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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center &
O ikl Emarat 1O a5 Eppco / Enoc / sl Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
/ O Name Number Name Number | Name Number
00X HERR
Gender Height . Built Spectacle Beard Mustache] Ethnic Groups
M F [TIM ]\S 1T 1vM “TF | Yes | No | Yes | No:| Yes'] No |indian [Pakistani]Filipino [Expat. Arabs[ Others:
ROOROOROROORROR O O 0O O
EMIRATE V;ZZ‘;'““ AbuDhabi | Dubai Sharjah Al Ain g’:‘:‘aﬁ" Ajman Kﬁ:fm"a'h Fujairah
O O O O O O X O |
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
8lalol olg |23 |8Llocl O |1 |O|4 845|919
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 | DAYOF
VISIT VISIT <]
O O O O O O O 0O a O
1. APPROACH AND CLEANLINESS :3.31\.555\3 u,:b’fﬁ\'ﬂ 1
Scores Critical Areas At el Salai
ves X . R ;
1. Was there proper sign to the Lube no [] ?: dshia e AVl daslyiaddla g8 ds 1
changing bay? Syl s ‘
wva [ abuy
, YES o
3 2. \é\'{g:r:if;:g;be changing area clean and NO I:I Y TR ey Ak oy M uaidibiecdS Ga 2 |3
NA [ ki
ves [ . )
4|3 Was there any oil leaking and faling on 1y q e de dogcuill oyl gl s S da 3 4
to the floor of the lube bay ? - Sy 3l s ddhaie 3 LY
NA O sy y ‘ |
veés I
2| 4. Were the waiting area and table clean? NO [ Yy fagyda; A gUall g UanYY dadaie S Ja 4| 2
nA [ sdiy
5. Wasth levision in th iti VES D o
; 2> Woariinge?te evision in the waiting room No B3 v ¢yl 4 e uﬁ Jany sl S a5 (2
NA [ kv
ves B4 - .
6. Was the board displaying complimentary 0 q Al e jela Alda i cilS s 6
services neat and clean? Caaudai g Ax ye Agilaall culenall
nAa [ shuy
2. GREETINGS AND INITIAL CHECKS Y Sl qua 2 !
Scores Critical Areas Al cYLaall Jalaiy
3| 7. Was there any delay in approaching ves [ px pdifl Bl 3 bl s S a7 3
customers? no X Y ol ens cad sl
8. Were you greeted in a friendly manner ~ YES pxd skl 43,48 ke dh il 5 s 8
(pleasant feeling)? No [ ¥ ¢ (z ke
Hs cals gall gl i g a8 2l 13l
51 If no, please describe behavior: Was it o :LJ: ) \:;l JL; yi c.'J..N > 5
arrogant, without any expression, normal e Oulalll Ga Ja ¢ g sl il
etc..... ‘ ?.,,@\
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Scores Critical Areas Ll S PATHI]
9.  Did he guide your vehicle for positioning ygg [X] ; Ll S 3 el b ks R
3 at the stopper and asked you to switch =~ (2“ ‘u Y . ‘5‘J &AL‘U" u}a}d: eufh 9 3
the engine off? No [ PR SOV I il g 5 bl Caliyy
10. When asked by customer, was the 53 . S OA el e il gall Jw Lavic
5 attendant knowledgeable of different YES p m‘ o ‘ jl QL:‘: / f:j d}y 10 5
grades of oil, filters and their relative No [J y ST iy . . ?h
benefits? fleia JS il 4
YES i .. .
4 | 11. Did he offer the waiting area to you? NO g ?: FALEY A8 je 4 Yl elle jme o 11 |4
12. Did the staff thank you as you were YES [X B e s N .
4 leaving? No [] g T S L S sl 5 a 12 |4
3. APPEARANCE AND BEHAVIOR OF STAFF tpgSoluy Cuiligall jelie 3
Scores Critical Areas Aaabudl el Jataih
_ YES pad
3 13. Z\rlzsti?;?umform of the attendant neat NO D Y 9L e Gl el Gl QU S 13 (3
NA [ sy
ves [ a - ]
14. Was the attendant wearing visible e Alay (53 53 3 g gall Calla gl IS Ja 14
3 No [X y _ 3
nametag? i . Tz im0 4ol Ll
4008 Weesung a juckel” A O sy
VA YES pal ) o
15. Was he able to communicate with o dhal gl e T Cala gl 1S Ja 15
3 customer? no [] Y PO 3
? SOl
vA O gy
YES B &
4| 16. Was staff courteous / friendly? Nno [ ¥ $lakal/fygay Cala gl € Ja .16 (4
NnA [ sy
4. SERVICE Ll 4
Scores Critical Areas Aguibat) YLaal) Lalas|
5] “5lS o Gyl (3l Gyl S5 U A
17. Did attendant check whether you need YES IX o \_u u u)’d Sal - }d f\ !
3 ; lete oil change? Cu) ol ol Cu sl Al 2lisd s Ll 3
op up or complete oil change? No [J N Al
3| 18- Did attendant check with you whether ~ YES X ard 8 S ) Lagh lie Calagall (3825 Ja 18 3
only oil is to be changed or oil with filter? N O Yy ¢ il 5y 30 ol dadd ) s
19. Did he check using gauge the quantity ~ YES [X ar il S 3 (6 st ey Cala gall JE Ja 19
3 required to be topped up and informed Gy Al Gyl Ll N G ganll il 3
you? no [ Cllhy il 5 Ll
po0s Sl Qe e @iall Cala gl BB Ja 2
3| 20. Did the attendant check for il leakages ~ YES B oo ““af).:/';}: C’; i o j\iﬂ e 0 3
under your car from filter and drain bolt? No [ N ; ey
3| 21, Did the attendant drain the used ol YES DI an Jeeiiadd ool OS i Gl gl 6 s 21 3
completely from your car? No [ Y eli Jls (e
| 22. Did he ask whether you want the engine ~ YES W pe Al el ey S o il Ja 22 5
to be flushed and did it if you agreed? NO y fuelidd) s Jla 4 Sl
3| 23. Did the attendant fill the correct grade as  YES B s cujllias e s dilal Gyl ddda 23 3
you requested? No [ N gidls Al Anmiall
2
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Scores Critical Areas At il PR
3| e e for one anc ana | YES A8y oadl iy o8 o] e ol 1 241
minutes? no [ k! finaly 438 sael Joodll Al
25. Did the attendant ensure that the carter YES 4 o uﬁ){\ u)j/d b ‘."ﬁ UAUL)A“ ﬂfﬁh 25
3 bolt is tightened and there are no leaks? e i gl il LS 8 s ke 3
no [ ¥ g
26. Did attendant carry out the following Lplaall lia gadll ol sl Cali sall o8 da .26
complimentary checks: Rkt
ves 0
31a. Battery Water top up no O b A el ele i) 31a.
NA 19 ki
ves 0
31b. Coolant Water top up no O N coolant/s i sldilal 31
NA P iy
ves XI .
31c. Auto Transmission Fluid top up NO D N YA a0l JiG JLP u,) ?;Tm 31c.
na [ sy (o)
ves ¥
31d. Brake Fluid top up no O ¥ Sel il 5 i) 31d.
va [ adny
YES ol
31e. Gear Oil top up no O Y oAl [l s iilal 3e.
na [ iy
YES ol
31f.  Airfilter cleaning no [ y claed ks 31
na [ ey
YES oo
31g. Wiper Water top up no [ y o clalial elo Gils| 31g.
nva [ seuy
YES s
31h. Clean engine using air gun Nno N elsedl Gudaa pladiuly o jaall calan 31h.
va [ shuy
D i
3| 27. Were any of your questions related to ::)S ?: dalaid) v e g 5‘9 Z\f\—?-\:“ uﬂ-' Jds 27 3
lube change answered? Sy M st Aabany
nva [ sbuy
3 28. Eig ‘t:r;? gtaff place the mileage sticker in :lzs % ?’; Jaémﬁ&ﬁﬁ;ﬁ 28 3
' A [ sy €5 Ll
YES ol
4| 29. Were you offered a receipt voluntarily? NO D v "ELL\A_A_\ A i g e Jaye Ja 29 |4
‘ na O] asuy
5.  REST ROOMS AND MOSQUE sapanall g (alaadl [l 8) Aol & 5
Scores Critical Areas EVR I (JERY PON L
3 30a. Were they adequately stocked with all YES e e i) e 8 )0 S Ja 304 3
necessary supplies such as soap? NO D ¥ foshall Jia
na O gy =
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Scores Critical Areas FER IR AN PR Jalaih
o YES &I i o
30b. Were they adequately stocked with all no [J ¥ Al il el auans 5 jeae il o 30b
necessary supplies such as toilet tissue? Sellsill (599 Jia
NA [ by
30c. Were they adequately stocked with all ves [ i Ay s palt il il &4 8 je3a i< s 30c
necessary supplies such as paper towels? Nno B N o ) 48 p_ﬂ ohdliall Jia
(paper towels are not required where fully Glidas 8¢ e 4y gllaa ye 48 )l riliall)
operational hand dryers exist) NA [ gayy Gy
; Tiki Jubdl ol
31a. Were sinks clean? YES i ol "'Y‘i\;yﬁ .KJT."SM
require comment when marked ‘No’ no [ ¥ gl o a1 Wl )
nvAa [ gbuy
= el UL s
31b. Were mirrors clean? YES i 2 gl ';y" :;J)\jyr'f ‘lsdel‘Mb
require comment when marked ‘No’ Nno [J b ga sl (o> e
NA [ gy
; YAkl 0] Cliiae s
31c. Were hand dryers clean? YES E e a1 v "5'\??;,,“_' Ué‘y‘uf 'lsdel.Sm
3 require comment when marked ‘No’ no [ ¥ ol Xt SR ARdl s ) 3
NA [ gauy
4 + faadas ) pliall sl cails
31d. Were dispensers clean? YES p o oF "\""_‘&.:i;y;—‘: 'LsdT‘al.31d
require comment when marked ‘No’ Nno [ Yy el e
NA [ giyy
YES X
31e. Were toilets and urinals clean? NO E] y fagda Joall Ll cilS Ja 31
NA [ gy
; faadas Ll oY) cils
32a. Were doors clean? YES o o 'w'iiy;tmﬁ;{sza
require comment when marked ‘No’ NO D ¥ = > L ) )
NnA [ gy
YES o
32b. Were walls clean? Nno [ N ks el CailS Ja 32b
Nna [ gssy
YES pad
32c. Were ceiling clean? no [ ¥ fnhs caaal 0 Ja 32¢
Nna [ sy
ves X
2| 32d. Were vents clean? Nno O Y Fhdgdal MLl calS Ja32d |2
NA [ sy
; Pk Sl Y cals
32e. Were floors clean? YES pr N "y"’:u\iy\ ) .\Sdz"we
require comment when marked ‘No’ no [ ¥ (G Pl s )
NnA [ gy
ves &I
32f. Were baseboards clean? Nno [ ¥ fagas sacldll & ol il i 50 cilS Ja 32
NA [ gy
YES o
32g. Were grout clean? Nno [ N Sl L3 S Ja 329
nva [ ghuy

»
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Scores Critical Areas Aubuadt ) PAH]
YES pad
33a. Were trash containers clean? NO D b faaday Aabadll iy gl <l Ja 333
NA [ auy 5
2 ves K
33b. Were trash containers not overflowing? NO O ¥ faid ).ac Aalaidll Gy sla 2ilS Ja 33b
NA [ asby
YES A
5 34. Was the restroom smelling clean & no [ N 51 Q%) Lliniay Aglad plasdl Aol ) S dé .34 5
fresh (without any offensive odor)? folandl i A S Aadl
NA [ iy
35. Wereall t_he facilities ir}side the_ ' YES pud st plasl f Sl ei:ig: %
p | mmngmwoki e o [ 3 gt antEaNasE | 2
NA [ iy
36. Was the Mosque premises clean? ves [ o *¢) w}m M:,“,;,u S ‘fa'uf-fts d“ 36
2 require comment when marked ‘No’ No [ b gl (o YT Al il 1Y) 2
N/A by
Comments: rlBaadlall [ galadll

FOR OFFICE USE ONLY

B (A<l ikt

Tlomead B | BG0 oY) aal -
9 > Evaluation: « o ilf
% ACTUAL SCORE MAXIMUM vaiuation o
Approach and Cleanliness dalaill 5 Qb 38y |1
Greetings and Initial Checks | 48s¥) ClSudall s cam il 12
Appearance and Behavior of il o & .
Staff s sall gl g selas |3
Service iaall (4
Cleanliness - Restroom and Silabaad) — Adlkaill 5
Mosque Aaoall
TOTAL £ sanall
5
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SERIAL NO.

3|70

ADNUGL DISTRIBUTION
AL ISHRAQ 5/5-840
AJMAN-SHJ RD

SHARJAH

DESCRIPTION ary  PRICE TOTAL
voya?r311verlL 4,00 14.00 56.00
Corolla/Camry 1,00 25.00 25.00 i
TOTAL §1.00 |
CASH PAYNENT 81.00 '&

*®% COPY *F g
You were served 1 %
DATE 23/02/2012 152 01 3613




