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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center &
O <iu Emarat 10 aws Eppco / Enoc / & yal Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
l28 Name Number Name Number | Name Number
<o dool_|<ota ool ez ldlt]s] o |
Gender Height Built Bpectacled Beard | Mustache| Ethnic Groups
TTM [S ] T M [F [Yes[NojYes[No Yes | No |Indian [Pakistani]Filipino [Expat. Arabs| Others:
IZIDE]IZ]DDIZEIDIXIIEIIEIEIEID O O
EMIRATE ";:Z‘Iz': Abu Dhabi |  Dubai Sharjah Al Ain g’:};‘a{:" Ajman K':‘zism”ah Fujairah
O O O 0 O O O | Kl
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time in Time out
O3 7 6|6 oo |36 |oo of | olz2 (I3 3l
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
VISIT O O o o wst | O O 0O O O O
1. APPROACH AND CLEANLINESS A8 g i BY) 1
Scores Critical Areas v ) Yl Jatail
YES o e s
1. Was there proper sign to the Lube dihic e AVl daalgdaddllia S da 1
. no [ y o
changing bay? S W el
nva [ sy
2. Was the lub i d YES lZl e
3|2 orgasnideljl? e changing area clean an NO D Y S e Ak cy dihiecuS Ja 2 (3
na [ sy
ves [ = . . ot
al® Was there any oil leaking and fallingon o q e de gy cuillced gl s gls ds 3 4
to the floor of the lube bay ? Sy 3l s Adlaie 8 =Y
A [ sy J
YES pes
2| 4. Were the waiting area and table clean?  NO O ¥ gk Al Ul Usuy) Adhie culS o 4|2
na O abay
5. Was the television i it ves Bl
215 woa:’iinge?te evision in the waiting room NO D v ¢ Uyl & 2 & Sars s dl S Ja 5 (2
ey
YES o L .
6. Was the board displaying complimentary [ .’ iald lgle jedai Ml aiS da 6
services neat and clean? $aaudai ¢ A5 ye dilaall Cleaall
nva [ absy
2.  GREETINGS AND INITIAL CHECKS A g il g cua Al 2
[Scores Critical Areas Al clpal) Jataiy
3| 7. Was there any delay in approaching ves [] p i/ @ 3 pals ol b S da 7 3
customers? NO Yy el gan cala gall
8. Were you greeted in a friendly manner ves X o n,-t}lui._:) iPyigdham gl nds 8
(pleasant feeling)? NO |:| y ¢ (z ok
S Ja ik el sl Caa g B8 slay Y 1Y
51 If no, please describe behavior: Was it L‘: e \:;] . ilj; j:ﬁ ¢.' J..‘ > 5
arrogant, without any expression, normal g ol e I ¢ ) 9 s k—ké-\-'. 3
etc..... ?___CJ\
+ 1 +
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Scores Critical Areas Ll ¥ Laall PAH]]
9. Did he guide your vehicle for positioning  ygg X ; Lall LSl W s o s o) L6
3 at the stopper and asked you to switch = ~ :,:; ‘Lf . ‘:‘i&:i . ﬁ| ".\ﬁé -9 3
the engine off? No [] ¥ Tl il 8 8 )bl alay
10. When asked by customer, was the . NS cdsandl e s gl Jas Lovie 1
5 attendant knowledgeable of different YES m . iﬂfli Gl ‘ _,II déu-: / ‘JT;J .]l’.u e 10 5
grades of oil, filters and their relative No [ N = iy . A
benefits? flede JS i 4
YES X ; . .
4| 11. Did he offer the waiting area to you? NO ?: O oUanyl 48 e 8 Y elle vaxe da 1114
12. Did the staff thank you as you were YES p ¢ in et s N 5
ﬂ leaving? xo [ g TS Ly el sa Gl i s 12 [ 4
3. APPEARANCE AND BEHAVIOR OF STAFF (S sty Cpilipall jekia 3
Scores Critical Areas e Lot Jaldsh
_ YES pod
3 13. xzii?;unlform of the attendant neat NO D Y P e lal ualall Gyl Gl S 1313
vA O gy
YES o i
14. Was the attendant wearing visible e Ay (5 5y 3 g sl Call gl 1S {4
3 nametag? Nno [ v o . 3
g . Y s 50 dal Lo
nA [ sy y \Welo)s)
YES pad . .
15. Was he able to communicate with & deal il e 1508 ol gl 1S Ja 1 5
3 customer? Nno [J ¥ o 3
. oM
NA [ sy
YEs ]
4| 16. Was staff courteous / friendly? NOo [ y SLadal/a 5a 5 Cala gl o< 16 (4
NvA [ sy
4. SERVICE sl 4
Scores Critical Areas T} 2 Lanalt LLKTI’
; 23S o) Gl Cabs ool L8 X
17. Did attendant check whether you need YES o u u u)’—d T }d f S A7
3 t or complete oil change? 0wl el Qi ALY pliad s ) 3
Oop up p ger NO D y ¢Sl
3| 18- Did attendant check with you whether ~ YES K] 2 S ) Lad lia Calh gl 38a3 Ja 18 3
only oil is to be changed or oil with filter? Nno [J Y AN 5 a3 Al dass Cu 3l s
19. Did he check using gauge the quantity YES o bl 3l (6 s Gy Calh pall ABda 19
3 required to be topped up and informed R LRS- U S R oslasall 3
you? NO D b felly elalif Lol
PO Cull I e Al Calh ool LG .
3| 20. Did the attendant check for oil leakages YES oo “ﬁﬁjﬁ C:J A ot ﬁj :l:l 20 3
under your car from filter and drain bolt? NO D y g el
3| 21. Did the attendant drain the used oil YEs [X] sl 3l S i Cals gl edda 21 3
completely from your car? No [ Yy 9l Sl (e
2| 22. Did he ask whether you want the engine YES [] axd i P 3 g € o il da 22 >
to be flushed and did it if you agreed? NO N 9 i e Jla 6 ally,
3| 23. Did the attendant fill the correct grade as YES axd A s )3/g 53 Ailals Cali gl B da 23 3
you requested? Nno O y fleadla Al da
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Scores Critical Areas PO (LN PN Ja\aih
| 2 Diarereauestyoutosanongireand - ves Bl g s iyl o5 J e ot 0 24
minutes? no O N fuai s A add Jaddll Al 3
3 25. Did l_he.attendant ensure that the carter YES ¢ qiﬁ);dﬁj\}ﬁ;b jfﬁ 25 3
bolt is tightened and there are no leaks? no O N ecy 3l
26. Did attendant carry out the following Laladl cilio gadll o) jals calagall i o .26

complimentary checks: sagjull
YES pxd
31a. Battery Water top up NOQ O b Ay jtaall ole Al 31a.
na O sy
YES o
31b. Coolant Water top up no [ ) coolant/a_all el 2Lz 31b.
R Ry
YES o )
31¢c. Auto Transmission Fluid top up NO D k| R JLP w) uu\ 3tc.
(01 3apanait 5l
na [ abiy
YES o
31d. Brake Fluid top up no O y il ey dilal 31d.
nva [ sy
YES p
31e. Gear Oil top up no O v oo el iilal 3e.
Nna O sy
ves I
31f.  Air filter cleaning no [ y ol ks 31F,
wva O sy
ves X]
31g. Wiper Water top up NO D ¥ gla ol claliual ela diliz) 31g.
na [ gy
YEs XI o
31h. Clean engine using air gun NO O Y bl Gatie pladiuly ol jaall ol 31h.
nva O sy
3|27 :Nere any of your questions related to :KE)S % : Aalaidl) il e sl (e 3\7&.&?1‘ u:u J 27 3
ube change answered? Su M Huad Aleny
va [ sy
3 28. 'l(:t)wig (t:r;? gtaff place the mileage sticker in :is f: = @mﬁi:“?ﬁ)\jﬁ 28 3
' nva O sy 5
ves @
4| 29. Were you offered a receipt voluntarily? ~ NO D ¥ G )L a3kl Gagelle e da 29 14
na [ ssy
5.  REST ROOMS AND MOSQUE sapaaall g (alaad) feudl ) Aal M g 5
Scores Critical Areas Aalud ol Liai
30a. Were they adequately stocked with all YES = 3y g pall b Sliuall asans 3 jeme cilS Ja 30a 3
necessary supplies such as soap? NO O ¥ e sibiall Jia
NnA [ gy =
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Scores Critical Areas Ll ol Lta
YES i
30b. Were they adequately stocked with all no O ?‘;’ sl Sl Sliusall mans 3 3¢as cilS Ja 30b
necessary supplies such as toilet tissue? Sudlgill (g 59 Jie
NA O ayy
30c. Were they adequately stocked with all ves X av Ay el il il &2 836 S s, 30c
necessary supplies such as paper towels? NO D ¥ ?g’ ol Adlial) Jie
(paper towels are not required where fully Glidan 395 xie dyglhe e gl rdliall)
operational hand dryers exist) N/A D bl ¥ (¥ i
4 : il Sl culg
31a. Were sinks clean? YES P ol ‘"y'?;_,l_\yrf 'tsdT' |.31a
require comment when marked ‘No’ Nno [J Yy crasill o e
na [ gy

ek UL s 0 31p
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31b. Were mirrors clean? YES pud ol LAY s B
require comment when marked ‘No’ Nno [ b Tl oa o MY Ay s 1y
NA O gy
- TR R FRERTS
31c. Were hand dryers clean? ves [] - Sl “sdf,\é[,,gfu\:rf udf- |.31c
3 require comment when marked ‘No’ No O v s i
A B sy 1(_9/' <! HG\poon 220 o 0)
: L ) bl Casl s
31d. Were dispensers clean? ves B px M'T“ o "Y':_’LLY!;? 'lsdT' "31d
require comment when marked ‘No’ no [ b gl o et
NA [ ssy
ves X .
31e. Were toilets and urinals clean? NO D N $Aada Joath Akl S Ja 39 e
NA [ gy
; il b oY) sl
32a. Were doors clean? YES o o al M',L,L;,:',‘ }lfwuj .L;JT.an
require comment when marked ‘No’ NO D ¥ gl o Sl el )
NvA [ gy y
ves X1 pri
32b. Were walls clean? Nno [J Yy faaby lasll @ilS Ja  32p
VA [ gauy
YES poi
32c. Were ceiling clean? Nno [ Y S Caindl IS s 32¢
vA O gasy
YES poi
2| 32d. Were vents clean? Nno O y faglas Ml calS Ja 32d
| NA [ sy
N ; faada iz Y s
32e. Were floors clean? YES - ) - "?"-Af«_'f‘yr? 'tsdfsi 32e
require comment when marked ‘No’ NO D ¥ Tt (o> 0 a3 ol )
NA [ Gy
ves K]
32f. Were baseboards clean? Nno [ ¥ ALk sacldll & 5l failall 151 il Ja 32F
NA [ gy
YES ad
32g. Were grout clean? no [ b filas LG (S da 32g
| NA [ abyy
4
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Scores Critical Areas Tl c¥laall PATHI]
ves O
33a. Were trash containers clean? No [ b faidss Aalail) gl <ilS o 33a
N/A Gl ¥ )
2 Yes [] o
33b. Were trash containers not overflowing? NO O ¥ fiald e Asladll iy g i< Ja 33b
NA [X] iy
YES o

fresh (without any offensive odor)?

0 |34 Was the restroom smelling clean & nvo [ % ) ) Llnia g digdas plaall A3l ) S Ja 34 2
§(plaal (4 gy S il

NA [ iy
S i e sl o et e S Ja 35
35. Were all the facilties inside the YES e i e Jt
restroom in good working condition? L. s s
2 require comment when marked ‘No’ no By ga sl o Y'Y culs ) 2
NA [ iy e et e
; 9(5) Lk dmasall 2eld 4 s (NS
36. Was the Mosque premises clean? YES D i ( ), );J\ ’ wygn LL‘;;’M,QLS% 36
2 require comment when marked ‘No’ Nno [0 ¥ et el at A 2
A X gy
Comments: scilaadiall [ aledl)
FOR OFFICE USE ONLY Jagd (gl ?\Aﬁu‘i
Agsall Llal Ll ey sl "
9 . Evaluation: wi}
h ACTUAL SCORE MAXIMUM valuation -
Approach and Cleanliness Aadaill 5 o 3891
Greetings and Initial Checks | ¥ ClSadl s cus 31 12
g%p;arance and Behavior of cpilhpall sl selane |3
Service daadll |4
Cleanliness - Restroom and Slalaall — ddhail |
Mosque daaall 5
TOTAL & gaaall
+ 5
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/\E)Pd()() DISTRIBUTION

AL CORNICH S/S - 777,
Tel:09 2241377 Fujairah

DESCRIPTION ' OTY PRICE
VoyagerBronzdL. 1,00 50.00
VoyagerBronzil. 2,00 13.00
TOTAL

CASH PAYMENT

You were served by Operator 1
DATE 05/06/2012 07:41 T1 82 01

Thanks for Shopping ......

164
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