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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center &
!d-bh! Emarat [ [ a0 Eppco / Enoc | I a4 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
( Name Number Name Number | Name Number
oo [gaca Aool  |l=acey A0 cant road MLP :
Gender Height Built Bpectaclesl Beard | Mustache] Ethnic Groups
T M [S|T M [ F [Yes[NojYes[No]Yes [ No | indian [Pakistani Filipino [Expat. Arabs[ Others:
KIDDDIDIZJDDIEIIZIDDDEI O O
. . . R "
EMIRATE V;:‘Ii:' AbuDhabi |  Dubai Sharjah Al Ain ‘é’:"ﬂ"a;‘:" Aman | R2A | Fujairan
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
013 19 2| ol | 2]z |lsleo] of2 | 012 a-2yliao
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday I Sunday l Monday I Tuesday IWednesdayI Thursday I Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | PAY OF
vt T 0 O ® O vst | O O 0O O X O O
1. APPROACH AND CLEANLINESS -4aUa1 g By 1
Scores Critical Areas Al oLl Llail
YES o o5 )
1. Was there proper sign to the Lube no [ g dibie e AValldsialjdaddia S da
changing bay? Sy 3 s
nAa [ sy
, ves [X] o
3 2. \é\ig:ntigzclﬁ?be changing area clean and no [ g TR ey Akdal i) s Aihaie il Js 213
na [ sbuy
ves [1 &
4|3 Was there any oil leaking and fallingon o N e de gigs el e gl s S a3 4
to the floor of the lube bay ? 2 Sy 3l ypas Adhaia S s Y
nva O sy
YES pes
214, Were the waiting area and table clean?  NO O o il Al Ul g HUsY) Addaie cllS Ja 4|2
na [ sy
I ves @ =
5|5 Woarii;hge?televusnon in the waiting room o [ VoYl A e B e gl g8 da 512
na O sy
ves [0 w - s s
6. Was the board displaying complimentary 5 ] ’ Ll lgde yedas Al Aasll s s 6
services neat and clean? faaal g A je dgilaall ileaald)
nva DX abuy
2. GREETINGS AND INITIAL CHECKS A V) Sl g qua il 2
Scores Critical Areas bl eyl Lalai
307 Was there any delay in approaching ves [J o /) il bl ol e (S a7 3
customers? No [X ¥ ol gad Cala gall
8. Were you greeted in a friendly manner ~ YES 4} ax sl A ag s M S ds 8
(pleasant feeling)? Nno [ N ¢ (e
€ O b ol & gl i 1 8 2l Y 1)
5| If no, please describe behavior: Was it u‘ Je < ﬁ }j;‘ j:_{;j ° J,‘ 15
arrogant, without any expression, normal GG o o8 = £ S
etc..... ¢
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Scores Critical Areas ‘ Lulu¥ cYgall Jatasts
9. Did he guide your vehicle for positioning YES ‘ ; Ll Sl 3 el b als ool A
3 at the stopper and asked you to switch b4 By :ﬂ“ ‘L" L "fﬂ:i . Lijl ,«L:la 9 3
the engine off? NO [ v Sy =il s & )bl alayy
10. When asked by customer, was the ; S b edsadl (e Cala gall S Ladie 10
attendant knowledgeable of different YES IZ] - ""hu e o }d g ’
5 . . ) ul‘}:lsllju}\)nuléjd/&i‘,.\ignhweh 5
grades of oil, filters and their relative No [] v - o A
benefits? Pleda JS 21l g8 g
YES [X] i . .
4| 11. Did he offer the waiting area to you? NO E ‘ “: STV 48 2 4 Y elle jase da 11 |4
4| 12. Did the staff thank you as you were YES A T Loty Sy il G s 12 |4
leaving? No [ y "7 = ; ¢ .
3. APPEARANCE AND BEHAVIOR OF STAFF tpgSslag cpiligall ,ehe 3
Scores Critical Areas ‘ LI IR (LA PR PN
‘ YES pad
3 13. Z\ézsti?;?umform of the attendant neat Nno [] Y 9L e Gl ualall il gall il S Ja 13 (3
NA [ sy
YES K] . .
14. Was the attendant wearing visible ) ey A8y (533 5 3 g sall il el 1S b 14
3 nametag? Nno [0 v o . 3
g i . TR Aaw) L@h
N/A EI Y caut Yeaod e e { 1
YES [ o =
15. Was he able to communicate with ' o deal sl e 1508 ol gall 1S Ja 15
3 No O v o 3
customer? sl
Nva O sy
YEs [
4| 16. Was staff courteous / friendly? No [ y Sladal/lagn gy cala sl IS Ja 16 |4
A [ sy
4. SERVICE \ il 4
- ——— . — [ — e e —
Scores Critical Areas ! L) LA Liail |
N O I A TIRE
17. Did attendant check whether you need ~ YES m’ ax = uuﬂ o yd ¢ A7
3 top up or complete oil change? r S0 el Sl Al gl s ) 3
p up p ge NO D ¢Sl
3| 18. Did attendant check with you whether ~ YES [X] a5 i<y Lod dlie iy i U 18 5
only oil is to be changed or oil with filter? Nno O ¥ § il g oy 3l Bl a3l s
19. Did he check using gauge the quantity ~ YES | and pladdul G (5 e (bt il gl B Ja 19
3 required to be topped up and informed g AN w3 AeS N el ) 3
you? No [J ¥ follly Glali , Lol
3 - Om Sl el e Giailly Gl G O 2
3 20. Did the attendant check for oil leakages YES ot uﬁjft: Al u‘:j:lj Cans 0 3
under your car from filter and drain bolt? Nno [ N eI sas o0
! Sy 3l
3| 21, Did the attendant drain the used ol YES D4 s eiadl 3 S it il 6 a2 3
completely from your car? NO y : el Hl e
9| 22 Did he ask whether you want the engine  YES [A] el dae S o il Ja 22 2
to be flushed and did it if you agreed? no O N i) go Jla G4 el
3| 23. Did the attendant fill the correct grade as YES 4 axd Sl As yofp 9 ABlals cali gl Q6 Ja 23 3
you requested? Nno O v il 3l damuiall
!
2 !
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Scores Critical Areas Tl it Liah
24. Did hg requgst you to start engine and YES POIIY - PRC GUON I PRI of e il o 24
3 leave it running for one and a half RN et - . 3
minutes? NO D ¥ P ai g 4383 sl Judill Alla <
. ol 48 e /A gaba (f (ge cala sall 8B Ja 25
3|25 i the attendant ensure that the carter YES a j_‘f }d):l\-'w};d g{}ﬁ& ;:i - 1 3
olt is tightened and there are no leaks NO D N o3l
26. Did attendant carry out the following Lilaall Clia gaill o) ol calasall Bl Ja .26
complimentary checks: Rk
ves B
31a. Battery Water top up NO O b Ay Ul ole A8l 31a.
na [ sy
ves Rl
31b. Coolant Water top up NO D b coolant/s sl cls 23lLa) 31b.
va O sy
YES P .,
31c. Auto Transmission Fluidtopup  NO L__I b RS )LP w) T;T‘ 3te.
na O ki (05t
YES o
31d. Brake Fluid top up no O ¥ desill cydla) 31d.
na [ sy
YES o
31e. Gear Oil top up no [ Y ool /ol il 31e.
nva O sy
YES ol
31f. Air filter cleaning Nno O y oyl gl caln 31,
na [ sy
ves X
31g. Wiper Water top up no O y o) Slabiaa] el i) 31g.
NA [ gy
ves 4
31h. Clean engine using air gun no O ¥ el et pladiuly o el calas 3th.
na O sy
5| 27 Were any of your questions related to :is E e: Alaid) Glid (e gl &f— %‘—??‘ u-w Js 27 3
lube change answered? S s Alaay
na [ ki
3| 26 DI the staffplace the mileage sticker in :lis % ": tﬁmﬁi&ﬁﬁ:ﬁ 28 3
' wa O oy 95l
ves I~
4| 29. Were you offered a receipt voluntarily? ~ NO O y oolal it Jeaydlle aje da 29 (4
nA [ iy
5.  REST ROOMS AND MOSQUE sauall g (plaall fasl) ) Aalol G L5
Scores Critical Areas ol oYLl JAVH]
3 30a. Were they adequately stocked with all ves [X &= Ay gyl e el arang 3 ¢2e <ilS Ja 302 3
necessary supplies such as soap? NO O ¥y SO sall Jia
na [ asuy S
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Scores Critical Areas j At L) Lty
ves A
30b. Were they adequately stocked with all 0O ?: sl e liall mess 3 jeae culS Ja 30b
necessary supplies such as toilet tissue? NO . Sull il 399 Jia
NA [ gy S
30c. Were they adequately stocked with all ves [ ard Ay sall Sl ) & 8Jee i€ o, 30c
necessary supplies such as paper towels? NO D y T4 ) od) ddiliall Jie
(paper towels are not required where fully Glidaa 855 die 4y gllaa pue 438l aaliall)
operational hand dryers exist) nva [B (ki ¥ (A3 ol
N 9Aas Julid) cals
31a. Were sinks clean? ves K] Lo il ’..y.i:hyr‘: .gﬁ'ma
require comment when marked ‘No’ no O v el AR
NA [ gy
‘ : $adda; Ui el culS
31b. Were mirrors clean? YES E . o al "“}1" :"_'ilyrf ,ls"l?.“31b
require comment when marked ‘No’ no O vy sl 2 i el
NA [ by
; il oY Cilidas cuilg
31c. Were hand dryers clean? ves X px ol ““fé,:lgwuf 'lsdT' |'31C
require comment when marked ‘No' vo O ¥ ol o A s
NA [ Gy
i faaks ) pbeall Clsle s
31d. Were dispensers clean? ves il m{ﬂ o "\J'fhiaw . 'lsdT' "31d
require comment when marked ‘No’ no O v ol o e el
NA [ sbuy
ves [X]
31e. Were toilets and urinals clean? Nno [ Y Fadkas il Al @ilS Ja 31
NA [ gy
‘ ; faadas (ol 1 Cuilg
32a. Were doors clean? YES ]Z' = Ll u‘:‘%;,:f }Lfyﬁ 'lsdT' l'326
require comment when marked ‘No’ no [ Y 2l o2 Y Al s 1y
NA [ gy
YES axi
32b. Were walls clean? NO J Y fagh Glasll cilS da  32b
Na [ gy
YES axi
32c. Were ceiling clean? NO y fada Caull S s 32¢
na [ sy
ves X]
32d. Were vents clean? Nno [ Y $adudas Ml il Ja 324
na [ sy
32e. Were floors clean? YES [Xl i Ll ! ‘.;,,‘;}f}‘;;f;‘;.f\fémsze
require comment when marked ‘No’ NO I:I b sl o2 e
NA [ shyy
ves [
32f. Were baseboards clean? NO m ¥ $adas sac Gl & o /Ll 15 il Ja  32F
NA [ gy
YES psd
32g. Were grout clean? NO [D b fdalas LI OIS o 32g
NA [ gy




Scores Critical Areas L) Lot Jalash
ves @
33a. Were trash containers clean? NO D b faidas daladll iy gla S Ja 332
NA [T cbiy
2 , - 2
YES pad
33b. Were trash containers not overflowing? NO O b fiaili e dalall cilyla S Ja 33b
NA [ @iy
ves [ =~ L ]
2 34. Was the restroom smelling clean & NO D N ¢ Q) Liaia g Andat aleall a3l culs Jds 34 2
fresh (without any offensive odor)? $(plasdl 8 Agy S Andl,
NA [ gy
H Jaad alaall 8 <l jagaill s S Ja 35
35. Were all the facilities inside the YES [X o A i
restroom in good working condition? L R e
2 require comment when marked ‘No’ no OO ¥ ol oa o Y ALY S W 2
NA [ asiy
; 9(5) iy daasall delE 5l e OIS
36. Was the Mosque premises clean? YES D p ( ). ):J\ ’ ,,:; LL‘\SJTAS\SL\X;\) 36
2 require comment when marked ‘No’ NO D ¥ e > ) ) 2
NA [X] @iy
Comments: etBadlall [ Galedl)
FOR OFFICE USE ONLY hadd iSal) aladiud
Aaalt Lalail) Liall Jeyl aal . .
9 : : percay
% ACTUAL SCORE MAXIMUM | Fvaluation =

Approach and Cleanfiness adldaill y <ol 8Y1 |1

Greetings and Initial Checks | 85¥) cilSuilly s 5 2

Appearance and Behavior of

cfj.ib}d\ d}luj)g_lzn 3

Staff

Service a3l (4
Cleanliness - Restroom and Slelaadi — adhaill |
Mosque SENL P
TOTAL £ saxall
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