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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center w
O i Emarat I 0O s Eppco / Enoc | B a5 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
[0 0L Jon | sos) INGsseX | [ [T T 1
Gender Height Built pectacles] Beard | Mustache Ethnic Groups
TIM][S T [MIF |Yes][No Yes | No | Yes | No |Indian Pakistani[Filipino [Expat. Arabs| Others:
EDDIDDIZIEIDEELDEIDDD O K O
EMIRATE V;‘:Ztl‘;'r:‘ AbuDhabi |  Dubai Sharjah Al Ain ‘é’:;‘a:" Ajman Kﬁ:?mA'ah Fujairah
O | O O O || O O
SITE ID Month Date Amount {Dhs) # of vehicles # of staff Time In Time out
q1414] slelaia | 819 olt | ol | /4341503
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday l Sunday | Monday | Tuesday lWednesday l Thursday [ Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF

visT T O O wst | 0 O 0O O 0 O a

1. APPROACH AND CLEANLINESS At g o Y 1
Scores Critical Areas YW (JLER ‘ Jalas)
: YES ax . . .
1. Was there proper sign to the Lube NO % g Abia e AV daslgdsddia S ds A
changing bay? eyl s
nA [ sy
. ves B
3 2. \é\;s:r:il;zétébe changing area clean and NO D NI P RVE TAIRRENGL BEWEL S FRIRLR LS J 213
na O sy
ves [ &
4|3 Wasthereany oil leaking and fallingon I3 q Sl syl mighdia S s 3 4
to the floor of the lube bay ? Sy 3l s dihaia B oauY)
na [ sy
ves K
2| 4. Were the waiting area and table clean?  NO D bl Chayday Al ally iyl dshia S Ja 4|2
na L] aduy
5. Wasth ision i iti YES - =
25 Woariitnge?tebvnswn in the waiting room NO D NEER BIANECR et sl S Ja 5|2
nA [ sy
‘ ves B4
6. Was the board displaying complimentary o 7] y Al Lo jedi Al da i cils b 6
services neat and clean? faddhl g A e dplaall Cleasd)
na [ slsy |
2. GREETINGS AND INITIAL CHECKS Sl g sl g cua Y 2
Scores Critical Areas Ll ¥l Lataitt
3|7 Was there any delay in approaching ves [ px adifst il B pali ol e S da 7 3
customers? NO [\Z_] 3 bl gad Calagall
8. Were you greeted in a friendly manner ~ YES @ pad cslul) s aa ke dh cm dll i da 8
(pleasant feeling)? No [ Y ¢ (z o4
S Ja b el & oli Coa g a8 el Y 1
5| If no, please describe behavior: Was it © :3: \:;l . jj; j;fj N ),‘ > 5
arrogant, without any expression, normal e RO Rad :
¢ Al
etc..... ..
+ 1 +
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Scores Critical Areas Ll NG PAKN)
9. Did he guide your vehicle for positioning  ygs [¥ ; Ll Sl Sl b i ol LG
3 at the stopper and asked you to switch . = :: ‘L‘J o ‘filé:jb ) Lﬁ]l ?u?; 9 3
the engine off? O fel jaall il THA ] el
10. When asked by customer, was the . S cdrandl o Cill gall Jpas Latic 1
attendant knowledgeable of different YES ,. i ‘f_b,u . ‘ . o }d ?“ 10
5 g . : u\}ldljuﬁ‘)llu\éJA/&\yf;dM?h 5
grades of oil, filters and their relative Nno [ ¥ o AR
benefits? Pleda JS 2l g8 4
YES |¥] ; .. .
4| 11. Did he offer the waiting area to you? NO E (’: SLTY A ,e b Uanyl elle see da 1114
12. Did the staff thank you as you were YES o~ — .
4 leaving? NO D N .thquﬁm%kﬂ)@h_nkﬂlehdm 12 14
3. APPEARANCE AND BEHAVIOR OF STAFF speS by Culigal) jelia 3
rST:ores Critical Areas Aulall @¥laalt PATH|]
‘ YES [¥]
3 13. Z\Ilwzsﬁt(;wﬁ?umform of the attendant neat No [ Y S0 ey Gl sl Calisall Wl oS s 13 (3
NA [ by
YES pu i
3| 14. Was the attendant wearing visible No [ q ey Ay (5 53 3 m gl Cala sl IS Ja 14 3
nametag? T sa g danl Lede
NA O ey
YES o .
15. Was he able to communicate with @ &e deal il e 150 ol sall S 15
3 No [ Y . 3
customer? f0s0
NA [ sy
YES axi
41 16. Was staff courteous / friendly? NO N Slahal/lasay el gl S Ua 16 (4
NA [ sy
4. SERVICE daddll 4
Scores Critical Areas - Lol L L]
2 -. 28 ) Goad Gty Gl el G s
17. Did attendant check whether you need YES P pr u u g-‘Uj—d. Sa . ?‘J ‘3 17
3 h r lete oil change? ) ol ol Dl ALY 2 liad s Ll 3
op up or complete oil change? Nno [ N s,
3| 18. Did attendant check with you whether ~ YES px 28 S 1Y Lagd olia Cals pall (38a3 Ja 18 3
only oil is to be changed or oil with filter? No [ Yy § el 5 M A dad 3l s
19. Did he check using gauge the quantity ~ YES prd Pl Sy (6 ge Gy Cala ool W8 Ja 19
3 required to be topped up and informed - e Al 3 S ) Gl sl 3
you? Nno [ Sl elali g Ll
Y 00 Sl ot e Geaalh Gals gall JE o 20
3| 20. Did the attendant check for oil leakages ~ YES po s QAJAJ)';/Z\)J;LL‘:} A e zj\idi e 3
. i ., A
under your car from filter and drain boit? NO D fe
3| 21. Did the attendant drain the used oil YES m A Janionall 3 IS G i Cala sl A8 Ja 21 3
completely from your car? No [ y pYEI 7 VN
2| 22. Did he ask whether you want the engine  YES [ s s ol daue 3 i€ o elila Ja 22 2
to be flushed and did it if you agreed? NO D ¥ Peligd) oo Jla 8 el
3| 23. Did the attendant fill the correct grade as  YES B axd Sl A /e 9 ALl Caba gl W5 Ja 23 3
you requested? no O y fleill il s miall
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Scores Critical Areas dsabualt ¥l PAVH]
24. Did hg reque_st you to start engine and YES & A4S gy @ padll Qi o gl o i il Ja 24
3 Ie_ave it running for one and a half D St A 53 Jpoill a3 3
minutes? NO b 3 €
3 25. bDid l_he.attendant ensure that the carter YES E o uﬁﬁﬁﬁﬁ;{li\f jf‘;_:{: 25 3
olt is tightened and there are no leaks? NO D y e sl
26. Did attendant carry out the following Lladl Cla sadll o) jab calagall 8 Ja 26
complimentary checks: ’ saglul
YES o
31a. Battery Water top up no [ ¥ il Llilel 31a.
na [ sy
ves b &
31b. Coolant Water top up no [ N coolant/2 sall sle dilia) 31b.
N/A%._;A»g Y
YES axd - e
Ste. Auto Transmission Flidtopup N0 [ v o lesn Tl ste.
na O by
vEs @ -~
31d. Brake Fluid top up no [ ¥ Qe ilsl 31d,
nA [ sy
ves Pl
31e. Gear Oil top up no [ b ol [l gy Ada) 31e.
na L aduy
YES Pes
31f. Air filter cleaning NO D b} ol sl i aada 31f.
NA [ ki
ves A
31g. Wiper Water top up no O N o i Claliual ela i) 31g.
na O sdsy
ves DKl
31h. Clean engine using air gun Nno [ Y ehsell Gutne plaainly o el Coglats 31h.
na O sy
3 :
3| 27 Were any of your questions related to :ll(z)s ?: dlaiall elilind G s uic 7*?3\+\,J‘ k—w 27 3
lube change answered? S M et Aplany
N/A D"_}.\EQY
5|28 t%ig 22? staff place the mileage sticker in :“E)S % e: Jm@w&ﬁmﬁfxﬁ 28 3
' na O iy €
ves i =
41 29. Were you offered a receipt voluntarily? ~ NO | ¥ Gl a2kl Jeagelle jmye Ja 2914
na [ adiy
5.  REST ROOMS AND MOSQUE saaauall g (pLaadl [l ) Aal i G g 5
Scores Critical Areas bl @Yl Liai
Ny .
3 30a. Were they adequately stocked with all YES il e s s 8 Jene DS J» .30a 3
necessary supplies such as soap? NO ¥ e giall Jia
na O ghuy =
3
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Scores Critical Areas Gl et Jalail
ves [1
30b. Were they adequately stocked with all no [X| ?’: s al e il gueay 3 3¢ cuilS Ja 30b
necessary supplies such as toilet tissue? Sl gil) (g 139 Jia
NvA [ sayy
30c. Were they adequately stocked with all ves [ ari A pall il il & B e ilS a 30c
necessary supplies such as paper towels? NO D v $48 ), ol Cidliall Jia
(paper towels are not required where fully Glidae 855 vie Aygllaa e 4, Cadliall)
operational hand dryers exist) na X Gk Y (V) o
X ; gl Julod) il
31a. Were sinks clean? YES K] o ol ”"y:jz.\.\yluj ‘Lsdl"ma
require comment when marked ‘No’ no [ ¥ s Il
NvA [ gy

31b. Were mirrors clean?

YES X
Y

Tk ULal cos 0 31D

require comment when marked ‘No’ no [ el o MY Y s 1y
NA [ gy
31c. Were hand dryers clean? YES o . fwk" "“’,’:‘“,,uuw UJ[S "‘h 31c
require comment when marked ‘No' no [ ¥ Gl o MY ey il 1y
NA O sy

31d. Were dispensers clean?
require comment when marked ‘No’

YES 2
NO N

Ak § plaall CliSle i€ Ja 314
il MY ey s 1y

31e. Were toilets and urinals clean?

O

na [ anuy
]
Ed]

YES pri
NO y
NA [ gy

ik Joll US4 s da 31e

32a. Were doors clea#? YES o . ?:Li"’%j,,;‘j‘}m wls d“. -32a
require comment when marked ‘No’ no [ ¥ cr A o MY Ala Y s 1y
NA [ gy
ves B .
32b. Were walls clean? no [ ¥ faidas GUadl S Ja 32p
NA [ gy
ves B o
32c. Were ceiling clean? no [ Y fanbs il S da 32¢
NA [ gy
YEs P
32d. Were vents clean? Nno O ¥ fagdas Ml culS s 32
NA [ gy .
32e. Were floors clean? YES D pud Lo ?M“@%ﬁ)w uls JA.'32e
require comment whgn marked ‘No’@ no 8y eaa sl o YT ey s 1)
En 1ho ol NA [ gy
ves M
32f. Were baseboards clean? Nno [ ¥ ks sl ) /hailall )51 cailS Ja 30f
NAa [ giuy
ves B3
32g. Were grout clean? Nno O Y feabs L3I S Ja 329
NA [ gy
4
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Scores Critical Areas Tl claall Jalasty
ves ] =
33a. Were trash containers clean? NO D ¥ asdas Adlaill iy gla il Ja 33a
) NA [ by )
veEs ] o
33b. Were trash containers not overflowing? NO O ¥ fhails petdalall cilyls <il€ Ja 33b
NA [ guy "
YES i
2 34. Was the restroom smelling clean & no [ v sl Q) Adiaia g Agdai alasl) ‘\A-ib uaLS dﬂ .34 2
fresh (without any offensive odor)? plandl Ay S Al
NA [ gy
35. Were all the facilities inside the @ ves LI Jutelasd b Sl eﬁ:LSdsd: %
p | e nam gt o B3 eSS |2
Udfuaibelirlinboge ua 0 om |
36. Was the Mosque premises clean? YES o ) wlx mt,“,’,u s “'MULS Lh 36
2 require comment when marked ‘No’ Nno [0 ¥ gasil g2 MY AaYl s 1) 2
NA [ iy
Comments: sclBaalall f galadlt

FOR OFFICE USE ONLY L83 Laisaly ?\.\ilu‘l
Alaal) Jalail) LAl oYl .
y ; Evaluation: i
te ACTUAL SCORE | MAXIMUM valuation i
Approach and Cleanliness sl y ol YY1
Greetings and Initial Checks A Y1 Sl 5 cus (2
Appearance and Behavior of cals gall & 1
Staff Gl sall S sla s jelaa (3
Service dexall 14
Cleanliness - Restroom and Claleal) — sl |
Mosque daeall g
TOTAL . £ sanall
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ALNOG DLS TRIBUTTON

AL MASOLIDT S/ 944
Al. HS0UDI AREA

AL AlR
DESCRIPTION afy  PRICE
~VayagrSilveril 4,50 14.00
© New Nissan Max 1,00 26.00
T07AL

CASH PAYMENT i
were served by Uperator

You | ¢ |
DATE 22/06/2012. 15:03 _ T1 S3 0

TOTAL
63.00
26.00
89.00
89. 00

493

THANKS FOH SHOPPING. .







