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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center &
0] it Emarat | [ @580 Eppeo/ Enoc | B @i Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Ij # Name Number Name Number | Name I INurr|1berI L
Gender Height Built _ Bpectacle§ Beard | Mustache] Ethnic Groups
TF |JTIM s ™M | F | Yes| No|Yes| No|Yes] No [indian [Pakistani|Filipino [Expat. Arabs| Others:
IZID.DEIDIDDID-DIEDEI O O
EMIRATE ";‘:Z‘IZ';‘" AbuDhabi | Dubai Sharjah Al Ain gﬁ":’“af;" Ajman K';:fm"‘ah Fujairah
O O O O O O O O
SITE ID Month Date _ Amount (Dhs) # of vehicles # of staff Time In Time out
YYTJ| O0le|O[8 1 éls [ ol | oll 18011840
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
vsit T 0 O ® O wst | O O O O O O X
1. APPROACH AND CLEANLINESS :iﬁu&ﬂb gbﬁ‘g\ K|
Scores Critical Areas Tl claal L
ves X - o .
1. Was there proper sign to the Lube no [ y ddhic e VAl daal gdad ia oS da 1
changing bay? NS\ e
na O sssy
_ ves KI
3 2. \é\:gasr:ir;ié%be changing area clean and NO D Y Sy Aadai cu il s Aikaie cal J 213
NA [ iy
vyes [ . .
4|3 Was there any oil leaking and falingon Kl g e ae gyl o igldia gSda 3 4
to the floor of the lube bay ? S M it Addaia & )Y
nAa O sy ]
ves I
2| 4.  Were the waiting area and table clean?  NO O b eaadat A gall g ety ddhaie S Ja 412
va [ asiy
5. Was the tel h YES ““':
. the t ision in t iti ey e . s o
P W;Is(inge? elevision in the waiting room no [ g VI AL U3 den sl S Ja 5 |2
va [ sy
ves [ - s s
6. Was the board displaying complinentary 5[] q Aali e jedas A Aa gl cils Ja 6
services neat and clean? - Saiuai g 455 pe dulaall leasd)
No__poARD A RO sy
2. GREETINGS AND INITIAL CHECKS ALY clsudall g qus ) 2
Scores Critical Areas FE IR RLAN PO PR
3| 7. Was there any delay in approaching ves [ p s/ Bl 3l gl dua S da 7 3
customers? Nno [X] N Soibl gad cals gall
8. Were you greeted in a friendly manner ~ YES O px csbl) s da b dh il 5 da 8
(pleasant feeling)? No [ N § (z ok
S -Cakh gall & glis Caia ga 28 Sla Y 1)
51 If no, please describe behavior: Was it Li :3: \:j . jj; j;i g.' ).‘ K 5
arrogant, without any expression, normal @ e Rl o8 O L) R . ""@"";
etc.....
0Ib NoT OGIREET
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Scores Critical Areas Aol claalf Lmyl
9. Did he guide your vehicle for positioning  ygg ; Liadl Al 3 Sl o ol oal A
3 at the stopper and asked you to switch m F~ ‘:‘” ‘Lf 0. G‘l&: k..\iL ukﬁ| ?9 dA 9 3
the engine off? O ¥ e oadl ik w5 8 bl alagy
10. When asked by customer, was the 7 . JS A el (e ks all Js Lonie
5 attendant knowledgeable of different YES e i:jﬂ:)_“ & ‘ )il C_“:‘J / ﬁ?l df“ 10 5
grades of oil, filters and their relative no [ v = akid s - f"k‘
benefits? flesa JS il 5i
YES [X ; .
4| 11. Did he offer the waiting area to you? NO 'u; Uty i e b Uyl e e da 11 |4
4|12 lDiaci\;::e’?stc-n‘f thank you as you were YES px ol S Ly o S il gl o8 Ja 12 | 4
NI Dip NoT_say THANK Y5 NO ¥ 2
3. APPEARANCE AND BEHAVIOR OF STAFF pgSola g (ndla gall e 3
Scores Critical Areas Al eaall Jatadt
, YES px
3 13. z\ézsﬁ?;)umform of the attendant neat Nno [ Y 9L5 e Gl el il Gl oS s 13 (3
NA [ seny
ves [0 .
3| 14. Was the attendant wearing visible No [X q Dea Ay (o3 5y 3 g el i gl IS Ja 14 3
nametag? |2 Sz po 9 dand Ledle
No_ NAME At NA [ shny
YES pu ;
g3 15. Was he able to communicate with No [ q & dhal gl o 1506 Cala gl IS Ja 15 3
customer? s
NA [ gy
YES pad
4| 16. Was staff courteous / friendly? No [ y Sadal/la soy cala sl IS a 16 [ 4
NA [T sy
4. SERVICE sdaadlt 4
Scores Critical Areas - Agulel) NGl L]
; 28 of e 3aaill cals gl LG 1
17. Did attendant check whether you need YES E P ,% U u)’d sa . }d f A7
3 h lete oil change? S ot ol Gyl Ay liag s Ll 3
op up or complete oil change’ Nno [J v el
5| 18. Did attendant check with you whether ves X axd 28 S 1 Lagd e ol gall (Bia5 s 18 3
only oil is to be changed or oil with filter? n@ O N § Al 5 30l dadd ey 1 s
19. Did he check using gauge the quantity ~ vgs [X] ard phIul S 0 (5 e iy il ol G Ja 19
3 required to be topped up and informed g Al Sy A I ol ) 3
you? Nno [ Sllyy il Lyl
§0m W G G Bl il gl A8
3 20. Did the attendant check for oil leakages YES m o uﬁ;ﬁgj jﬂﬂ‘.m oﬁj e 20 3
. ; ., 3
under your car from filter and drain boit NO D reu
3| 21. Did the attendant drain the used oil Yes & P danionall @3l IS i Cala pall B8 Ja 21 3
completely from your car? No [ Ny Sl jbus (e
2| 22. Did he ask whether you want the engine  YES Ay el ey S o @il Ja 22 2
to be flushed and did it if you agreed? Nno [ ¥ gl o Jla 6 lly
3| 23. Did the attendant fill the correct grade as YES X s <yl A ifp s il Gl gall o5 Ja 23 3
you requested? Nno [ y fleidh il dspaall
2
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Scores Critical Areas Apubadlt cal Jalailt
24. Did he request you to startengineand  ygs a8y o yaall Qs o gl o e il Ja 24
3 leave it running for one and a haif O it < dads padl il Alls 8 3
minutes? NO O b i bual g 4383 saal il 7
. W 48 e /A gala (ff (e abasall SU Ja 25
25. Did the attendant ensure that the carter ~ YES o )S, ,Jj. L‘J . f s
3 bolt is tightened and there are no leaks? gﬂ‘_\uu“*&“’w&@“%w 3
olt is tightened and there a > no O g feg
26. Did attendant carry out the following \ Lilaall Clia saill ol jaly alagdl B da 26
complimentary checks: ROk
ves @~
31a. Battery Water top up no O N el e ddla) 31a.
na O sy
ves M
31b. Coolant Water top up no O y coolant/a sall ele L) 31b.
nA [ iy
ves [X] - 91 A< ol JB jlea ) AdLa] 1
31c. Auto Transmission Fluidtopup  No [ g IR Sl s 31c.
(st )
na O akiy
YES ad
31d. Brake Fluid top up no O ¥ Jalill cyj sl 31d.
va O sy
YES % axd
31e. Gear Oil top up NO b s [l 2y j AdLL) 31e.
na [ seiy
ves X o
31f.  Air filter cleaning no I y gl ik 31,
na [ sduy
YES pod
31g. Wiper Water top up no [ N IGURCHRE IR 31g.
na [ sduy
ves M
31h. Clean engine using air gun no O Y ehsall Jatuae plasiuly o el Cadais 31h.
na [ amiy
YES Fo .
3| 27. Were any of your questions related to O ?: Alaid) etilind (e gl e DaYt @ da 27 3
lube change answered? NO PG VP Sl W DU
va O sy
. ,  yes @ 23 Of Geale i Calasall 5 Ja 28
3 28. I&):g (t:r;? gtaff place the mileage sticker in NO . 0 N o Leinlsd RETEEI [ i sl 3
v O ey €5 )
(3 vesO
4| 29. Were you offered a receipt voluntarily? ~ NO, Y o0l oMl Jeag e m e Jo 29 |4
HAD 1o Ask  For THe ReCiePr A [ sy
5. REST ROOMS AND MOSQUE s2amaall 5 (alaadt feuli ) AN 2 L5
Scores Critical Areas ER I PN Jataal
3 ves 1K i 3
30a. Were they adequately stocked with all E P: Ay g el il Slinsall a3 jeae i< Ja 302
necessary supplies such as soap? NO Sogball Jia
na O gy =

3
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Scores Critical Areas LW, (LN PN PR
_ YES O . _
30b. Were they adequately stocked with all nvo [ v Al e el g 3 3¢20 2ilS Ja 30b
necessary supplies such as toilet tissue? Call gilf (g 199 Jia
NA [ sy
30c. Were they adequately stocked with all ves [ o A gmall il il & 3 eae il a.30c
necessary supplies such as paper towels? no [J v 48 ol Cidliall i
(paper towels are not required where fully Gldiae 85 sic dygllaa ye 438 ) ailial)
operational hand dryers exist) N/A m Gy (Y1
: Ak Jubdl s
31a. Were sinks clean? ves X px L al ‘,,y,‘,'lfl:]yr‘: 'LSdT'\-S‘]a
require comment when marked ‘No’ no [ ¥ e S R s
NA [ gy
: 2k Ul s
31b. Were mirrors clean? YES = ol 4,‘,‘;:‘ L'fy;_u 'lsdT' "31 b
require comment when marked ‘No’ no [ b st o MY Aay) S 1y
NvA [ gy
* ; PRI FRORERTS
31c. Were hand dryers clean? YES o ol ‘ﬁlfz!,,‘—lu;yrf ~1sd? "31(:
3 require comment when marked ‘No’ no [ b cea sl o2 ety
NA [ sy
s faka8 o ghaall Sl il
31d. Were dispensers clean? ves i o , J::ll o "\1':_'[;311;? .\Sdl"sw
require comment when marked ‘No’ No [ Yy Gl TS il
NA [ sy
YES pai
31e. Were toilets and urinals clean? Nno [ N faaas Jpall Sl culs Ja 31e
NA [ gy
X ; Paahs Ol oY culs
32a. Were doors clean? YES e il ‘..Y.:jfyﬁ .Lgdl‘ﬁza
require comment when marked ‘No' Nno [ b G el o It
NA [ gwiy
ves Ml
32b. Were walls clean? no O Y fadbai Gl il Ja 32
NA [ sy
ves I
32c. Were ceiling clean? no [ b fihi il S da 32¢
NA [ gmsy
vEs [
2| 32d. Were vents clean? Nno [J ¥ fhada; MLl cilS Ja 32
NAa [ sasy
; faaalhy il ) il
32e. Were floors clean? ves [X] (e gl i ..?.." ;uiy‘uj .‘SJTM.SZe
require comment when marked ‘No’ NO D ¥ & A R
NA [ gy
ves (I
32f. Were baseboards clean? Nno [ ¥ ke sacldll o o il i 5 culS s 30f
NA [ sy
ves X axd
32g. Were grout clean? no [ ¥ feadss L3 S Ja .32
NA [ gy
4
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Scores Critical Areas Tl ¥l PR
YES pai
33a. Were trash containers clean? NO D b Sasas Aoladll iy fa S Ja 33a
NA [ gy
2 = - 2
YES pai
33h. Were trash containers not overflowing? NO D b Chails e Aaladll byl i€ da 33b
NA [ @iy
YES ]

2 34. Was the restroom smelling clean &
fresh (without any offensive odor)?

@l Cs) Aaia g Appdal dlaal) At ClS o 34
no O 3 Sl g S Ay | 2

NA [0 asuy
7 : Jant el 3 el pen lS Ja
35. Were all the facilities inside the YES o el C_MQ: dsd; 35
restroom in good working condition? e N et
2 require comment when marked ‘No’ no D 3 g sl o2 YT ALY il 1 2
NA [0 asiy
; T3 i sl 2B o i S
36. Was the Mosque premises clean? ves [ e (b). ,;l\ ' ";: ,L‘?‘B\Sﬁ 36
2 require comment when matked ‘No’ Nno [0 ¥ gra s 2o T Al s 2
NO N(OS @UE. \“'/) N/A E.h...\)
Comments: scBaadall [ 3ulaill
@ o MosQue.
FOR OFFICE USE ONLY L Coall P\Aﬁu\l
Aaalt Jalal LAl Jey) aall .
9 . E ion: : aneil
to ACTUAL SCORE | maximum | Dvauaton o
Approach and Cleanliness adtaill 5 ol @Y |1

Greetings and Initial Checks AV il g s 1l 12

Appearance and Behavior of il pall Gl s sehae |3
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Staff
Service aeaall |4
Cleanliness - Restroom and clelasd) — Akl
Mosque daall g
TOTAL £ saxall
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