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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center g
[:labul Emarat [ [ @4 Eppco / Enoc | 44 Adnoc
SHOPPER CODE DATA ENTRY EDITING ) GSA - SR. #
{ @ 6 % Name Number | Name Number | Name V@R JO Number
MarkST T [ | [ |
Gender Height Built  [Spectacles] Beard | Mustache| Ethnic Groups
M [ F [M ]S | T [M [F |Yes] No[Yes] No | Yes | No |indian Pakistani|Filipino [Expat. Arabs] Others:
EDD&DDIDDEDED.DDE{ O O
EMIRATE V;:;:i:‘ Abu Dhabi |  Dubai Sharjah Al Ain ‘é:“:v“aﬁ Aman | R3SM | Eyjairah
O O O O X O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
91481 014 ] 0|3 0|8 OlxX | 0|5 |/8:45|4:6
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 MO0 RO O vst | O O 0O | O O
1. APPROACH AND CLEANLINESS bl 5 ol S8y 1
Scores Critical Areas Ll el Jalait
YES |X (”" ..
1. Was there proper sign to the Lube no [ dihio Je AVl Aaial g da gl llia S dﬂ A
changing bay? SCu M s
nva [ Jah-w
_ ves K]
3 2. \é\::::;zé%be changing area clean and NO D Y e ki Cy il i dilie cilS Ja 2 (3
va O asiy
ves [ . )
4|3 Was there any oil leaking and fallingon 53 q e e dgycuill oyt gl i (S da 3 4
to the floor of the lube bay ? - S 3l it dilaie L LY
na O iy ?
ves K =~
21 4. Were the waiting area and table clean? NO O y fagda algdall g eyl dshie S o 4 |2
na [ shiy
W ovision | - YEs [
2 5. Woarii:‘hge?te evision in the waiting room NO D N ¢ Lyl dbe L Jens sl S da 52
Nna [ sdyy
YES [X i Lo N
6. Was the board displaying complimentary ] N il lgle edad M aa ll cilS ds 6
services neat and clean? Cailay g 45 ye Aallaall laadll
NA O sy
2.  GREETINGS AND INITIAL CHECKS AW Gl g a8 2
Scores Critical Areas Agala) YLl Jataal
3| 7. Was there any delay in approaching ves [] px paf ) & il gl dia g8 ds 7 3
customers? NOo [X] Y ol ead Cala gall
8.  Were you greeted in a friendly manner ~ YES K p sl L da ki db cua il 5 da .8
(pleasant feeling)? No [ y ¢ (z e
S Ja scab gdll Wl Caa g a8 ela ) Y1)
5| If no, please describe behavior: Was it Lf e \;i;l . ﬁ; ji_‘f N )“ ‘|5
arrogant, without any expression, normal 54 D (SRS ABED ;—ﬂmu. ]
etc..... ..&
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Scores Critical Areas . YW I, L PR | PAVH]
9. Did he guide your vehicle for positioning  ygsg ; Lall &l ) il b i ol A
3 at the stopper and asked you to switch X ™ :" oo ‘;‘ " i s e d“ -9 3
the engine off? No D N .k—‘);a.“ “;lk.: u‘ n_‘.m L__LU=J B)\:\u.\.“ h_ﬂ\.ﬁ.’:'y
10. When asked by customer, was the \ 1< Jaadl e il gall (Jom Ladie
attendant knowledgeable of different ves (X - ffhu JA R oY )A d)“ 10
5 e . : u\).\lﬂUu_,:_:‘)Slu\q‘).\/&‘y‘uL;q?h 5
grades of oil, filters and their relative Nno [ N o AR
benefits? flee JS 158
ves [1
4 11. Did he offer the wajting area to you? $OUEYH A8 e 4 Ui elle o pe Ja 11 (4
B ot e No B
4] 12 |Did the'?staff thank you as you were ves [] pr € ola5 S L o K il 6 Ja 12 |4
VNS Pip AOT IAY AwyiHmgNO Ay
B 1
3.  APPEARANCE AND BEHAVIOR OF STAFF sagSslg Cuiligall Jghia 3
Scores Critical Areas WO, T X Jalditt
o ves [
3 13. xzsﬁ?;?umform of the attendant neat NO D Y et sl ila el il S s 1313
NA [ gy
ves ) w0 .
14. Was the attendant wearing visible o A8y (3 3 g sall il gall IS o 14
3 nametag? Nno [ Y o . 3
g’ Tz a5 dand Lge
NA O syy
YES A .
15. Was he able to communicate with & dual gl e T 08 ol gl IS Ja 15
3 customer? No [] k SRR 3
na [ sy
YES A
4| 16. Was staff courteous / friendly? No [ Ny fakl/lasn s cabasall (N Ja 16 |4
va [ sy
4. SERVICE rdadlll 4
Scores Critical Areas Al ¥l Jalah
' ; “AS ) paad 3l Calh gl A6 b
17. Did attendant check whether you need YES IX o u uu')d P }‘de 17
3 top up or complete oil change? S5 o ol Sl LR et 5l 3
; no [ ¥ e JalSIL,
3| 18. Did attendant check with you whether ~ YES X pd DA S ) Lad e Calagall B3a5 s 18 3
only oil is to be changed or oil with filter? no [ N ¢ A g 3 o dads cy 3l s
19. Did he check using gauge the quantity ~ YES [X and el Sl (6 sine by Calagall JE o 19
3 required to be topped up and informed iy Al A T e patlh uladl 3
you? Nno OOy ellyy il Ll
3 PO ol oyt e gaaally il pall
3 20. Did the attendant check for oil leakages YES e ur: 7:)_‘“”[_‘0: ).M" . D):ij L_i 20 3
under your car from fiiter and drain bolt? ) ] N SR R0 )
Ty 3l
3| 21. Did the attendant drain the used oil YEs 4 P Jenioall cy 3l JS g it Calagall A Ja 21 3
completely from your car? NO D Yy el s (ye
2| 22. Did he ask whether you want the engine  YES X P i adl dae i o @il Ja 22 9
to be flushed and did it if you agreed? no O y fulidd go Jla A el
3| 23. Did the attendant fill the correct grade as  YES X o Sl da /e o ALl Caba sl A6 Ja 23 3
you requested? No [ y flella Al dagaiall
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Scores Critical Areas Bl aflaal) Latail

24. Did he request you to start engineand  ygs [X] o A8 By o yaall Jndi 5 of i il 24
3 leave it running for one and a half ’ o s i ssd e‘.ud i Al ’ 3
minutes? no O b fhuai s A 5ol Jpldd T
-l A8 e /A gebia (f (e calagdl U Ja 25
3| 25. Didthe attendant ensure that the carter  YES X > :I}“J;u};d d)i.‘& j S dite 3
bolt is tightened and there are no leaks? NO El y tey 3l
26. Did attendant carry out the following Agilaall Clasaill of by abigall B Ja 26
complimentary checks: Al
hY .
vées @
31a. Battery Water top up o O ¥ ikl il 31,
na [ abiy
ves B
31b. Coolant Water top up NO D b coolant/s sl ele A8} 31b.
wa [ sy
ves (X o 1 ASjall JIG jlea ) Al
31c. Auto Transmission Fluidtopup  NO L] y ISR e o) 3te.
(0t 53)
nva O sy
ves B a
31d. Brake Fluid top up no [ ¥ Jaillcyyiilal 31d,
na [ sy
YES o
31e. Gear Oil top up no [ Y oo mllcyydial 3e.
nva [ sy
ves I
' 31f. Air filter cleaning no [ y el ks 31f,
na [ aduy
ves
31g. Wiper Water top up Nno O y a3 Caliual el i) 31g.
nva O ghuy
ves =
31h. Clean engine using air gun NO D ¥ ehsedl e aladtiily o el cadas 31h.
va O abuy
YES S e ; . -
3| 27. Were any of your questions related to El a’; el il (e 5l e WY Qs db 27 3
lube change answered? NO Sl uad Alaxy
na [ sduy _
, 4 o ves K om sie 06 Grale g s Calisall dE Ja 28
3 28. 5112 ::I;erz ?staff place the mileage sticker in NO . N ot Lyt 1 Bl Jh a5 3
na O sdyy 75 gl
YES s
41 29. Were you offered a receipt voluntarily? ~ NO [:| ¥ L D Jaa e e Jd 29 |4
na [ by
5.  REST ROOMS AND MOSQUE ' aeally (alaall [l g5) Al G 5
Scores Critical Areas Bl Lol Jalally
3 YES i 3
30a. Were they adequately stocked with all o % é"; Ay el il el aeng 5 e i Ja 304
necessary supplies such as soap? N S gdball Jia
na [ sy =
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Scores Critical Areas WIS PN | Lial
YES 3 .
30b. Were they adequately stocked with all NO % ?’;‘ Lol e 3wl maen 8 jeae S Ja 30b
necessary supplies such as toilet tissue? ol gilh (3,99 Jie
NA O gy
30c. Were they adequately stocked with all ves X i Al il il muasy 3 e i< 8 30c
e .
necessary supplies such as paper towels? NO D y 48 1ol Cadlial) (Jie
(paper towels are not required where fully Glitae 855 xie 4y llas e 43 ) —ailiall)
operational hand dryers exist) va [ bl Y (Y 2
31a. Were sinks clean? YES m i L. f .‘,,“,,d‘.‘ul HLS ‘JA. 31a
require comment when marked ‘No’ Nno [ ¥ clsil o YT Ay s 1y
NA [ gmsy
31b. Were mirrors clean? YES i 2 ’ ,.,' .,; Lf‘)“n u"LS &.'31b
require comment when marked ‘No’ no [ Y gl o2 MY Ay s 1y
nva [ gy
31c. Were hand dryers clean? YES & pi . f‘}mﬂ gdf:y',::fm'“ u‘\s "h 31c
3 require comment when marked ‘No’ Nno [ k] ol o MY ey S 1Y
NnAa [ ey
S - R EITY IR
31d. Were dispensers clean? YES px ‘t?,h Uﬁhfn " ’Liu ,u‘S&dT "31d
require comment when marked ‘No’ no [J ¥ sl o2 YT eyl cals 1y
nva [ gy
YES IZI prd
31e. Were toilets and urinals clean? Nno [ ¥ ek Jpal A il Ja 31e
na [ gy
32a. Were doors clean? YES IX] o oAl Mf.ﬁ.:'—:\ff‘ ‘LULS\SJT 322
require comment when marked ‘No’ no [ ¥ gl o YT A Y s 1Y
nva [ gy
vEs X
32b. Were walls clean? Nno O y faaulys olhasdl cul€ Ja 32b
NA O sauy
ves
32c. Were ceiling clean? no [ Y feadai CGaiull oIS Ja 32¢
NnA [ gy
YES pri
2| 32d. Were vents clean? no [ ¥ faadai Mua) cilS Ja 32d
NA [T gy
32e. Were floors clean? YES m pri Ll ?@E,,Q}f‘?i‘ ;JLSLSJT \'326
require comment when marked ‘No’ NO D k il o MY A Y S 1Y
nva [ sy
YES X
32f. Were baseboards clean? No [ N $aidi 3\l & o) ldlall 150 clS Ja 32f
nva [ gy
ves K]
32g. Were grout clean? no O ¥ Sl L3 IS Ja 32
wa [ gauy
4
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Scores Critical Areas POV PON | BAYH|]
YES o
33a. Were trash containers clean? NO D b faauda; Aol il s S Ja 33a
NA [ sy
2 2
ves X
33b. Were trash containers not overflowing? NO D ¥ Phails yue dobadll Ciygla S Ja 33b
NA [ gy
ves A

2 34. Was the restroom smelling clean & no [ N O%) Adata s il sleall 4l ) ilS Ja 34 5
fresh (without any offensive odor)? folasl B A S A

NA [ gy
; St alaadl 6 il aeaih asen <ilS Ja 35
35. Were all the facilities inside the Yes B st f Sl s HE S 9
restroom in good working condition? L s e
2 require comment when marked ‘No’ no [0 v sl o2 MY At calS W) 2
NA [ abiy
; £(5) ik sl deli 5l e NS
36. Was the Mosque premises clean? YES o ( )_ };\l\ ’ ,,;: &L‘j‘f\sﬁ 36
2 require comment when marked ‘No’ no O ¥ gt e gl s 2
NA R gy
Comments: Badtalf / galasl)
FOR OFFICE USE ONLY Jadd Coikalt Pléﬁu‘l
Alaalt Llai Laill ey .
9 . luation: » asadiil)
Yo ACTUAL SCORE | MAXIMuM | -valuation P
Approach and Cleanliness astdaill y ot EY) 11

Greetings and Initial Checks | s¥! Sl y cum i1 12

Appearance and Behavior of ol gl sl s sekie |3

Staff

Service ieaall 4
Cleanliness - Restroom and Glalaall — Adlaill 5
Mosque A
TOTAL £ gaxall
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