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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center &
D ik Emarat / D i/ 55 Eppco / Enoc / m g3 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
t 6 Name N Number Name Number | Name Number
; - T
| 26 Dosaw® [3uet | nadi[24sy cord ¥ @dd{C
Gender Height Built Bpectacled Beard Mustache| Ethnic Groups
M| F ITIM [S]T I[MTF JYes[No [ Yes | No | Yes | No {indian [Pakistani[Filipino [Expat. Arabs] Others:
IZIEIDIDDIEIEIIX]IE]DIEID O O
EMIRATE V;:Z‘li'n" AbuDhabi |  Dubai Sharjah Al Ain ‘é’:v';‘ai’:" Ajman K::ism”ah Fujairah
O | O . X O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
qiulsl olqd [ 11 _[in]=1 ol ol IM:2%t4v4
07:00- { 10:01- | 13:01- | 17:01- | 20:01- Saturday| Sundayl Monday I Tuesday ] Wednesday[ Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
vst T 0 & O O vst | [0 O O O O O
1. APPROACH AND CLEANLINESS \ ;Zémm“, Qi 8y 1
Scores Critical Areas Al laalf Liah
ves [  a N .
1. Was there proper sign to the Lube dihie e AV dsalydaddia S da 1
. no [ Y N .
changing bay? PRV VPR
na [ sbuy
_ ves [
3 2. \é\:g:ntil;zégbe changing area clean and NO D ey Al usdikiecaS ds 2 (3
nAa [ buy
ves [ . .
4 3. Was there any oil leaking and falling on NO E N e e s il s ol s s d 3 4
to the floor of the lube bay ? Sy 3 i ddhie 3 LY
na O sy ]
YES ax
2| 4. Were the waiting area and table clean? NO D N eagda; Al Ul syl ddhie clS da 412
va [ ey
. y YES o
2 5. ://vvoarii;hge?televmon in the waiting room NO D y ¢ syl 4 e (_,,5 Jans sl S Ja 5 (2
wA [ sy
ves BJ - o
6. Was the board displaying complimentary [ Y Al lgle edat M Al cils Ay 6
services neat and clean? Shaudal g A8 ye Apilaall Cileasdi
na O asy
2.  GREETINGS AND INITIAL CHECKS AN cASndal g e Bl 2
Scores Critical Areas Aalul) Yl Jatasty
3|7 Was there any delay in approaching ves [ pd adfl g 3 el ol s S ds 7 3
customers? NO Y St ol g cala gall
8. Were you greeted in a friendly manner ~ YES X e sll) it gl ds 8
(pleasant feeling)? Nno [ 3 ¢ (c o
SIS da rcabs gall A sli Cam g o8 2lay Y 1A
51 If no, please describe behavior: Was it u‘ Je . Li;x . i{; . j:_‘f © ).“ 15
arrogant, without any expression, normal ¢ 2 s SIE e *
etc..... £
+ 1 +

Lube change.doc




2 +
Scores Critical Areas Dbl YLl PRI
9. Did he guide your vehicle for positioning YES ] A Clidl I el bl i a9
3 at the stopper and asked you to switch i ; e o i 13
the engine Off" No D N vé.‘);d‘ u.d:u U‘ élm gllk_’ b‘)l:h-n“ k_ﬂLl:!\‘)!
10. When asked by customer, was the YES & and sl O da (Juaadl e il gall J lerie 10
5 attendant kpovyledgeable of dlffergant il g gy 3 o /&‘33‘ lidy ol 5
grades of oil, filters and their relative NO I:I N o e
benefits? fleba JS i 58
, iy YES [N T .
41 11. Did he offer the waiting area to you? no [ q ¢ otanyl dd e & oY elle o b 11 4
4| 12. Did the staff thank you as you were Yes XM pr € 5oli5 i Ly ol Sty Cilipall 6 o 12 | 4
leaving? Nno [J y " = : ¢ :
3. APPEARANCE AND BEHAVIOR OF STAFF spgS by Cuiligall jglia 3
Scores Critical Areas LRI N PN | htain
_ YES ]
3 13. Z\r/fjsﬁ?;)umform of the attendant neat No [ Y e Gl enlal Giligall Gl S Ja 13 3
NnA [ sdsy
YEs [ . .
14. Was the attendant wearing visible ek Adlay S8 0 39 gall Calagall IS b £
3 nametag? No [] k o g 3
g7 . , Tren Aaul -
N/A E Y ot yooad d
YES [X pad <
15. Was he able to communicate with e deal sl e 138 alsgal) S o 15
3 customer? No [] Y o - 3
. fus sl
NA [T shuy
YES [ ax
4| 16. Was staff courteous / friendly? No [ ¥ fdal/lagny Gl S ds 16 (4
NA [ gy
4. SERVICE rdaaddl 4
Scores "~ Critical Areas - o Ll ¥l Jataily |
R -, S ) i 3aaill ala pal JG
17. Did attendant check whether you need ~ YES X o w uu)’uj . )A £ Je 17
3 top up or complete oil change? S0 o el Sl Ay liad s ) 3
p : Nno [ Y ¢ &I
3| 18. Did attendant check with you whether ~ YES [X] prd 28 S8 Lad i Cabagall 3ia3 s 18 3
only oil is to be changed or oil with fiter? N O y § alall 5 <y 3l Bl Jadh <y N s
19. Did he check using gauge the quantity ~ YES pr pldiub G (5 sise Gy s sl JE Ja 19
3 required to be topped up and informed e A Gyl S I Gaill il 3
you? Nno [] Y Pl lal ; Lyilo)
B f 0% Sl et e il ik ool LG
3 20. Did the attendant check for oil leakages YES E e wijfbu: ):m{ . h}dj i 20 3
under your car from filter and drain bolt? No [ N HHIH s e
o i
3| 21. Did the attendant drain the used oil ves [X] e el 3l S G i i el A6 a2 3
completely from your car? NO D ¥ feli sl (pa
2| 22. Did he ask whether you want the engine  YES P el el o xS o) il Ja 22 5
to be flushed and did it if you agreed? NO N felidd) 5o Jla (A llyy
3| 23. Did the attendant fill the correct grade as  YES X o Sl e B Ailal b sl 6 Ja 23 3
you requested? Nno [ ¥ fleidh Jll dsmaall

Lube change.doc




+ 3 +
Scores Critical Areas bl ¥ Laalt AN
j i ¥4 H - s e L .
Q| 2 D e ety by - YES KL e sy dah ot S 24 g
minutes? no O y Sl g 4283 3ol Jpidll s B
3 25. Did l‘he_attendant ensure that the carter YES m o %iﬁ);ﬁﬁjli\:k ::]‘fi;_ii 25 3
bolt is tightened and there are no leaks? NO D y j ; “"C.u
26. Did attendant carry out the following el Glasadll ol jab cabgall 3 Ja 26
complimentary checks: saull
YES RJ.
31a. Battery Water top up no [ b At ole dils) 31a.
nva O sy
ves X
31b. Coolant Water top up no 3 coolant/2 .l sle dils) 31b.
na O] aduy
ves I ..
31c. Auto Transmission Fluidtopup  NO [ .y st die o sl 3le
(Oshpansil )
va O] ahoy
ves X
31d. Brake Fluid top up no [ N el il a5 il 31d.
na [ sy
ves Xl
31e. Gear Oil top up no [1 Y oo omllcysdila) 3e.
na [ iy
ves XI
31f.  Air filter cleaning no [ ¥ ol b 31,
na [ iy
YES % pad
31g. Wiper Water top up NO Yy Zla i ilaliad ele il 31g.
NA [ sdiy
ves K] o
31h. Clean engine using air gun no O Y el et ahadinly o jaall Caas 31h.
na O] sssy
3127 Were any of your questions refated to :I(E)S % ?‘; dabeiall bl e gl u-\c 3}9}“ »—m Js 27 3
lube change answered? Syl it Alasy
nva [ assy
: . : - -
3 28. chi: (t:r: gtaff place the mileage sticker in :(E)S % ?’; Jfﬁmﬁiﬂﬁﬁ;ﬁ 28 3
' nA O sy €5 )
ves I
41 29. Were you offered a receipt voluntarily? ~ NO D ¥ NP A Jagille me da 29 (4
nva [ akyy
5. REST ROOMS AND MOSQUE saraally (plaall feull ) Al g 5
Scores Critical Areas Al ¥l Jalail
3 , ves XI . 3
30a. Were they adequately stocked with all Ay 5 pudall il sl gpan 3 j2e S Ja 302
necessary supplies such as soap? NO D ¥ o sall Jia
na [ sy o=
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Scores Critical Areas Aanalualt) ¥t Ll
ves K1
30b. Were they adequately stocked with all o O ?:' 4wl e il aaens s jeae <ilS Ja 30b
necessary supplies such as toilet tissue? N Cudl i 3595 Je
NA O sy ———ad
30c. Were they adequately stocked with all ves [ ari Al e il & e S s 30c
necessary supplies such as paper towels? no [J y 48,6l Cdliall Jia
(paper towels are not required where fully Glddae A5 vie 4yl e 44 rdliall)
operational hand dryers exist) N/A [Z Ghi Y (3
N . ‘i" . !- . - -
31a. Were sinks clean? YES N i Ll ) ',,y,‘,i:"td;r\ftisd? “318
require comment when marked ‘No’ Nno [ Yy sl o MY Al S 1y
NA [ gy y
31b. Were mirrors clean? YES g 2l ! "y“ uf\‘!r'f \Stsd? |'31b
require comment when marked ‘No’ no [ ¥ S R A = gt
NA [ akuy
R ; 385 ool it <
31c. Were hand dryers clean? YES pr . Tula “sdfz{,, 'L«l:.a;‘uj\isd: "31C
3 require comment when marked ‘No’ No [ ¥ sl o MY Ay g 1y 3
NA [ gy
e . (:" PR ' e -
31d. Were dispensers clean? YES = . ‘M‘N Uﬁl*f;,ﬁbi:rf\is\sd? “31d
require comment when marked ‘No’ no [ N Al o YT Y s 1Y)
7N N R PARY
YES [X]
31e. Were toilets and urinals clean? Nno [ ¥ fAada Jouih) Al ¢l Ua 316
NA [ sy
. Sl" . l. . ‘ A l o ,
32a. Were doors clean? YES e Ll :'\1':—.‘4')[;\‘! ‘Q\S\SJT “323
require comment when marked ‘No’ no [ ¥ a2l o2 MY ALY i 1y
NA [ gy
ves [X]
32b. Were walls clean? Nno [ Y faal el culS Ja 32p
Na [ Giuy
YES axd
32c. Were ceiling clean? No [ y Sk Gl S Ja 32¢
NvA [ gy
YES px
2 32d. Were vents clean? Nno [ Y fdplas MUl cul< s 329 [ 2
NA [ iy
: Bk lm 1 o
32e. Were floors clean? YES KX (e Ll %"?‘%'ALJ;Y\J! ELS"L: |.32e
require comment when marked ‘No’ NO D b gl o Sl
Na [ guy
ves ]
32f. Were baseboards clean? no [ ¥ ALl sao Wl - o il 1 culS Ja 32f
NA O gy
YES ]
32g. Were grout clean? no [ ¥ il L3 (IS da 32g
vA [ suy
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Scores Critical Areas Al a¥aal) LAl
ves B
33a. Were trash containers clean? NO E] Y fagds daladll s i€ Ja 333
NA [ @iy
2 - 2
YES o
33b. Were trash containers not overflowing? NO D b faialld e ddladll clsla cilS Ja 33b
NA [ assy
ves I = ]
2 34. Was the restroom smelling clean & no [ g g Os) Lamia g Al alasll Aadl ) cilS o 34 5
fresh (without any offensive odor)? olaall 3 A S An
NA [ @iy
X s 3 alaall 8 il jpeadll gaen il
35. Were all the faciliies inside the YES S et o st aAmg s
restroom in good working condition? L. wan 4 T
2 require comment when marked ‘No’ no O ¥ sl om o MY AaY il Y 2
NA [ ey
5 £(5) Caadai asawall Acld Gl iaa S
36. Was the Mosque premises clean? YES D px ( ). j—ﬂ\ ’ ,,;: LL‘;?AHK%: 36
2 require comment when marked ‘No’ no [ ¥ ol S 56 iyl B 2
NA X @by
Comments: sUaadtall / gadadl)
FOR OFFICE USE ONLY ) 1l igalf ?\.:.':.’u\}
Uuall TG LAl Jey) sl . .
9 R 1 : < aaail)
o ACTUAL SCORE | mAximum | Fvamation P
Approach and Cleanliness aallaill 3 ol B |1
Greetings and Initial Checks Al Y il g cas il |2
Appearance and Behavior of il el A ber g el
Staff o }Al S )v'h" 3
Service ieall |4
Cleanliness - Restroom and Clabeall — 2l |
Mosque Al
TOTAL £ 3anall
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CASH PAYMENT

Yoy wers sel VLU by OQHldLU%

TATF 11/08/2012
Than

l
«5 70

0rs
AL{f

PTBUTIDN

51r

MRZY A.
AL wIN
ey PRICE TOTAL
Q Wﬂ 14 .00 112.00
112,00
112.00

14 41
Shopping

SERIAL NO.







