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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center E

Ds:-b\-«,l Emarat I D 44/ &4 Eppeo / Enoc I IZ 443 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #

ZCD%- Name . Number | Name Number | Name Number
. 1
\ e | =UcSt ] (Wiaud | ~UY conr X | febdN |
Gender Height Built _ [Spectacles Beard | Mustache] Ethnic Groups
M F JTIMIS [T [MIJF JYes|[No | Yes | No | Yes | No [Indian [Pakistani|Filipino [Expat. Arabs| Others:

NOKNODOOROROROOR K O O 0O |

EMIRATE ngztiz:ln Abu Dhabi Dubai Sharjah Al Ain lér:‘z‘aﬁ: Ajman K':;smAlah Fujairah
O O O O A O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
alalg| o[9] ols 516 | 0|C | o\ no™MG20:5s
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday | Monday | Tuesday [Wednes;ay | Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF

VISITDDDDEWS'TDDDDDED

1. APPROACH AND CLEANLINESS A g ol 8y
Scores Critical Areas Touludt c¥laall Jalaily
YES ™ Al e ot
1. Was there proper sign to the Lube no [ q dihic e AVl Al jdaddia s da 1
changing bay? ey i s
v O sy
_ YES o
3 2. \é\:s:ntit;i(ljl;be changing area clean and NO D Y A e Akl il s Akt cuilS Ja 213
nA [ shuy
vyEs [1 & . .
4|3 Was there any oil leaking andfalingon o F7) q e ae gyl gl dia s da 3 4
to the floor of the lube bay ? S 3l ypat Adbaia A (oY)
NnA [ ey '
ves ]
21 4. Were the waiting area and table clean?  NO D b Chagdai A all 5 ety dahie SIS Ja 412
na O sy
5 W ision in th iti VES M &
5|5 Woarii:]hge?telewsmn in the waiting room 1 [ N Y A e A den opdll S da 52
na O sy
ves ] e o o
6. Was the board displaying complimentary [ q Al lgle Jedas Al Aa Wil S s 6
services neat and clean? Caadal ) A5 ye Alaall Cileaall
na [ sy
2. GREETINGS AND INITIAL CHECKS 1Y sl g a1 2
Scores Critical Areas Ll claal) Ja\aill
3|7 Was there any delay in approaching ves [ p i ) & el ol ellia gS a7 3
customers? No KX N SOl san cals gl
8. Were you greeted in a friendly manner ~ YES al px sl A,k s i da .8
(pleasant feeling)? No [ Y ¢ (e
AS O ccaby sall o la Cam g a8 2lay Y 1A
5| If no, please describe behavior: Was it L': e \:\;X } ):; j:ﬁ Il J' 5
arrogant, without any expression, normal e R 08 I A e
etc..... £
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Scores Critical Areas Akl YLl pAYH|]
9. Did he guide your vehicle for positioning  ygs [] P Gaulia) IS I ol Calk Ada 9

3 at the stopper and asked you to switch ol il o lia il 3 adl ey 3

the engine off? No [ ¥ el ik R Ol
10. When asked by customer, was the . IS da erandl (e il gall Jpas Laie 10
attendant knowledgeable of different YES e Ghu e - }?] y ’

5 o e . ) u\}h‘l_,uﬁ)”u\._;).\/&‘y sﬂh;.u(a]r_ 5
grades of ail, filters and their relative NO D y o i
benefits? fldo JS i 58

. N ves Bl o~

4 11. Did he offer the waiting area to you? no [] g COLTY A8 e 6 jlamy) elle vy da 1114

4| 12 Did the staff thank you as you were YES P e ek &, oyl Sl 12 |4
leaving? No [ y =SS ¢ :

3. APPEARANCE AND BEHAVIOR OF STAFF S slg Cuiligall jgla 3

Scores Critical Areas L) Lol PALH]]

. YEs B
3 13. Z\r/jzsﬁt(;w;umform of the attendant neat no [ Y 905y tigl sl Gl Gl S 13 (3
NA [ sy
ves X ; ..
14. Was the attendant wearing visible = 208l (50 3 3 g3 gall Call sl IS 14
3 nametag? Nno [] 3 o . . 3
: 9 . y 7 55 daul Lile
N/A Egﬂu‘l % nt_ pead b
YES [X ax i
15. Was he able to communicate with &a deal sl e 1,08 Caba gl (S Ja 15
3 customer? Nno [ v e 3
. 050
NA [ shny
YES A
4| 16. Was staff courteous / friendly? No [ ¥ fadal/lasn s cabasall S Ja 16 | 4
NA [ ssuy
4. SERVICE el 4
Scores Critical Areas T R e )
; v L Al cals oot L8
17. Did attendant check whether you need ~ YES Kl e Lu < u)’—d sa L )AJ ¢ e 17

3 top up or complete oil change? =0 o ol o Ala pling s 3

~ No O ¢ JalSIy

3| 18. Did attendant check with you whether YES pri 2 A G Y Lagd olia cals gall (3885 Js 18 3
only ol is to be changed or oil with filter? N O y § a5 g 3l ol Ladd <y 0 yas

19. Did he check using gauge the quantity  YES ar plaiuly Syl (5 fse Luliy cala sl JE s 19

3 required to be topped up and informed g Ayl A N Gatll il 3

you? Nno [ ¥ el lalyf g Lol
PoOe Syl 3 e (330l Cals gall B s

3 20. Did the attendant check for oil leakages YES i uj: 7?6: J:JAJ\. . sjij i 20 3

under your car from filter and drain boit? Nno [J 9 S e e eJs
HGITR)

3| 21. Did the attendant drain the used oil YES pr Cariual) cy 3l € s b gall Bl Ja 21 3
completely from your car? NO D ¥ feli s ga

2| 22 Did he ask whether you want the engine  YES [X] o el el due S o el da 22 5
to be flushed and did it if you agreed? NO D N felids) g Jla 8 iy

3| 23. Did the attendant fill the correct grade as  YES px Sl Aa pofg 5 Adlaly Cala gl A6 Ja 23 3
you requested? Nno [ y flghalls Al dayaiall
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Scores Critical Areas Al CiLal) L&l
24. Did he_ requgst you to start engine and YES E a4y o jaall Qo o 68 o‘ dia b Ja 24
3 leave it running for one and a half R ety = A 3
minutes? vo O Y Ty 438 53d) Jaldl) dla A
3 25. Did the_attendant ensure that the carter YES m pd %iﬁ);\{jﬁuﬂiﬁ jfﬁ 25 3
bolt is tightened and there are no leaks? NO D N i ey sl
26. Did attendant carry out the following Lilaall Clia gadll ¢l by abasall i Ja .26
complimentary checks: sagiual)
ves I~
31a. Battery Water top up no O v bl clbils)  31a.
na [ sbuy
ves Kl
31b. Coolant Water top up vo [ b coolant/awell ¢le Al 31b.
na O akiy
YES o ..
31c. Auto Transmission Fluid top up NO D Y Sl JLP HU mm‘ 3tc.
(05l )
nva [ sbuy
ves KI =
31d. Brake Fluid top up NO D b Jal it Dy ddlsa) 31d.
nva [ asuy
YEs X
31e. Gear Oil top up no OO v ool Ll dlsl 3e.
wa [ akiy
ves IXI
31f. Air filter cleaning no [ Y el gl cmhs 31f,
na [ by
ves KI =
31g. Wiper Water top up NO [:] b zla i cilaliead ole dilal 31g.
na [ shiy
ves XI
31h. Clean engine using air gun NO D Y el Gutee planiuls o paall Caas 31h.
va [ smy
3 27. Were any of your questions related to :is ?’; Aalaiall bl (g ol uic :‘T‘té\.-“ w Ja 27 3
lube change answered? YSITR EEES BT Pe
na [ akuy
5|28 t[:]ig (t:r;? staff place the mileage sticker in :Zs % ": m@mﬁijﬁf)\;ﬁ 28 3
. nAa O by y €5 and
YES pa
4| 29. Were you offered a receipt voluntariy?  no [ ¥ S0 ad il Jeay e e Jb 20 14
na [ iy
5. REST ROOMS AND MOSQUE peaall g (alaall [l 53) Al g .5
Scores Critical Areas Akl el L
3 30a. Were they adequately stocked with all YES % el e i & b 3eae S Ja 30a 3
necessary supplies such as soap? NO ¥ o gball Jia
na [ gy =
3

Lube change.doc




4 +

Scores Critical Areas Al Vol Ll
. YES pd o
30b. Were they adequately stocked with all 0 v A5l e liuall aaens 3 jeae 2ilS Ja . 30b
necessary supplies such as toilet tissue? coll gill (3 39 Jia
NA [ sy
30c. Were they adequately stocked with all YES ard L mall e il & 8 eme S Ua 30c
necessary supplies such as paper towels? No [ ¥ 48 ol idliall Jia
(paper towels are not required where fully - Gldiaa B¢ sie dygllas pe 4d ) uiliall)
operational hand dryers exist) N/A Gubis ¥ (9 2
31a. Were sinks clean? YES m pad ol f ,"'&"d:n\-‘:l‘;‘&flld?“.31a
require comment when marked ‘No’ no [ Y a2 YT Ay S 1y
NA [ gassy
- PR —
31b. Were mirrors clean? ves [ (2 ol ) g \flid;r‘j\-.‘-&d?\.Mb
require comment when marked ‘No’ no [ ¥ sl o MY Aa Y S 1
NA [ sy
- TR CE
31c. Were hand dryers clean? ves X] pr . TML" "sdfzj,ﬁmt:”u&lsdr |‘31C
3 require comment when marked ‘No’ no [ ¥ il o2 MY LY s 1y
NA [ sy y
- TR VT
31d. Were dispensers clean? YES m e . wj‘“ u’*ﬁ,ﬁbi:rﬁsd? |'31d
require comment when marked ‘No’ no [ b st o MY ALY S 1y
NA [ ssy
vEs B
31e. Were toilets and urinals clean? Nno [ Y $ddss Joll Sl il da 31
NA [ gbyy
32a. Were doors clean? YES m s o ! ~",,”,,L",'b\f‘ ‘Cdj'l-isd?‘.%a
require comment when marked ‘No’ Nno [ Y sl o2 MY ALY a1y
na [ sy
ves K]
32b. Were walls clean? Nno [ y faads el CuilS s 32
NA [ sauy
ves I
32c. Were ceiling clean? no [ Y fahi B oIS Ja 32¢
NA [ syy
YES pad
2| 32d. Were vents clean? No [ by fadas Ml il Ua 32
Na [ sbuy
32e. Were floors clean? ves A pd - ?*sél"j"“;&'*ff;“i‘f‘—_‘gl?‘ﬁZe
require comment when marked ‘No’ no [ b sl o2 MY AlaY) il 1)
NA [ sduy
ves XI
32f. Were baseboards clean? Nno [ ¥ ik Saaldl) & ) /lisd )5 cilS Ja 30f
NAa [ gy
YES pd
32g. Were grout clean? NO D b Seapai L3 S Ja .32g
NA [ gwsy
4

Lube change.doc




- s ¢
5 + +
Scores Critical Areas Aol @Yl Jatadly
YEs K]
33a. Were trash containers clean? NO |:| ¥ faadas Adledll Gl il Ja 334
p NA [ abuy 5
YEs K]
33b. Were trash containers not overflowing? NO D k| faiaild ye dalall clygla <l Ja 33b
NA [ iy
YES [X| au ) N )
2 34. Was the restroom smelling clean & NO D N (51 O5%) Adiaia g Aaad alead) As) el Ja .34 o
fresh (without any offensive odor)? Sl A SAal
NA [ aduy
: Sand alaall 4 Gl peadll anan CilS Ja 35
35. Were all the facilities inside the YES & g ¢ ¥ GA*‘: Iy
restroom in good working condition? . w4 et
2 require comment when marked ‘No’ no [ ¥ il o MY Y s ) 2
NA [ iy
3 €(5) ik daall AclE i L (IS
36. Was the Mosque premises clean? ves [ o ( ). );“ ) g LLL;TMELS ﬁ 36
2 require comment when marked ‘No’ Nno [ ¥ sl e el 2
NA X by
Comments: rbBadlall [ galaddl
FOR OFFICE USE ONLY L Cgall alasiud
Usaall BART Jalaily uls:‘l\ aall ,
0, - - . - ‘
& ACTUAL SCORE MAXIMUM | FValuation +
Approach and Cleanliness Zalaill o YY1
Greetings and Initial Checks | ¥l ClSudilly s 51 (2
Appearance and Behavior of il sl ol s sedae |3
Staff i -
Service waall |4
Cleanliness - Restroom and Clalaad) — Akl |
Mosque Sl
TOTAL £ gaaall
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