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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center E
O < u Emarat [ O @ Eppco / Enoc / E g Adnoc
SHOPPER CODE DATA ENTRY EDITING , ., CsA SR. #
I 5 8 Name Number | Name Number | Name -Maieleh Number
Meppatd [A[ ARIRR (8
Gender Height Built Spectacles{ Beard Mustachel Ethnic Groups
M F TM S | T | M | F [Yes| No|Yes] No Yes | No |Indian [Pakistani[Filipino |Expat. Arabs| Others:
IDD.DDBDDDDDD O O
EMIRATE V;zz:z:‘ AbuDhabi | Dubai Sharjah Al Ain l(J]TvTaﬁll Aman | R25 1 Fujairah
| O O X [ O O O O
SITE D Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
F169] 6| | 05 | ©i3 ol 2 | O] | |4:40]/5:06
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday I Monday ] Tuesday IWednesday] Thursday ] Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
VISIT VISIT
0O O @ O O O O 0O ™ O o 0O
1. APPROACH AND CLEANLINESS -AaUasl 4 &,I\Jﬁ\‘x‘ 1
Scores Critical Areas Aulud @Ylaall Jaais
ves [ o s .
1. Was there proper sign to the Lube no [ g dihio Je YAl dsalyda dellia S da 1
changing bay? Sy W sl
T RETY
_ ves A
3 2. \é\:s:;;zcli%be changing area clean and NO D g TR ey ik e ki cilS da 2(3
nA [ ahiy
ves 0 = ‘
4|8 Was there any oil leaking and fallingon 57 q Gleae dgy il s gl s S a3 4
to the floor of the lube bay ? Sy 3 i dibie A ()Y
A [ shiy J
ves [
21 4. Were the waiting area and table clean? NO L__] ¥ aayda; Al Ually Uiy ddhie CiS o 412
na [ sduy
ves [
. levision in th iti TR o
5|5 \\fvvoariitnh;?te evision in the waiting room o ] v kavida e Adengpilill gsds 512
wa [ by
ves [ & . R .
6. Was the board displaying complimentary O q Al lgle jela Al Asll oS a6
services neat and clean? ® S Chaalai g 440 je Aplaall Dleaddl
No P0eRD 32 nva D8 sy
2. GREETINGS AND INITIAL CHECKS ) el g qua il 2
Scores Critical Areas Al SNLaal) Loty
3|7 Was there any delay in approaching ves [ > a8 3 pali gl dia S ds 7 3
customers? no [XI Y Sl N gad b galt
8. Were you greeted in a friendly manner ~ YES p sl A dh il ds 8
(pleasant feeling)? NO y ¢ (2 ke
S8 Jda il gall & Cn g1 a8 elay Y1
5| If no, please describe behavior: Was it ‘f Je Li;X i; jiﬁ c.' ),‘ 15
arrogant, without any expression, normal e R O I (05 X v‘*"“. 2
etc..... ¢
+ 1 +
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Scores Critical Areas F O PON PR htash
9.  Did he guide your vehicle for positioning ygg m il glsall I ol Gala gall A6 Ja 9
3 at the stopper and asked you to switch el ol s il el b« 2 Ll ¢ e 13
the engine off? O VSl ik =R ol ol
10. When asked by customer, was the ; IS b edsandl (e Cals gl s Lodic 1
attendant knowledgeable of different Yes [4 e é‘-u e L }J - 10
5 P . . u|}lﬂ|JUﬁJl1ul;JJ/&‘ylee§; 5
grades of oil, filters and their relative NO D y ) A
benefits? fleta JS il 4d
YES X ax .. .
4| 11. Did he offer the waiting area to you? no [J g SV 4 e 4 anl elle jae o 11 |4
4112 Izg‘]vmeqstaff thank you as you were YES prd o5 S Laiy o S il pall 8 a 12 4
97 Dip NoT_SAY THANK yoU _ NO ¥
3. APPEARANCE AND BEHAVIOR OF STAFF S sl g Cuiligall gl 3
@or&s Critical Areas Al Lol PRI
, YES [X]
3 13. Z\rl]zsﬁt(;];umform of the attendant neat NO D Y ey Gl el Gl Gl S 13 (3
NA [ by
YEs X . ,
3| 14. Was the attendant wearing visible no [J g ey Ay (65 55 35 gall Cali sl S Ja 14 3
nametag? Tz im0 Al Lgale
NA [ iy
YES I .
15. Was he able to communicate with &e dual il e 108 Cal gl S a5
3 customer? Nno [ ¥ ¢ .- 3
? $Osl
NA [ shyy
YES ax
4| 16. Was staff courteous / friendly? No [ ¥ Slkal/la gy Caba gl (S Ja 16 | 4
NA [ sbny
4. SERVICE adll 4
[Scores Critical Areas Lol claall Llad)
. : S ) Capad (Saailly ik gall A3 a7
17. Did attendant check whether you need ~ YES LA i - u,u}-‘j P }A ¢
3 t r lete oil change? S0 o ol ol ALY pliags L 3
op up or complete o ge? no [J N o LelL
3| 18. Did attendant check with you whether ~ YES px 2 i) Lad i s gt 36a5 Ja 18 3
only oil is to be changed or oil with filter? No [ ) € alal 5 <y 3l ot i s
19. Did he check using gauge the quantity ~ YES pr PR Syl (5 sle Guliy s gl A6 Ja 19
3 required to be topped up and informed G A 3 S I Gl sl 3
you? no [ Sl Gyl Lol
P cu il ol e el Cals bad Ja 2
3| 20. Did the attendant check for oil leakages ~ YES o “Jj: ):ﬁ LU:} e j{iﬁ e 0 3
under your car from filter and drain bolt? NO D * fcy
3| 21. Did the attendant drain the used oil ves [X] ad o Jastoall cy 3l S &t el odl Bl o 21 3
completely from your car? NOo [ ¥ Tl (e
| 22. Did he ask whether you want the engine  YES o A aall due 3 S o dily da 22 5
to be flushed and did it if you agreed? Nno [ Yy feeliad) go Jla 4 iy
3| 23. Did the attendant fill the correct grade as YES D s 3 A g s Adlaly cals sall Bl Ja 23 3
you requested? Nno [ y el Al dajaiall
2
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Scores Critical Areas Ll cL Lial
24. Did hg requgst you to start engine and YES m a4 gy o jaall Qi o s ui dlie il Ja 24
3 leave it running for one and a half . sl sl e 3
minutes? no O 3y fhuaiy Adds saal Sl o
. W &8 e/Al paa f e cilasall <G 25
25. Did the attendant ensure that the carter YES m pr )!‘ Jj Lf . ; sas
3 bolt is tightened and th leaks? i lia G il L (8 s Bl 3
olt is tightened and there are no leaks? o [ N el
26. Did attendant carry out the following Lilaal) Gl sadll o) jaly alagall JE Ja 26
complimentary checks: -a
: ves A
31a. Battery Water top up NO D N el cle dilia) 31a.
na [ iy
ves B
31b. Coolant Water top up NO |:| b} coolant/a sl sle ddlia) 31b.
na [ ahiy
YES o Y1 A8 jalt JiU jlea <uyy Adlz) 31
31c. Auto Transmission Fluidtopup  NO  [J y RSO e ) TR ¢
(Osbisanst i)
va [ by
ves I~
31d. Brake Fluid top up no O ¥ Qe iiia) 34d.
na [ ey
YES % px
31e. Gear Oil top up NO ¥ oo [l oy ) il 31e.
na [ iy
YES % o
31f. Air filter cleaning NO b} ol sl il adais 31f.
NA [ sy
ves M &=
31g. Wiper Water top up no [ N ol Slallad cle dibal 31g.
nAa [ ey
ves @
31h. Clean engine using air gun no O Y eledl et aladils o el Ciulad 31h.
NA [ iy
YES > F { . .
3| 27. Were any of your questions related to 5 r“‘; Aslaiall dlilind (o gl Ao WY s da 27 3
lube change answered? NO o 3l Huad Alaas
wa [ amiy
_ , T YEs 0 s s e Gelipanabsdiide 28
3 28. 5112 ct;gf ’?taff place the mileage sticker in NO D y b Lk 3l Aileadl) /el e sLS) 3
N [ ssuy C
GPves O«
4| 29. Were you offered a receipt voluntarily? ~ NO Z] oy LA 22l Jea s e e 2914
Yeh o ASK FoR  RecePr na [ adiy
5.  REST ROOMS AND MOSQUE saaeeall g (alaad full ) AW Gi g 5
Scores Critical Areas Aaulad) c¥igal) Laash
3 YES i 3
30a. Were they adequately stocked with ali % ?,; A gyl Cile lall arans 3 jeae S Ja 302
necessary supplies such as soap? NO sl Jia
nva [ sy =
3
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Scores Critical Areas Apnaad) @Y Laall PRI
. YES e o
30b. Were they adequately stocked with all 0 g 3wl e el aaeay 3 jeae S Ja 30b
necessary supplies such as toilet tissue? NO collgill 5 39 Jia
N/A Gubaia ¥
30c. Were they adequately stocked with all ves O] ani Ayl Gl sl &t 3 ee S da 30¢
necessary supplies such as paper towels? NO D y 48 ) o) Cidiliall Jia
(paper towels are not required where fully > Sldiaa 855 vie dygllaa e 4,4 Cadliall)
operational hand dryers exist) N/A by ¥ (AY i
; s Jubdl ol
31a. Were sinks clean? YES = o gl "'Y'i\;}(luj ‘lsdel'sm
require comment when marked ‘No’ no [ ¥ T 2 i
A [ gy
; 3005 Ul <l
31b. Were mirrors clean? ves X o i g :\'_’fyr"f 'LSJT.\.31b
require comment when marked ‘No’ Nno [ b T > S
A [ gy
7 5 $adls; } Ciladaa Cuilg
31c. Were hand dryers clean? YES o i i L‘sAfi;.. L\;y‘uj .Lsdg‘.31c
3 require comment when marked ‘No' no [ ¥ Tt S AKLRY
NA [T sy
¥ : A8y o sbiall laSle cils
31d. Were dispensers clean? YES o . }:‘M hed "y':_,{;yrlj 'LSJTM' 31d
require comment when marked ‘No’ no [ b Gt it
NA [ gy
ves X
31e. Were toilets and urinals clean? Nno O N Ak ol ASa cils s 31e
NnA [ gayy
; faalai ol oY) culs
32a. Were doors clean? ves [X] o o 1) “"\J"&.—'L}liyr\j _LSJTM'32a
require comment when marked ‘No’ no [ b Gt ARl s
NA [ gy
ves ]
32b. Were walls clean? Nno [ y fakai aall cilS Ja 32b
NA O sy
YES pai
32c. Were ceiling clean? Nno [ y flalss il oIS b 32¢
NA O gy
ves X
2| 32d. Were vents clean? no [ y fagk MUl <l Ja 329
NA [ gyy
32e. Were floors clean? YES m pri o gl M“*L‘j,,?}fz lf;ris lSJ‘tM.32e
require comment when marked ‘No’ NO D ¥ - e S 12 !
NA [ Gayy
YES pai
32f. Were baseboards clean? Nno [ ¥ Ak sae @l o~ o hailall i 5 cilS Ja 32F
NA [ gbyy
YES pad
32g. Were grout clean? Nno [ N feasks LU (S da 32g
NA [ sy
4
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Scores Critical Areas Apulolh claall Lail
YES pxi
33a. Were trash containers clean? NO D b fhala Aaladll Gl gla calS Ja 33a
) NA [ gy 5
ves [X] o=
33b. Were trash containers not overflowing? NO D b Phaild e dalall clygla il Ja 33b
NA [ iy
ves [X] o= o )
2 34. Was the restroom smelling clean & NO D N &b 0sw) Adaia g Aidsi pleall Aai) ) S Jda 34 5
fresh (without any offensive odor)? olaall b Ay S Aa
NA [ by
M 3 alaadl 8 G jagadll anan LT
35. Were all the facilties inside the ves [ s dedelocetien e %
restroom in good working condition? L. B T e
2 require comment when marked ‘No' no OO v gasll (o2 YT ALY S 1Y 2
NA [ ey
b £(5) caukhd daawall 4cld 5 e o\S
36. Was the Mosque premises clean? YES D px ( ). );S‘ j ,,:; LL‘;T‘,Q&‘\? .36
2 require comment when markedﬁye’\ no [ ¥ gt A ) SR 2
Comments: sl f galaddl
@ No Mo@ug: @ Seu fgen  ggp  FoR EATER ..
FOR OFFICE USE ONLY 183 uisall aladiu N
Flaeuall BED) | BED el -
9 ¢ luation: + adil)
% ACTUAL SCORE mAXiMum | Evaluation P
Approach and Cleanliness Adtdadl) 5l 8 11
Greetings and Initial Checks | “s¥) lSuidlly o 3V 12
gzapf?arance and Behavior of EIOU I JUVRE S £
Service iaaall j4
Cleanliness - Restroom and ldbaall — 2k |
Mosque daaall
TOTAL £ gaall
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l SERIAL NO.

3[3]1[x

[STRIBUT ION

SHAHABA S/5-76

SHAHARA AREA
SHARJaH

ADNOC H

r—— PR e e e

r_" ﬂ A'!‘ 4 :.l"‘ PR o
Lik i Rt OTAL
Vo L3, O a0

hd. 00
CASH PAYMENT | 63, 00

fou were served by Operator 1
DATE 05/06,2012 15:06 11 53 01 7284

Thanks= . + Shopping ......
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