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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center g
DQU‘-A! Emarat I D & 5l <4 Eppco / Enoc / &5 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
I/ Name /1T Number | Name Number | Name Number
/ Arom sos1 Ashvafy HEEE
Gender Height Built | [Spectacle] Beard | Mustachd] Ethnic Groups
M| F T M [SIT M] ['Yes | No | Yes [ No | Yes [ No Jindian [Pakistani[Filipino [Expat. Arabs] Others:
ROOROOROORROROK O O 0O |
EMIRATE V;z::i’: { Abu Dha\{i Dubai Sharjah Al Ain ‘(’:Tv':‘aﬁ" Ajman Ki:?mAlah Fujairah
1T o | oo \d O| o | 0| o
SITE ID Month Date ‘Amount (Dhs) # of vehicles # of staff Time In Time out
gls Rl ole | 15 [Blles | 013 ol 2 y9:/5 |19
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 g O K O wsr | O O O O O O
1. APPROACH AND CLEANLINESS 48U 4 u,.:\)ﬁ\.l\ A
Scores Critical Areas Tuludt el Jalaa
YES B L vl he el .
1. Was there proper sign to the Lube no [ g dibic e WYl daalydaddia gis ds 1
changing bay? oyl usd
na [ adiy
. YES o
3 2. \é\:g:r:;eeé%be changing area clean and NO D Y S ey Ak cy Sl s Aikaie S b 213
l na [ aduy
YES pes . . )
3. Was there any oil leaking and falling on e as g5 il o ol s S ds 3
4 , to the floor of the lube bay ? ‘ no O ¥ Sy 3l s Adkaia A Y 4
Ak Agen_eilb ol v [ sy
YES ol
21 4. Were the waiting area and table clean? No [} ¥ eaida; Al g eyl Adlale cilS a4 {2
nva [ sy
5. Wasth levision in th iti YESM -
2% woiiinge?te evision in the waiting room NO N ¢ syl 48 e @ Jess e A0 A o 5 (2
wa [ asuy
ves 4 o - s
6. Was the board displaying complimentary [ q Ll lgle edas Sl As il cidS s 6
services neat and clean? . Caadai ¢ A ye Agilaadl cileasll
WHERESY
2.  GREETINGS AND INITIAL CHECKS A Y Sl g s Al 2
Scores Critical Areas Al @Yl e
3|7 Was there any delay in approaching ves [ px adifl ) b pali gl s g8 da 7 3
customers? no B ¥ el i s ki gall
8. Were you greeted in a friendly manner ~ YES O au sl 40,38 v dh il ds 8
(pleasant feeling)? No X ¥ $ (he
S b cath el sl Cn ga ol Blay Y 1Y)
51 If no, please describe behavior: Was it Li e Lj;& . }:“1 j;‘:j PR 5
arrogant, without any expression, normal & e oe DBED ;—b-:\
etc...,. i L
Soy_cll nal Qreds” dall,
+ 1 +
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Scores Critical Areas Tl Nl .hm_u\]
9. Did he guide your vehicle for positioning YES ; Gall S ) el il o Lla
3 at the stopper and asked you to switch E = :“ <= . ‘;‘ L,JJL“JE"' %‘L}A ‘59 f'h -9 3
theengineoff? No D y Lﬁ]_)é.q.“iﬁ.k.\u‘éha&—llb_’ b‘)l:\.un uhg}(
10. When asked by customer, was the ; S el Cpe il gadl Ji Loric
5 attendant knowledgeable of different YES & e ﬁ‘ - ‘ )n c_.!:': J ‘}.?j df“ 10 5
arades of il fiters and their relative | I ITRITRS S S ol
benefits? fleda JS il 4,
YES ; v, .
4| 1. Did he offer the waiting area to you?@ - - FOMRIYI 48 e & HUanyl elde vase da 11 4’
{Mb NaT_0Ffel  commineg Apen NO Ry
4112 e staft thank you as you were (53 YES g Ty Ly o Gl 8 s 12 4’
L DIANDT S8 THeNK YO NO ¥
3. APPEARANCE AND BEHAVIOR OF STAFF 1pdS sday il galt she 3
Scores Critical Areas Aalalf) ylaall Ll
form of YES pd
3 13. xisﬁt(;\;) uniform of the attendant neat NO D Y Sy Gl enlall il sl Gl S Ja 13 3
NA [ sany
YES o B -
3| 14. Was the attendant wearing visible No [] q o Ay (51 1 3 g sl Gyl IS 14 3
nametag? $z 5o 51 4l Lele
o Na [ sayy
o
YES DI .
3| 15. Was he able to communicate with No [ q & dealill e 1,08 Galapall S dn 15 3
customer? SO
VA [ sany
YES x
4| 16. Was staff courteous / friendly? No [ Yy $akal/la g0y Cals ol )\ Ja 16 |4
NA [ sy
4. SERVICE dadll 4
Scores Critical Areas o  Radaona T Tmay
; wt LR 332l Cals gall W6 Ja |
17. Did attendant check whether you need ~ YES 2y o = u,uﬁ oL }d e 17
3 h lete oil change? S5 pad ol Gyl AdlaY Aliag s Ll
op up or complete oil change? No [J v el
3| 18. Did attendant check with you whether ~ YES ] pxi Y G ) Lad e Cala gl 3ia Ja 18
only oil is to be changed or oil with filter? Nno [J Yy € el 5 2y 50 Bl dass oy 3 Py
19. Did he check using gauge the quantity  ygs B el ol i il Gl ABda 19
3 required to be topped up and informed iy A 3 S I Gyl oalaall
you? Nno [0 v fellly Gl Lyl
Do Sl 3 e (B8l ok gall LG .
3 20. Did the attendant check for oil leakages YES m s u;jh_/‘ft): ):\Lﬂl. ) }ij ud: 20
under your car from filter and drain bolt? No [J y oI5y AR
few
5| 21. Did the attendant drain the used of YES P a3 S g iy Calh ) 5 Jn 21 3
completely from your car? NO D ¥ Tl Hlus (e
2| 22. Did he ask whether you want the engine YES [X] T PR BRI WS JER ST TN .22 5
to be flushed and did it if you agreed? NO D y Culiad) ga Jla bl
3| 23. Did the attendant fill the correct gradeas YES P4 axdi Cull Aa Y o ddlaly Cabs gl adJa 23 3
you requested? Nno O y il Al dapaiall
2
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Scores Critical Areas ol el oty

| 2% Didne reauest youtostartengeand  vEs B g a5y s il o5 ) e e B 24
minutes? no O 3 Shuai; A2 sad Jatdl Als B
) A e /A gaba () (e s sall S o 25
3 25. Eid the attendant ensure that the carter'; YES ‘& px :S)m):m);\! jjut;& ::S‘ 2 e 3
olt is tightened and there are no leaks? NO D N = )ﬂ
26. Did attendant carry out the following daladl Glasaill ol jaky alasall JB Ja 26
complimentary checks: -l
ves A
31a. Battery Water top up NO O b g jthdl ele AiL) 31a.
na [ sy
ves I
31b. Coolant Water top up NO O b} coolant/s .l sle dils) 31b.
na O sy
YES I ]
31c. Auto Transmission Fluid top up NO D b s JLP u” Afj‘ 31c.
na [ assy (058t 5D
ves Xl
31d. Brake Fluid top up no O ¥ doillcysils) 31d.
‘ na O sdiy
ves Bd
31e. Gear Oil top up no [ Y oo llcy3dilal 31e.
nA [ sy
YES M o
31f.  Air filter cleaning NO b ol sl ils aais 31f.
N/A El Sy
vesKI
31g. Wiper Water top up no [ ¥ clasl clslal sl iilal 31g.
nva [ sdny
YES I& ax
31h. Clean engine using air gun NO Y ehsgll uduaa aladiuly o jadll calas 31h.
NIA [:l ERRA
5| 27 Were any of your questions related to :l(E)s g ?: daleiall elilind e gl e 3—;‘—7-?‘ L—w da 27 3
lube change answered? NIA & Sy Sy i st Aplesy
3 28. gig ;r;‘ gtaff place the mileage sticker in ::)S ?’; Ax&m?‘:i;ﬁﬁ;lﬁ 28 3
. nA O ki 5 sl
G? vesO =
4| 29. Were you offered a receipt voluntarily? ~ NO y ol il Jeaydle (e Jo 29 14
Hop 1 ik For  eeciepPT nva [ sesy
5.  REST ROOMS AND MOSQUE saaaall g (pleall foull ) Aal N g 5
Scores Critical Areas bl SYlalt Jaaih
3 30a. Were they adequately stocked with all YES El L Ay 5yl il el arany 5 jene <uilS Ja 302 3
necessary supplies such as soap? NO D v SO giall Jia
na [ abiy —
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Scores Critical Areas LW N TR Llail
YES I i
30b. Were they adequately stocked with all r";‘ Lol Sl Sl penss jeaa cilS Ja 30b r
necessary supplies such as toilet tissue? NO Sl gl 3599 Jie
NA [ sy ==
30c. Were they adequately stocked with all ves [ pad 4l il sl &a 3 e ilS da.30c
necessary supplies such as paper towels? no [J N 48 )l Adliall S
(paper towels are not required where fully Cildiaa g3 vie 4y gllae e Ad ) adliall)
operational hand dryers exist) N/A m Gubds Y (Y1 a4
; ek LG il
31a. Were sinks clean? YES E p o il -"Y’:-l;_,léylgf _\SJTM'318
require comment when marked ‘No’ Nno [] b s e PR R
NA [T sy
; PR RIWIIERTS
31b. Were mirrors clean? ves [ px gl Ny ilwuf .Lsdz‘.31b
require comment when marked ‘No’ NO D ¥ Tt > Ay COlS )
NA [ Gy -
; fauki V! Cildda, colg
31c. Were hand dryers clean? ves B o ) i ‘éif,y..ua_‘h'wu: .lsdr;ﬂ.31c
3 require comment when marked ‘No’ no [ Y (Cans T B kel 3
NA [ gy
Ei ‘ i ) lall sl cuig
31d. Were dispensers clean? YES o . }3’]‘ o ,,y,:_'{_;yrj 'ISJTA{ 31d
require comment when marked ‘No’ no [ Y CanS T i
NA [T sny
YEs M
31e. Were toilets and urinals clean? NO D Y FAaki Sl Ll cuils Ja 31e
NA [ sy
; failai ol o) clS Ja
32a. Were doors clean? YES @ oy gl ‘,,y,:‘lﬁyiﬁ ISJTAI 32a
require comment when marked ‘No' Nno [J Y G . .
NA [ gy
ves K]
32b. Were walls clean? no [ b gk Glasall cilS Ja 32p
NA [ sy
YES g pri
32c. Were ceiling clean? NO Y Sk il S Ua 32¢
vA [ gy
ves Kl
2| 32d. Were vents clean? No [ Y fagb MUl culS s 32d | 2
NA [ sy
; fAidas il VY g
32e. Were floors clean? ves [] p o i) ¥ "\J"wfuli‘y! Q\S‘i"?’ze
~) Tequire comment when marked ‘No’ @ no I Y & A e .
'1’{% N/A D Galals ¥
ves Kl
32f. Were baseboards clean? Nno [ Y figdas sac @l & 5l /lailad) D)) <ils Ja 32f
NA [ sy
ves
32g. Were grout clean? NO D ¥ feadas LN S Ja .32g
NA [ by |
a +
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Scores Critical Areas Ludaal) @Yt Jalail)
ves K]
33a. Were trash containers clean? NO D ¥ Shada; dalaill iy s i€ Ja 333
NA [ asby
2 - 2
ves B
33b. Were trash containers not overflowing? NO b Shaild e Aaladll il gla <ilS Ja 33b
NA [ abuy
YES i » . B}
2 34. Was the restroom smelling clean & NO q @ 03) Linias Lidas pleal) dail ) culS Ja 34 5
fresh (without any offensive odor)? faasd) 24 S Aad)
NA [ iy
H Jand alaadl 3 <l jeadl) e oS Ja
35. Were all the facilities inside the ves B P e B U, 35
restroom in good working condition? o g 5 L) e L3
2 require comment when marked ‘No’ no OO ¥ gaa sl o2 MY Y s Y 2
NA [ asuy
H €(5) ik asddl AclE ol e (S
36. Was the Mosque premises clean? YES D P ( )~ ,%X\ j ,,:; ﬁb‘fj;’uﬁ&ﬁ 36
2 require comment when marked ‘No’NO O « et il 2
s X na B sy
Comments: solBasiall [ galasl)
FOR OFFICE USE ONLY Ja8d (gl ?\M” N
Alaal) Jalaill Lial ey aall .
Y . Evaluation: wii]
o ACTUAL SCORE |  maximum | Evaaton P

Approach and Cleanliness

Aaldaall 4 Gl @Y {1

Greetings and Initial Checks

A W Sl 5 s 3 (2

Appearance and Behavior of

Osila sall sl g jedae |3

Staff

Service deaall |4
Cleanliness - Restroom and labaalt — Adadl |
Mosque sl g
TOTAL & ganall
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Thanks for Shopping .....
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