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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center &
DGU\—«.‘ Emarat [ 00 /58 Eppco / Enoc / m &g Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
‘ O Name Number Name Number | Name . Number
I3 ' Bayin | 14900
Gender Height BUII Bpectacled Beard | Mustache] Ethnic Groups
TTM S | T [M [ F |Yes ]| No|Yes| No|Yes] No |indian [Pakistani[Filipino [Expat. Arabs[ Others:
EDDEDDEDIDDEDEDD ] O
EMIRATE' V;:Z‘;’ﬂ" AbuDhabi |  Dubai Sharjah Al Ain g’;‘;‘aﬁ" Aman | RasAl ) eyjairan
O O O . O O O O B,
SITE ID Month Date Amount {Dhs) # of vehicles # of staff Time In Time out
Flell ol4] i1 | %o Ol L | o]® [19:30 |Qo:04
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday | Mmonday I Tuesday lWednesdayl Thursday [ Friday
TIMEOF| 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAYOF
VISIT D D D E VISIT D D D D E D D
1. APPROACH AND CLEANLINESS :ﬁw\‘g s.a\ﬁ\‘l\ A
Scores Critical Areas Al el Laas
YES (X (u-' N
1. Was there proper sign to the Lube no [ dshaie Ao AYal daiial A gl llia IS dA A
changing bay? Syl s
nva O ;;ehiw
_ YES ol
3 2. \é\:ga:ntigzcljl;be changing area clean and NO D TGy Akl Cy Y et dihieciS Jo 2 |3
nva O sy
vyes [ w i )
4|3 Was there any oil leaking and falingon 5 . o de gy cul oy gldia (S ds 3 4
to the floor of the lube bay ? S W i Aslaie b (i)Y
na O sy ’
ves I &
2| 4. Were the waiting area and table clean? NO [] ¥ ke 4l gUall 5 jUaiy) dshaie cilS Ja 4 (2
na [ gy
5. Wasth levision in th iti VES g o
2% Woiiinge?te evision in the waiting room NO D N ¢yl 3 e Qe 0580 S Ja 5 (2
na [ akiy
ves P - o
6. Was the board displaying complimentary ] q Aald lgle pedas sl sl da 6
services neat and clean? Sdadas g A8 ye Aulaall Claasdl
na [ iy
2. GREETINGS AND INITIAL CHECKS Y il s qua A 2
Scores Critical Areas Aalal) cflaall pAH]
3|7 Was there any delay in approaching ves [ px o/l B8 b yali gl la giSda 7 3
customers? Nno B Y ol gas cals gl
8. Were you greeted in a friendly manner ~ YES ] px sl 05 A )l cua M s 8
(pleasant feeling)? NO & N ¢ (zhe
< Calh gall & s Cim gu o8 Ela oY 1)
5| If no, please describe behavior: Was it v :é: ki;l J:;_; j:d\?j PO 5
arrogant, without any expression, normal YA omal Oe X :—h-‘:“
etc..... .
nonmal , bt no Q(@.&hncf&
§ a
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Scores Critical Areas Fanled) el Jalaih
9.  Did he guide your vehicle for positioning  ygg [X] ; Ladl a3 sl L ol oadf W16
3 at the stopper and asked you to switch ™ :,:: “,) o ‘;L‘:i . :j ¢ ‘;h -9 3
the engine off? O ¥ e adl ik i 5 )bl alsy
10. When asked by customer, was the . IS Ja cdsanll (o Cals gall Ju Lexie 10
attendant knowiedgeable of different YES E‘ e ‘,;hu . e L }A o )
5 g . ) ulﬂ‘;uﬁjluL;Jd/t\y‘umeh 5
grades of oll, filters and their relative Nno [ N . AR
benefits? Tleia JS 23 48
YES ; .. .
4| 11. Did he offer the waiting area to you? e oMY A8 e g Uanyl e vae da 11 (4
Din x0T oFffce NO ¥
4|12 Il‘)aiadvggg?staff thank you as you were :Zs % ?’;- € 005 S Laiy K2 Cali S8 a2 |4
3. APPEARANCE AND BEHAVIOR OF STAFF (adSalag il gall sa 3
Scores Critical Areas Lyl Yol L
. YEs I
3 13. Z\r/ssti?;?umform of the attendant neat Nno [] Y L5y Gl enlall il ) Gl S da 1313
NA O sy
YEs A .. _
3 14. Was the attendant wearing visible no [] y ey Ay (53 5y 2 sa gl Cals gal S Ja 14 3
nametag? Cz i 59 dand Lele
NnA O iy
YEs .
3| 15. Was he able to communicate with no [ q o deal sl e 108 ala gl (S a0 15 3
customer? fo
na [ ssny
ves ]
4| 16. Was staff courteous / friendly? No [ ) Sadal/fagoy Cala gl (S Ja 16 |4
na O ssay
4. SERVICE dandll 4
Scores Critical Areas Tl YLl LG
; St L e o saailly Cals b8 Ja 17
17. Did attendant check whether you need ~ YES | o R uﬂ i }d ¢
3 top up or complete oil change? S5 ol ol Sl AdlaY Fliad s 3
pup p ge: No [ y ¢ JulslL
| 18. Did attendant check with you whether ves px 38 S ) Lagd el ol gl Gaai s 18 3
only oil is to be changed or oil with filter? No [ N el 5y 3 of ada oy Sy
19. Did he check using gauge the quantity ~ YES X i R Syl (5 slse by il gl L6 8 19
3 required to be topped up and informed G (Al Sy ARSI G el il 3
you? Nno [ Y Sellly elal 5 Ll
PO Cu il Gl e Al cals gl LG 20
3 20. Did the attendant check for oil leakages ves pri O* uﬁ):/‘:_‘;ij Al ye ajij ud:; 3
. ; Y 2
under your car from filter and drain bolt? NO D y e
3| 21. Did the attendant drain the used oil Yes B Jantasall 3 S &y i il gl A2 Ja 21 3
completely from your car? No [ Yy Tl Jlw (ya
2| 22. Did he ask whether you want the engine ~ YES [ s & aall Joe 3y i€ o) @il a0 22 2
to be flushed and did it if you agreed? Nno O Y kil o Ja 4 Sl
3| 23. Did the attendant fill the correct grade as  YES B~ Sl Aa yofp 5 Al Caba gl 8 Ja 23 3
you requested? no [ N el il dapaall
2
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Scores Critical Areas Ll Lt Liai
24. Did he request you to start engineand  ygsg [X] a8 iy @ jaall Jni a8 of lia calla Ja 24
3 leave it running for one and a half b Aad Ll Al 8 3
minutes? no O Y iy 483 sad Jpidl <
. e 3 A8 e /Al gelia (ff (je cala gl 256 Ja 25
25. Did the attendant ensure that the carter ves X pr JX- .):. MV ; P
3 bolt is tightened and there are no leaks? i il 43l LS B s Aihe 3
olt is tightene aks? o [ v ey
26. Did attendant carry out the following Alaal) Clia gadll ¢l by calagall JE Ja 26
complimentary checks: saafall
ves B~
31a. Battery Water top up NO E] P g Ut el diluca) 31a.
A [ sy
YES o
31b. Coolant Water top up no [ b coolant/all ela dilz 31b.
na [ sy
YES ~ W3S pall JBU Slea )y ddlal
31c. Auto Transmission Fluid top up NO D b S A )LGT\ ) I 31c.
(0 shaant 5)
na [ sy
YES o
31d. Brake Fluid top up NO D b Jal it ey ) Al 31d.
na [ sy
ves K]
31e. Gear Qil top up NO D b} oo [sall oy j Al 31e.
na [ sy
YES o
31f.  Air filter cleaning no [ y el gBaks 31f,
na [ adny
ves K|
31g. Wiper Water top up no [ v cladl claliad cetilal 31,
nva O sy
ves K|
31h. Clean engine using air gun NO D Vel Gt alasinly o el e 31h.
na [ sbiy
ves D4 o et 1 e, ]
3| 27. Were any of your questions related to ] gl it o ¢l WaYl i da 27 3
lube change answered? NO ¥ S ) it dalaxy
nAa [ sy
_ _ o yves o 236 (e Grale g cilasall J5 Ja 28
3 28. aléj ;r;? gtaff place the mileage sticker in NO D N o Lginked Ll ALl /) sia sLSH 3
na [ sesy £l
ves B =
4| 29. Were you offered a receipt voluntarily?  No [] N 0L Ml Jhagelie aje da 29 14
na O sy
5.  REST ROOMS AND MOSQUE saaeall g (alaad) foull 55) Al M o g 5
Scores Critical Areas Tl YLl BRFH]
3 ves A 3
30a. Were they adequately stocked with all O ?:‘ a5 pall ol il mreny 8 jene S Ja 302
necessary supplies such as soap? NO Cosball Jia
va [ gy ==
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Scores Critical Areas L) cilaall Jaldsh
YES 3 R
30b. Were they adequately stocked with all % ?‘; sl Gle el asans s 3 S o 30b
necessary supplies such as toilet tissue? St ol (5599 Jia
NnA O ayy
30c. Were they adequately stocked with all ves [ aai Al e il e 3 3eae S Ja.30c
necessary supplies such as paper towels? NO [:I N 48 ) ot cadiliall Jic
(paper towels are not required where fully Clidas i 65 dic dy5llan e 38 )l Cadlial)
operational hand dryers exist) na B sy (1 4
] v . Caaulas i
31a. Were sinks clean? YES e L w::lf'fyr‘f;&%"ma
require comment when marked ‘No’ no O ¥ sl (o MY Ala Y S 1y
NA [ gy
: 2a; Ul s
31b. Were mirrors clean? ves 4 px L al 4,3,";: :)ljyrf 'LSdT' "31b
require comment when marked ‘No’ no [ ¥ S g
nva [ gy
X s faaka; VI Ciliiae il
31c. Were hand dryers clean? YES s o gl : @Af,\‘jy,:_",‘_‘l;yrf .Lsd: "31(:
3 require comment when marked ‘No’ no [ b G e Al 3
NA [ sy
. faahi ) sleall GiliSle cuils
31d. Were dispensers clean? ves [4 px i ,::Sl el ,,y,:_'aiayr\f ,GJT. "31d
require comment when marked ‘No’ no O ¥ (S AT S e
NA O] sy
vEs [X
31e. Were toilets and urinals clean? no [ ¥ gk Joall Ak cis b 31e
NA [ sy
\ Cauln; N el
32a. Were doors clean? YES E e 2l 'ﬁ:’;jf;‘ ‘15.154175‘.32a
require comment when marked ‘No’ no [ ¥ el o2 e
nva [ gy
ves A
32b. Were walls clean? No O i fapks glanll il Ja  32b
N
ves i =
32c. Were ceiling clean? Nno [ Y feahs caildl S s 32¢
na [ gy
ves ]
2| 32d. Were vents clean? Nno [ b faaha MU culs s 329 [ 2
NA [ Gbuy
s faalal ey Y1 g
32e. Were floors clean? YES m px o ’ ,,?,; :u)\jyr‘f 'ISLLT.'B‘. 32e
require comment when marked ‘No’ no [ ¥ G it
va [ gy
ves X|
32f. Were baseboards clean? Nno [ Y faddai saelall - o) flailadl )51 cuilS Ja 32f
NA [ sy
ves K
32g. Were grout clean? NO D ¥ feagka LUl S U .32g
nA [ gy

Lube change.doc




Scores Critical Areas Al ctaal Latadl
vEs 4
33a. Were trash containers clean? no [ b Ay Lalaall iy s i€ Ja 333
NA [ Gy
2 - 2
YES pxd
33b. Were trash containers not overflowing? NO [:l b il i doladll il sla il da 33b
NA [ @iy
YES pd N .
2 34. Was the restroom smelling clean & no [ N ) w) Ldaia g A plaall Aal ) <l da 34 2
fresh (without any offensive odor)? alaall 4 S A,
NA [ ey
X ; e alaall & ol jagaill puen 2ilS Ja L35
35. Were all the facilties inside the YES e e e e e
restroom in good working condition? L. s e
2 require comment when marked ‘No’ no [ ¥ gl (o2 Y Al Y s 1Y) 2
NA [ @iy
3 9(5) ok dawall Acld g e A
36. Was the Mosque premises clean? ves [ ( )_ j:ﬂ\ i ,,:;, L‘L‘:;‘;-.\A"L')LST; 36
2 require comment when marked ‘No’ no [0y st Pl = 2
N/A kY
Comments: scilaadlall / galeil)
FOR OFFICE USE ONLY Jagd igall aladiuy
Alaal) hlEil Blal e aal . 5
0, g . - ‘
% ACTUAL SCORE MaxiMum | Fvaluation: i

Approach and Cleanliness

BUaill, )@Y |1

Greetings and Initial Checks

A1 Sl a1 |2

Appearance and Behavior of

ot pall Al s el |3

Staff

Service FURESIN Y]
Cleanliness - Restroom and Gilalestt — ddldaill 5
Mosque Al g
TOTAL & saaall
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