top up NO O b} coolant/s ywell ¢le ALl 31b.
nva [ sisy
ves | - Y1 AS et U Sl iy 3 Al 31
e et 2
31c. Auto Transmission Fluid top up NO D b AR N - '1)3“4 ¢
' va [ abny (05t )
YES ol
31d. Brake Fluid top up NO D b} Jal_all iy j Al 31d.
na O adoy
YES o
31e. Gear Oil top up no [ Y s A/ pall Sy ALl 31e.
nva [ sy
ves Xl
31f.  Air filter cleaning no O N sl s caks  31F,
NA [ ahuy
ves R =
31g. Wiper Water top up no [ N Tl Claliual ole dilial 31g.
na [ ahiy
ves Bl
31h. Clean engine using air gun NO D N elsedt (e aladiils o el Caplais 31h.
na [ sbuy
ves & N :
3|27 Were any of your questions related to O a: Adaiall eliliad oo sl Je LaYl i da 27 3
lube change answered? NO AGITI | VTP S W\ PO
' nva [ sbiy
, ‘  yes @ 236 06 Geale i i pall 5 Ja 28
3 28. g:g (t:r;(? ;taff place the mileage sticker in NO D N o s La w‘“ Ailasall [l sia LS 3
va [ ahyy 95l
ves A
4| 29. Were you offered a receipt voluntarily?  NO  [J ¥ LAl WMaud Jeagehle ym e o 29 (4
A [ iy
5.  REST ROOMS AND MOSQUE sdaeuall g (alenll feull 55) dall Gig 5
Scores Critical Areas bt Yaall Laih
3 ves A 3
30a. Were they adequately stocked with all O ?: Ay 5 pall e Hlieall maany 6 jg2e <ilS Ja . 30a
necessary supplies such as soap? NO S gball e
nva O gny i

Lube change.doc




+ 4 +

Lube change.doc

Scores Critical Areas EEWII LA PR AT
ves I
30b. Were they adequately stocked with all no [ ’: A el Gla il a5 e il Ja 30b
necessary supplies such as toilet tissue? coll gl 3,99 e
NA [ gy
30c. Were they adequately stocked with all ves [ pxd 4 g pall Sle il & 3Jeae ilS da 30¢
necessary supplies such as paper towels? no [ y a8 ) ol (ddliall Jia
(paper towels are not required where fully Cldbaa 55 die 4gllan e 358 i) —adliall)
operational hand dryers exist) NA DY Gy Gy A
; ek Jbdl s
31a. Were sinks clean? ves [X] o o 0 "'y:l;_\tayltmsd?sl.31a
require comment when marked ‘No’ no [ ¥ Car el g :
nA [ gy
4 . Saadas Ul yall cuilg
31b. Were mirrors clean? YES P - i g Mﬁ;;—u ,\SJT.A‘B‘I b
require comment when marked ‘No’ no [ b} s A
v [ gy
; falay Y Cldiae culs
31c. Were hand dryers clean? ves & pr gl i ‘éAf,y,,u LQY\Z&%&IMC
require comment when marked ‘No’ NO D ¥ oS AT e L :
(V7N XA
. faaua ) sluall Clile g
31d. Were dispensers clean? ves B . ,:;X\ o "Y"ii;yﬁ 'LSJT;\{ 31d
require comment when marked ‘No’ no [ k) Gl b
Na [ gy
ves Bl
31e. Were toilets and urinals clean? NO D ¥ faadas Jpal) ki il Ja 31e
Na [ gy
; et PR PER TN
32a. Were doors clean? YES & & a gill z'y'fhiyiulsd‘\\si 528
require comment when marked ‘No’ no O b et e it ;
Nna [ gy
YES pd
32b. Were walls clean? no [ Y fagdas GUassll il Ja 32b
va [ guy
ves A
32¢. Were ceiling clean? Nno [ Y foadai Caludl IS s 32¢
NA [ sy y
ves
32d. Were vents clean? no [ Y fagdas Mol i€ Ja 32d
NAa [ asyy
; fAghay Cla HY) il Ja 32
32e. Were floors clean? ves 4w o " ugn in @\SJTM €
require comment when marked ‘No’ no [ b sl R :
na [ sy
ves B
32f. Were baseboards clean? Nno [ Yy $2055 sae Gl - o) ailall 3 culS o 32f
va O oy
ves ]
32g. Were grout clean? NO D ¥ fdulas B3 S da 329
nva [ gauy
4
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Scores Critical Areas Al c¥aal) AN
YES A o
33a. Were trash containers clean? Nno [ ¥ ek Aalaill iy e cilS Ja 332
) NA [ by )
YES A
33b. Were trash containers not overflowing? NO D ¥ Pl e doladll Clygla <l Ja 33b
NA [ asuy
vEs A N )
2 34. Was the restroom smelling clean & no [J v & Q) Aaie s Aadd sleall Aadl il Ja 34 2
fresh (without any offensive odor)? L{APNPR VIR EN 5
NA [ ey
' %] 3 Jari alaall & &l jseadll auea ciilS Ja 35
35. Were all the facilties inside the YES ¢ gl = e U,
restroom in good working condition? . . e
2 require comment when marked ‘No’ no [ ¥ gl xR S 1Y) 2
NA [ Gy
3 £(5) ik daasall Aeld Jf ee S
36. Was the Mosque premises clean? YES D px ( ), ,:;M ’ mygn X.LL;M’L"‘LSL\? .36
2 require comment when marked N NO [ ¥ et et gl i s 2
NA PR iy
Comments: rCMBadlall [ galasl)
FOR OFFICE USE ONLY Jadd igalf eu&l«.ﬂ
Uyalt B3 LIl ey aal) . .
0 2 Evaluation: Tpadldl
%o ACTUAL SCORE MAXIMUM vajuation
Approach and Cleantiness Aaldaill y ol Y1 (1
Greetings and Initial Checks | ¥ ity cam 0 12
/é\fapﬁearance and Behavior of oyl gl Bl y seaa (3
Service Zaaalt |4
Cleanliness - Restroom and Cilaleall — adlail |
Mosque asall g
TOTAL £ ganall
5
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