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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center w
O i k! Emarat 10 s Eppco / Enoc / E & gl Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
G)q Name Number Name Number | Name Number
T
Gogul | T H5A1
Gender Height Bwl BSpectacles Beard | Mustache] ~ Ethnic Groups 0
TIM S |T M F |Yes[NolYes] No|Yes[ No |indian [Pakistani[Filipino [Expat. Arabs] Others: (an
EDDEDDBDDEDDE-DD O
Western . . . . Umm Al . Ras Al -
EMIRATE Region Abu Dhabi Dubai Sharjah Al Ain Quwain Ajman Khaimah Fujairah
O O O O = O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
) 1
9zl olgl2l4l 8[L 1012 | 01811500535
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

vusnDDEDDV'S'TDDDDDD

1. APPROACH AND CLEANLINESS GBI By 4
Scores Critical Areas Lt YL il
ves I A .
1. Was there proper sign to the Lube no [ q dihie e AVl dsaljdagd dla S da 1
changing bay? S sl
na [ adiy
, ves I w
3 2. \é\ig:;&zém;be changing area clean and NO D Y Shyes did cy il et likie S s 2(3
va [ abuy
ves [] o . .
4|3 Was there any oil leaking andfalingon | %] g e 4 s il pd gl s ¢S a3 4
to the floor of the lube bay ? a3 et Addaie & (Y
na [ sbiy )
ves B~
21 4. Were the waiting area and table clean? NO D ¥ faaday A gl iyl ddhie S da 4|2
na [ sy
o N ves B o
2 5. vaoar's(i?ge?telewsmn in the waiting room NO D N ¢ JUAEYI A e 3 Jans osilll S ds 5 (2
na [ sbny
ves P e .
6. Was the board displaying complimentary o O q Aali e el A Al S a6
services neat and clean? £agula g A1 ye dilaall Cilaaall
va O by
2. GREETINGS AND INITIAL CHECKS Cid ) Al 5 qua 2
Scores Critical Areas Auuludt @Ylaal) ataahy
3 7. Was there any delay in approaching ves [] px adfl il & el gl e S a7 3
customers? no X N ool gas Cal gall
8. Were you greeted in a friendly manner ~ YES O px bl adsdadh il ds 8
(pleasant feeling)? NO g Y S (z e
TS b Gk s e Caa g B 2lay Y 1
51 If no, please describe behavior: Was it ’ kf e . Ligl i ):; . j:.&i A 5
arrogant, without any expression, normal 4’q ¢ SO el ?"‘Z*\
etc..... . L
nonmal owd ol mo+%wd
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Scores Critical Areas Al laalt PATH]]
9. Did he guide your vehicle for positioning  ygs x| A cnliall Gl I sl Cals gall ddda 9
3 at the stopper and asked you to switch 3
the engine off? o [ ¥t el il of elie il 5 el Calayy
10. When asked by customer, was the . 1S b cdrandl e il gadl i Laic 10
. attendant knowledgeable of different ves 3 - Glg,u e e . ( }}J -
5 g . : uljﬂlju}g‘)llul,;_)_\/&ly alidg ale 5
grades of oil, filters and their relative No [ Y o e
benefits? flota IS i 584
YES [X i Vs .
4| 11. Did he offer the waiting area to you? NO E ?’; SOV A8 8 a4 JhaY) dlle (ae da 11 4
4] 12 Ilgi:v?;e?staff thank you as you were@YEs O pxi € 38 S Ly 8,88 Gl gl 6 Jn 12 |4
S'Dip ner A9 HamE No B v
3. APPEARANCE AND BEHAVIOR OF STAFF tpeSsbag cpiligall jelia 3
Scores Critical Areas L) 2l PATH{]
_ YES X
3 13. Z\ézsﬁ?f?umform of the attendant neat No [ Y ey Gl el Gl Gl S Ja 133
NA [ sy
ves [X L .
3| 14. Was the attendant wearing visible no [] e A8y (03 53 3 ga gl Cala gl IS Ja 14 3
nametag? T 5 3 4aul Lgle
nva [ ,,ahu Y
YES px s .
15. Was he able to communicate with = & dual sl e 1508 Gala gl IS s 15
3 customer? No [ 3 e - 3
. ST
Nna [ ey
YES [{
4| 16. Was staff courteous / friendly? No [ N akal/lasn s cabsdl S Ua 16 | 4
na [ sy
4, SERVICE 4daddll 4
scores T CrticalAreas | T T T Leldavad 7 pay)
: A< o P 8aill ol gl A8
3 17. Did attendant check whether you need YES m o ==d &—‘U’u)n IR lj: ¢ L;:j; 17 3
top up or complete oil change? m y ) el Dy it
NO ¢ JalSIL
3| 18. Did attendant check with you whether ~ YES [X] pxd A S ) e i i all (383 Js 18 3
only oil is to be changed or oil with filter? @ O N € alall 5 2y 5l Al dais <y ) s
19. Did he check using gauge the quantity ~ Ygg X ard el o (6 e Qb (il sl L d»b 19
3 required to be topped up and informed R S| GV WX | bl 3
you? NO D ) el alalyf 5 L)
| o il Caly goll Al8
3 20. Did the attendant check for oil leakages YES IE pd o Luj: 73“5 Sl }ij S .20 3
under your car from filter and drain bolt? Nno [ sl salas 0o B lll s
S 3l
3| 21 Did the attendant drain the used oil YES [ s e SIS g Calasall JE s 21 3
completely from your car? No [ Y b Hlas (ga
2| 22. Did he ask whether you want the engine  YES M s el B i€ o Wil Ja 22 5
to be flushed and did it if you agreed? Nno [ y Sliad) o Jla LRSI
3| 23. Did the attendant fill the correct grade as  YES e Gl s pfp g8 Ailal cali gl W8 Ja 23 3
you requested? No [ y el A dagaall
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Scores Critical Areas Bl Lt Jalail
5| 2 Didhe eauestyoutostartongneand v B e ag syl by o of e ol 2 24 |5
minutes? no I ¥ Sibealy Ay sad) Jaudil) A b
! 3 25. Did t.he.attendant ensure that the carter YES m pu wfﬁgﬁﬁj;i& jfbfﬁi: 25 3
\ bolt is tightened and there are no leaks? NO D N j ’ Qg_x.uﬂ
26. Did attendant carry out the following Ailaall Clea saill o) ol Gl gall B Ja 26
complimentary checks: saalull
ves B o
31a. Battery Water top up no O ¥ iybdLils  3Ma
na O sy
ves -
31b. Coolant Water top up no O N coolant/s yall cle idlal  31b.
na [ adsy
ves A =~ -
31c. Auto Transmission Fluid top up NO D b} G Sl JLP u) m‘\ 3te.
(O 5anst )
na O ki
ves X
31d. Brake Fluid top up no O N dlill cyjiilal 31d.
wa [ sy
ves ]
31e. Gear Oil top up no O Y ool ol y )y Al 3e.
nva [ sy
ves X
31f.  Air filter cleaning NO O b ol sedt alh ok 31f.
NA [ iy
ves D4 -
31g. Wiper Water top up NO D ¥ o clalieal sle dilal 31g.
na [ ssuy
ves B o
31h. Clean engine using air gun NO [ ¥ elsell et aladiny el Lt 31h.
na D sy
3| 27 Wereany of your questions related to :KE)S % ("; Alaial) il e s 4_,4‘:? %ﬁ—?—}’\ ~—w ds 27 3
lube change answered? ol e Aleay
wa [ sy
3 28. aig (t:r;: gtaff place the mileage sticker in :‘23 (: bidmt‘z&ﬁj;ﬁ 28 3
' A O iy €5 ol
YES pad
4| 29. Were you offered a receipt voluntarily? ~ NO O Yy $L L) AWl Jemy dlde e Ja 29 14
“ na [ sy
5. REST ROOMS AND MOSQUE sauall g (plasd fedl 55) Aal M g .5
Scores Critical Areas Al el g
3 30a. Were they adequately stocked with all ves B A 5 el e liusall maany B jeae CilS Ja 302 3
necessary supplies such as soap? NO D ¥ e gall Jia
na [ ghiy =
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Scores Critical Areas Tl eyt Jalaily
ves )} |
30b. Were they adequately stocked with all NO é’;’ Qospall Gle il arens 8 jeae cuilS Ja 30D
necessary supplies such as toilet tissue? Sl g3l (g 193 Jis
NAa [ gauy
30c. Were they adequately stocked with all ves [ A sl e il e 8 exe S Ja 30c
necessary supplies such as paper towels? no [ ¥ A8, ol Lidliall Jia
(paper towels are not required where fully Gildiaa 865 sic Ay lhe e 48 ) ailiall)
operational hand dryers exist) Na B sy (Y
» Vhask Jud) calS
31a. Were sinks clean? YES E px -l '"y"dfbyrlj 'LSJT'|.31a
require comment when marked ‘No’ no [ 3 gl sl o2 YT A culs 1y
NA [ Gy y
: FARYWIWIIEN
31b. Were mirrors clean? YES @ px L Al ,,‘y,,lff ﬁlzd‘:."am
require comment when marked ‘No' no [ b sl o Y Ay s 1y
NA [ aany
. Cdadai s Cilidae oo
31c. Were hand dryers clean? YES E pr . ,'T:Lh ‘éqf,\i;,,%u‘:“uﬁsd: l.31c
require comment when marked ‘No’ NO D b oAl Ala ¥l QulS )
NA [ sy
- "l‘ a P ‘ PR - o
31d. Were dispensers clean? ves [X e e L‘U"'L‘:;.ﬁhitﬁtisd?- l'31d
require comment when marked ‘No’ no [ ¥ ol o Gl als
NA [ gy
YES o
31e. Were toilets and urinals clean? NO D ¥ fhiglay Sl a0 culS o 31e
na [ gauy
. O ) - 1 -
32a. Were doors clean? ves R i T ,,',b\f‘ rULS JT .
require comment when marked ‘No’ no [ ¥ gl o MY AW g 1)
va [ sy
ves B4
32b. Were walls clean? Nno [ Yy $aak Uasdl <l Ja 32p
NA [ ssuy
ves M
32c. Were ceiling clean? vo O ¥ fCadi il S s 32
NA [ sy
ves R -
32d. Were vents clean? no [ b fagdas MUl S Ja  32d
NA [ guy
32e. Were floors clean? YES E\ pd 2l s ”,,Q,\,'J"f’f‘ wls Jﬁ. -32e
require comment when marked ‘No’ Nno [J Y gl sl o YT ALY s 1)
na [ sy
ves B o
32f. Were baseboards clean? No [ ¥ Yaghs el ~ ol /laitall 15 @ik Ja  32f
NA [ gbuy
ves X1 o
32g. Were grout clean? Nno [ Y el B3 oIS s 32g
va [ sy
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Scores Critical Areas gl <Yl Laai
ves K
33a. Were trash containers clean? no [ ¥ fdiykas dalaill il s clS Ja 333
NA [ aduy
2 = - 2
YES pd
33b. Were trash containers not overflowing? NO | ¥ fiaild e ddadll clsla S da 33D
NA [ sy
ves B N .
2 34. Was the restroom smelling clean & NO D N Q;ﬁ Os) Llmie g Aipdai aleal Aadl; s da 34 2
fresh (without any offensive odor)? f(olandl A S Al
NA [ ahiy
3 Jand slaall & &l aeath anea S Ja 35
35. Were all the faciliies inside the ves B4 e s e e
restroom in good working condition? . - e
¢ require comment when marked ‘No’ no OO v sl o MY ALY IS 1 2
NA [ adiy
3 (5) ki anwall Acld 5 e IS
36. Was the Mosque premises clean? YES D pr ( ), }'ﬂ‘ ’ .,:; LLQ‘;J\P;:')\S%R\’ 36
2 require comment when marked ‘No’ Nno [0 ¢ T A ks : 2
N/A Gl ¥
Comments: sciUaadlall [ gaadll
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Alasal) LRI LGl ey ) .

9 : Evaluation: » a8t}

o ACTUAL SCORE |  MAXIMUM valuation +
Approach and Cleanliness Asaall 5 ol @YY )
Greetings and Initial Checks AW oSl s cua Al {2
gia:f?arance and Behavior of ol sall gl s sehe |3
Service i.aall 14
Cleanliness - Restroom and clalaall — Akl |
Maosque dasall
TOTAL £ saxal)
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41689 wece naws gpo3
tgly . : B
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LT Qamriry [L13 EL

Avbeanuan s

NI Sate .
TOYAL : DHS 81.08
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