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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA Lube Change pan Arab Research Centerw
[ i Emarat 10O s Eppco / Enoc / s Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
\ . q Name Number Name Number | Name y Number‘
V) cc N [rd el L]
Gender Height Built Spectacles] Beard | Mustache] Ethnic Groups
M TTIM [S [T [ M F JYes[No|Yes|No Yes | No |Indian JPakistaniFilipino [Expat. Arabs| Others:
DDIDDDDIDIDIIDD O |
EMIRATE “é:;tli'n" AbuDhabi | Dubai Sharjah Al Ain g’:\:’ai"n' Ajman Kﬁ:ism";h Fujairah
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
=z 5] \O a_l ela 1ol igsshe
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 | PAYOF
VISIT VISIT N
O O 0 O LT 0 R 6 R [ o a4
1. APPROACH AND CLEANLINESS AR g ol B 1
Scores Critical Areas Tl i Laaih
Yes K] e.-.
1. Was there proper sign to the Lube vo O dakia e AYal Al y da gl la IS d“ N
changing bay? Sy ) jmad
wva O ;aehse\z
2. W lub i vES M ~ 1
3|2 org:r:igzd% e changing area clean and NO D g TS ey Akl e dhie caiS Ja 213
) na [ assy
ves [ . : ©
4|3 Was there any oil leaking and fallingon X N e as gy cull @i gl i S da 3 4
to the floor of the lube bay ? g M s Addaia 8 (V)
nia [ sy “
YES pxd
21 4. Were the waiting area and table clean? NO k) eiagdai A Uhally Uai) didaie cilS o 4| 2
nva [ sy
; ) ves K] =
2 :llvvoaﬂs(itnge?teleV|sron in the waiting room NO D N ¢ UBY1 A e L Jens el S0 512
na [ sy
ves®l o~ s .
6. Was the board displaying complimentary o ] g Aald lgde el Al da i oS s 6
services neat and clean? vaadal 5 A ye Agiaall idaadl)
N RESY
2.  GREETINGS AND INITIAL CHECKS A ) lSudal g a2
Scores Critical Areas Tl WY nall Jalaalt
3| 7. Was there any delay in approaching ves [] i sl ) b pali gldis S da 7 3
customers? NO m ) ol s akgall
8. Were you greeted in a friendly manner ~ YES Bd o sl a5 da sl dh s dll S da 8
(pleasant feeling)? NO ['_'_] y $ (o
S da kb gall & i g1 28 ela y oY 1))
51 If no, please describe behavior: Was it © ‘e \:;\X . Jj; Ju fj 5.' )m‘ K 5
arrogant, without any expression, normal (ke Rl ot sl um-u
ete..... £
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Scores Critical Areas fdall) Lol PAIH]
9. Did he guide your vehicle for positioning  ygg [¥] ; Ll S ol b Cals o 16
3 at the stopper and asked you to switch R :;m S "J 5_A o 34 c dA 9 3
the engine off? . NO D ) N AJ_)A.A.“ ’_,,J.Lu u‘ dia &__\JLJ bJL).uJ‘ t_il.i:l‘y
10. When asked by customer, was the . IS da caandl (g Cili gl J o Lazic 1
5 attendant knowledgeable of different YES & i :“jﬂj‘ s )‘S'I dj: / ‘}.‘id .!{d e - 5
grades of oil, filters and their relative No [ q 2 = e o e
benefits? leia JS a4 g
YES [Y] ; .. .
4| 11. Did he offer the waiting area to you? NO E rﬁ; OBV A8 e 4 Uany) elle sae da 11 |4
12. Did the staff thank you as you were YES RO N .
4 leaving? No [J g .Jamusmﬁapuhﬂleuda_m 4
3. APPEARANCE AND BEHAVIOR OF STAFF pS sl (il gal) A 3
Scores Critical Areas Lt cylaalt Jatdil
. YES [{]
3 13. \a/\r/]?jsﬁ?;a?umform of the attendant neat No [J ¥ Sl e Gl ealall Gyl Gl S b 13 (3
NA [ ssuy
YES pai o :
14. Was the attendant wearing visible D Ay (55 5 3 55 sl il sall S 14
3 No [ ¥ , 3
nametag? \ $ 5oa 99 danl Leile
N/A E 3853 con ke
YEs [ ]
15. Was he able to communicate with go el sl e 1506 ol ol IS Ja 15
3 customer? NO D 3 ol 3
NA [ sy
ves ]
4| 16. Was staff courteous / friendly? No [ N Sakal/fs go g Cabs sl S Ja 16 | 4
L N O sy
4. SERVICE Aasdl) 4
Iscores 7 criticataress T e Guldtoved T L
: S O i Gasilly s pall JE s 47
17. Did attendant check whether you need YES m o \-u uq)’.ﬂ P )AJ ?
Op up or complete oil change? NO D y ¢ Il
3| 18 Didattendant check with you whether  YES Bl s 5, 5 i€ 13 Lag e k) 5505 a1 3
only oil is to be changed or oil with filter? No [ y §oalall g 2 3 aT dadd s
19. Did he check using gauge the quantity  YES K1 prd @Rl S 5 (5 g Guliy ala gall LB 19
3 required to be topped up and informed i Al A N G el Ll 3
you? No [ Sl Jlalil , Ll
VES B 0 ool ot e il ok Gda 20
5| 20. Did the attendant check for oil leakages YES BJ s o wi:j; C:j A o jdj e 3
under your car from filter and drain bolt? No [ ; feu 3l
3| 21. Did the attendant drain the used oil YES p il a3l S &rod s gall A8 Ja 21 3
completely from your car? NO D N Sl Jlus (ya
2| 22. Did he ask whether you want the engine ~ YES E M A aall ey S o el Ja 22 5
to be flushed and did it if you agreed? no [ N falidd) go Jla 3 el
3| 23. Did the attendant fill the correct grade as YES DI pxd Cusl A g 5 Adlaly cali sl W5 Ja 23 3
you requested? Nno [ ¥ gialh Al dagaall
2
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Scores Critical Areas At e¥lawll AT
24. Did he request you to start engine and  YES st Ay ) iy o gk ) e lla Ja 24
3 legve it running for one and a half D S iy o 53] Jgdall Ala 3
minutes? NO b} 3 2
3 25. bDid t.he‘attendant ensure that the carter YES E pu wfﬁ’;ﬁf’::ﬁ; t:\:k ::S‘Lfg; 25 3
olt is tightened and there are no leaks? NO D N e 3l
26. Did attendant carry out the following laall gl o ol calagdll 8 Ja .26
complimentary checks: -agiull
YES % pal
31a. Battery Water top up NO b AUl el ALl 31a.
nA O sy
yEs X
31b. Coolant Water top up NO I:I N coolant/a_wll cle ddlz) 31b.
A [ by
YES R .
31¢. Auto Transmission Fluid top up NO D N S AS jall Ji )L,_, uU u\..a\ 31c.
(Oiamnit )
nA [ sbuy
ves I~
31d, Brake Fluid top up no [ N doyii cys el 31d.
va O sy J
YES o
31e. Gear Qil top up NO O b o il /el ) ddlal 3te.
nva [ ssuy
YES o
31f.  Air filter cleaning NO D N olsell B Calas 31§,
NA [ abiy
ves K| &
31g. Wiper Water top up Nno O y ool Clatid) ele il 31g.
NA [ abiy
ves X
31h. Clean engine using air gun no [ Y ebselt Gedee plaiids o el apdad 31h.
na L s |
) YES AL e i ; . .
5| 27, Were any of your questions related to NO % q dalaidl il (e 5! L_,Jr: f\é\;" . J 27 3
lube change answered? Syl S Aadeny
va [ sy
3 28. tl:r):g (t;r;e; itaff place the mileage sticker in :lf)s % ?: )ijﬁ:_ﬁ?:&ﬁfﬁﬁ 28 3
' NA [ sbyy % e
ves X =
41 29. Were you offered a receipt voluntarily? ~ NO D b L) 2l Jeay e yay,e b 29 14
nA [ sy
5.  REST ROOMS AND MOSQUE sdauall g (alaall foull 55) AN g 5
|scores Critical Areas Tl el PR
31 308, Were they adequately stocked with al ves BT 1y el Cila iasdll gaen 8 Jemne S Ja .30 3
necessary supplies such as soap? NO D ¥ ol fia
wa O asy -
3
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Scores Critical Areas LI IR PN PR LLLﬂ
_ YES e e
30b. Were they adequately stocked with all O . Al e el aaans 3 320 <ilS Ja 30b
necessary supplies such as toilet tissue? NO Cud gl G99 Jie
NAa [ gy
30c. Were they adequately stocked with all ves ] ard Ay sl e il & Bena ilS Ja 30c
necessary supplies such as paper towels? no [J v 148 oll adliall i
(paper towels are not required where fully Gldtae 850 die dgllae e Al —adliall)
operational hand dryers exist) NA B sy (Y i
x ; TR (el il
31a. Were sinks clean? YES P g ’"Y'?lzl;yttg lsdl‘.31a
require comment when marked ‘No’ no [ ¥ Y k. ;
NA [ ghyy
: Faaghs Ul colS
31b. Were mirrors clean? ves [ P o 0 o T;_\L):‘yr;ulsdzl‘m b
require comment when marked ‘No’ no [ Y (G e aat ;
NA [ gauy
; a3 (e Clidne S Ja |
31c. Were hand dryers clean? ves B P g ; gi\?"\j'ﬁu;\jltg\sdrmmc
3 require comment when marked ‘No' no [ Y Tt o> o . 3
wA [ aayy
: FRbli ) sl Cisle i€ da 314
31d. Were dispensers clean? YES m o . }3'_“ o "}":—‘Z\.:L;yr:.uts o
require comment when marked ‘No’ Nno [ ¥ (oot ot o el ;
Nna [ ghuy
ves X
31e. Were toilets and urinals clean? No [ N figdas Jdl 1Sl S s 31e
NA [ gmyy
H faddai il Y S da 323
32a. Were doors clean? YES P gl g &i‘yltuls o
require comment when marked ‘No’ Nno [ ¥ & e i :
NA [ Gbuy
ves 1
32b. Were walls clean? no [ Y faahi sl s da 32p
A [ sy
vEs Kl
32¢. Were ceiling clean? Nno [ N Sk Gl IS s 326
va O sy
YES X|
2| 32d. Were vents clean? Nno [ ¥ fAadss MUl cils Js 32 |2
Nna [ sy
. fardas a1 CulS s 32
32e. Were floors clean? YES E[ - s il AN L\i}{\iﬁ\& 13
require comment when marked ‘No’ NO D ¥ o S T ‘
na O gbuy
ves K]
32f. Were baseboards clean? no [ N [CEN S PR R W R RER TR N DY
na [ gbuy
ves B4
32g. Were grout clean? no [ ¥ Seadai WM S Ja .32g
| wa [ ooy
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Scores Critical Areas ERRI AN EWA] Lia
vyes ]
33a. Were trash containers clean? NO E] b Saagde dalail) iy sla <ilS Js . 33a
) NA [ Gisy 5
ves X =
33b. Were trash containers not overflowing? NO D b Shald e daladll iy gs <il€ da L33b
NA [ aiy
ves B -~ .
2 34. Was the restroom smelling clean & NO D N R dlinia g Al alaall Aad) ) calS s 34 2
fresh (without any offensive odor)? olenll A A S A
NA [ abiy
- ; s alaall b ol agath anen <8 o 35
35. Were all the facilities inside the YES pd A e
restroom in good working condition? . . e 1
2 require comment when marked ‘No’ no O v sl (o MY ALY s 1Y) 2
NA [ Gy
5 ©(3) kst aaeall AclE i e IS
36. Was the Mosque premises clean? ves [J o ( )~ P ‘ ,,;: ,L‘;’“f’f'\sﬁ 36
2 require comment when marked ‘No’ no [ Y kel Al s 2
NA B iy
Comments: sclaadall [ Galadll
FOR OFFICE USE ONLY Ja8d (isal) aleddia
Algaal) Tkl LAl ey asd
o, > S L
o ACTUAL SCORE | MAXIMuM | - 2uation: )

Approach and Cleantiness AaUaill 5 ol s |

Greetings and Initial Checks | &1 SiSedill s < SV 12

Appearance and Behavior of Sl gl sy setaa (3

Staff

Service ieaaldl {4
Cleanliness - Restroom and Sldaadl — sl |
Mosque 2l 5
TOTAL & gaaall
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