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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center &
[ <iw Emarat I O e Eppco / Enoc / 443 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
} o ,88 Name Number Name Number | Name Number
hron o] [PBOL 1[2]# 2]
Gender Height Built _ [Bpectacleg Beard | Mustache] Ethnic Groups
M1 F [T MIs|T[MI]F [ Yes [ No | Yes [ No | Yes [ No [indian Pakistani|Filipino [Expat. Arabs] Others:
ROOBROOKO KOROR O O K 0O O
West " . : . U Al . Ras Al -
EMIRATE RZ;Z:‘ Abu Dhabi Dubai Sharjah Al Ain Qr:xlain Ajman Kh:?mah Fujairah
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time in Time out
ol416] ole | 2] 5] 8l | ol | Ol2 |10:58 1147
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 D E L__] |:| D VISIT |:| O D D | O

1. APPROACH AND CLEANLINESS A8 g ol By 1
Scores Critical Areas [T, P X
ves D = 0 .
1. Was there proper sign to the Lube dshie Jle Al daalydaddlia g8 da
. Nno [ y e
changing bay? SCu 3l s
nAa O sy
, ves XI &
3 2. \é\g;:igi(ljt:l?be changing area clean and NO I—_-l g e s Al iy 3l e Rilaie S B 213
va O sbuy
ves [1 &
4l3 Was there any oil leaking and fallingon M q e de sy il ca i gl ia S da 3 4
to the floor of the lube bay ? Syl yusd dslaia A sV
na [ sbuy
ves A &~
2| 4. Were the waiting area and table clean? NO [ ¥ fAidat Al gl 5 eyl ddhie cilS a4 ]2
nva O sy
5. Was the tel YES e~
. t ision in t iti P P o
2 w:rii:wge? elevision in the waiting room NO D y ¢ anyl 4 e g e sl & Ja 5 (2
e
ves [ & o s
6. Was the board displaying complimentary [ g Al lgle jeda Ml Aslll oS a6
services neat and clean? 34053 ¢ A9 ye Adlaall Cleaal)
na [ sy y
2. GREETINGS AND INITIAL CHECKS A sl g qua Al 2
Scores Critical Areas Ll cNLall Jalash
3 7.  Was there any delay in approaching ves [] > s/ il Al i dia g8 a7 3
customers? NO N Sl ea Cada gall
8. Were you greeted in a friendly manner ~ YES X au Gslul) 43,48k dh il S a8
(pleasant feeling)? Nno [ ¥ ¢ (g
S Ja tcals sl & gla Ciia g a8 Bla ) Y 1Y
51 If no, please describe behavior: Was it ¢ e \::‘] . )5:_ jdf . J.‘ ‘15
arrogant without any expression, normal e > I3 o
etc.. ?,__GS\
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Scores Critical Areas Tl Sl PATH]
9. Did he guide your vehicle for positioning YESs [X] ; Lall S B il Gl ol L
3 at the stopper and asked you to switch . ¢ (T: ““' 0. ‘sij e Lak UL}A ?Lsd“ 9 3
the engine off? Nno [J VTl (il of i il 8okl aliyy
10. When asked by customer, was the " . IS o edsenll e il gl J o Lonie
5 attendant knowledgeable of different YES &~ uﬁjﬂ?ﬂ < ‘)'I*i QL:)A; / |J:Q;] d;“ 10 5
grades of oil, filters and their relative No [] q S ekl gl i ol
benefits? fleia JS il
YE i .. .
4| 11. Did he offer the waiting area to you? 55 s g foUsuYl A8 2 & I elle e s 1114
Db AT OFEER LORITING ARES No E ¥
12. Did the staff thank you as you were YES [X] au e it oenct . R <
4 leaving? No [ g T L Sl Gyl s 12 |4
3. APPEARANCE AND BEHAVIOR OF STAFF (S sl il gall jelie 3
Scores Critical Areas D) L Jatasls
. YES pai
3 13. Z\,/"zsﬁtc?;)umform of the attendant neat NO D Y S0 Gl ealal Cilh gl Gl S Ua 13 (3
NvA [ iy
YES | X i »
14. Was the attendant wearing visible o Ay (o5 30 3 ga sl Call gl S 14
3 No [] ¥ . 3
nametag? 7 a5 4! Lgde
NA [ sy
YES pxd .
15. Was he able to communicate with m & el il e 150 Gl sl IS Ja 15 T
3 customer? Nno [ ¥ e 3
7 Ol
vA [ gmuy
YES ]
4 16. Was staff courteous / friendly? No [ y Sakal/l gy 5 ol ol IS Ja 16 {4
nA [ by
4. SERVICE 2403l 4
Scores Critical Areas T Al Sl Jataily
: 23S ¢ e 3530 il G b
17. Did attendant check whether you need YES [2] p w u uf_ﬂ aar g—mf‘d ¢ 7
3 top up or complete oil change? S5 ol ol Cu Sl ALY sliad s L) 3
p up P ge’ Nno [ Y gl
3| 18. Did attendant check with you whether ~ YES m p DA S 1Y L lia Cala gl 33s3 18 3
only oil is to be changed or oil with filter? No [J] Y A 5 3l ol dada oy S o
19. Did he check using gauge the quantity  YES and Rl a3l (g e iy (il dda 19
3 required to be topped up and informed s LSRG PP webiaall 3
you? No [ Y fllyy il Ll
P 0m Sl s e il Gl pall B b
3| 20. Did the attendant check for ol leakages ~ YES o “'”j; J:/’j; h“; g bﬁj e 20 3
i ; ” 3
under your car from filter and drain bolt? NO D y feu 3l
3| 21. Did the attendant drain the used oil ves I w0 ey S5l IS i Gl gall A8 Ja 2 3
completely from your car? No [J y feli jlue (pe
2| 22 Did he ask whether you want the engine YES Dl s daall dat 3 5 S o @lll Ja 22 5
to be flushed and did it if you agreed? NO D N felind] so Jla el
3| 23. Did the attendant fill the correct grade as YES pxd Sl A /e 55 ddlals alks sl A8 da 23 3
you requested? Nno [ y flidls Al dsaiall
2
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Scores Critical Areas Lt cYall Jalait
24. Did he request you to startengineand  ygs§ m o a8y o el Jsdity s o dlie cills Ja 24
3 leave it running for one and a half PR ey . 3
minutes? no O N il g 408 3aa) Jadill Al 3
3 25, gid t’he'attendant ensure that the carter YES m p ufﬁgﬁ’;:éj; UL;\:L jﬁﬁ 25 3
olt is tightened and there are no leaks? NO D K el
26. Did attendant carry out the following ilaall il sadll ol ol calasall JE o 26
complimentary checks: sl
ves X
31a. Battery Water top up NO: D b Ay yUaull cla Adlia) 31a.
na [ sy
ves XI
31b. Coolant Water top up NO D b coolant/a_all ele dil) 31b.
nvA [ akuy
ves X =~ 0 -
31¢. Auto Transmission Fiuid top up NO D b ISl J\P u” Tj\ 31c.
na [ sy ()
ves D
31d. Brake Fluid top up NO D b el il ey y Al 31d.
na [ gy
YES oo
31e. Gear Oil top up no O ¥ Cos iy ddlal 3Me.
na O sy
ves I
31f.  Air filter cleaning no O y ded il caks 31F,
na [ sy
ves A
31g. Wiper Water top up no [ N o clabid el L) 31g.
NA [ abuy
ves I~
31h. Clean engine using air gun NO D Y bl edae pladicly ol el (il 31h.
nva [ sduy
3 27. Were any of your questions related to :ES % ?’; Aaleidll elilind e gl Qf— 7*?.\\-.3}“ L'-m d 27 3
lube change answered? A [T sy Sy Mt Aaleny
NE: aig the staffplace the mileage sticker i ::)S "g ?’; m&mﬁ‘:&ﬁf)\;ﬁ 28 3
' nA [ skuy 5
ves [N~
4| 29. Were you offered a receipt voluntarily? ~ NO [:] ¥ 0 HLaa) Dl daguelle e Jo 29 |4
na [ adbuy
5. REST ROOMS AND MOSQUE apaual) g (aland) el g5) Aai ) G 5
Scores Critical Areas gl a¥laalt Jaay
3 30a. Were they adequately stocked with all :“E)S % a’; 3y s pall e jliuall apany 3 e S &..308 3
necessary supplies such as soap? NIA D i ¥ S giall Jia
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Scores Critical Areas Al ey PATH])
. YES L o
30b. Were they adequately stocked with all 0 v s pall Gl Sl pueay 3 jeae cuilS Ja 30b
nhecessary supplies such as toilet tissue? NO Sl gl 399 Jia
NA [ sy
30c. Were they adequately stocked with all ves [] pxd g el el & 8 jeae il o 30c
necessary supplies such as paper towels? no OO y 48 ) ol Cadliall Jia
(paper towels are not required where fully Clidae Jig die Ayl e a8 5 4l ailiall)
operational hand dryers exist) N/A El Gy (a1 ol
31a. Were sinks clean? YES m pri o all ! ,,y,fjﬂl‘:;f'j §‘5c17.|.31a
require comment when marked ‘No’ Nno [ ¥ gl oo YT Y Y
vA O gy y
- TR e
31b. Were mirrors clean? ves X] px s ?;:%‘fyr?\isd?ﬁw
require comment when marked ‘No’ Nno O b Zaasill oa Gl ¥l s 1)
va [ gy
31c. Were hand dryers clean? YES p . e‘ - Ls":zﬁh:;lwls&dr |'31C
3 require comment when marked ‘No’ no [ ¥ Tl (o MY Ba Y s 1y 3
nvA [ sy y
s Al ) eleall ESte oy
31d. Were dispensers clean? YES m pr ol o ,,y,:'i i;y;_‘jlisd‘:.’ﬁw
require comment when marked ‘No’ Nno [ ¥ Tl o MY Al s 1y
nva [ ayy
ves X1
31e. Were toilets and urinals clean? No [ N ik Sl A8l il Ja 31
vA [ gy
32a. Were doors clean? YES pud ol vﬁlf‘f\;rﬁgﬁ "328
require comment when marked ‘No’ Nno [ Y el o YT Ay s 1y
na [ ghuy
ves Xl
32b. Were walls clean? Nno [J Y fady Glaall <ulS s 32h
Nva [ gbyy
ves ]
32¢c. Were ceiling clean? NO D ¥ fabi caull i€ da 320
Nva [ sy
YES pasi
2| 32d. Were vents clean? Nno [ Y fadas MU cilS Ja 329 (2
NA [ sy
32e. Were floors clean? YES D pad 2 ?%,,i%f;ﬁg&d?‘ﬁ%
require comment when marked ‘No' NO b Camsill (o YT Al cals 1y
M N/A D d:“h"f b
Yes X]
32f. Were baseboards clean? No [ N ek 52 & 1 aitadl i 5 cuilS s .32f
NA [ sy
vEs X .
32g. Were grout clean? NO D b feaadas L3 S Ja 32g
NA LT gy
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Scores Critical Areas At el Jatail
ves 1
33a. Were trash containers clean? NO I___] b faayas daladll Gl da S Ja 33a
) NA [ @by )
ves [X]
33b. Were trash containers not overflowing? NO D b fhails e deladll cilyda S da 33b
NA [ gy
YES o e .
2 34. Was the restroom smelling clean & NO L__I y g‘ O9%) Adinias Aalai aleall Aatl ) S Jo 34 °
fresh (without any offensive odor)? $obandl A Agy S Al
NA [ aiy
X 3 Jaad slaall 3 &l jaeadll aan S da 35
35. Were all the facilities inside the YES i f = t““‘,:: IS
restroom in good working condition? . s e
2 require comment when marked ‘No’ no OO v gaasl o2 MY e Yl S 1 2
NA [ ahsy :
3 €(5) akai aawadl deld 4 e S
36. Was the Mosque premises clean? YES D - ( )~ }:J\ j ,,:; &.;JL;‘;TA“‘_‘)S‘\J‘S 36
2 require comment when marked ‘No’ Nno OO ¥ G Al S 2
N/A il ¥
Comments: slBasiall [ galedll
FOR OFFICE USE ONLY Jadd Ciigall aladdiud
Aldaalt LB Jaaill L,J:-'\H aall . .
Y : : 3}
% ACTUAL SCORE MAXIMUM | valuation P
Approach and Cleanliness aalaill g o Y119
Greetings and Initial Checks FOPA RURLEWA-<1| PRUIVENgc T
Appearance and Behavior of s sl gy sekae |3
Staff .
Service Aaaalt |4
Cleanliness - Restroom and Gilebeall - 23kl |
Mosque anall g
TOTAL £ 3aaall
5
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