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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center &
‘0O wiemarat | O @555 Eppeo/Enoc [ B @5t Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
1089 SATILMorD| | #1811 |3
Gender Helght Built _ [Spectacled Beard | Mustachel Ethnic Groups
TTM ]S | T [ M [F |Yes] No|Yes | No | Yes | No |indian Pakistani[Filipino [Expat. Arabs] Others:
IDDDDDDD.DDD O O
EMIRATE v;:::z:’ AbuDhabi | Dubai | Shajah | AlAin onm s | Aman s M| Fuiairan
O O O X O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
@lg|3| ol | 2|8 glo | o | oll [l6ioz |16:33
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 VISIT %]
O O O O O O 0O X O o O
1. APPROACH AND CLEANLINESS -ada g\)ﬁ‘_ﬂ R |
Scores Critical Areas Al claali Jatadl
YES N,
1. Was there proper sign to the Lube no [ ?" dihia e AVl daal s daddllia S da 1
changing bay? ey M s
va O jeh'e‘l
. ves K
3 2. \é\ig:ntilli(;%be changing area clean and NO D Y e die cull asdibie calS da 2 (3
va [ ahay
ves 1 .
4|3 Was there any oil leaking and fallingon o 57 y Sl de gy el gl s S da 3 4
to the floor of the lube bay ? 2 Syl st Asdaie L i)Y
va O sy ’
ves I
2| 4.  Were the waiting area and table clean? NO [] y Ay Al Ul g Uty dihie cilS Ja 4|2
na [ abiy
5 W | h YES E o
. ision i iti T Loy
2 Woarii:]hge?te evision in the waiting room NO D N ¢ Uyl A b S sl S Ja 512
na [ sy
YES p - s
6. Was the board displaying complimentary O q Aald lgle elas Al dasll culS s 6
services neat and clean? SAidai g A ye Ailaall Caleaall
va O sy
2. GREETINGS AND INITIAL CHECKS A Y il g a2
Scores Critical Areas gl cyLaall Jatasty
3|7 Was there any delay in approaching ves [ e a8 & sl gl e S 7 3
customers? no [X Yy ol ead cals gall
8. Were you greeted in a friendly manner ~ YES I by Ly dhcm il 5ds 8
(pleasant feeling)? NO N $ (z e
S Jda rab i b Chia g1 a8 2lay oY 1A
5| If no, please describe behavior: Was it Lf e L:;l . le j:: N ‘),‘ |15
arrogant, without any expression, normal I o 08 L (5% . @‘
etc.....
IT_WAS WOITHOUT -ANY EXPRESSIONS
+ 1 +
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Scores Critical Areas Laalal) ol Lalat)
9. Did he guide your vehicle for positioning  ygg ; Gl S, 3 ehils o ol ol A1
3 at the stopper and asked you to switch - :,:‘“ “f A ‘;‘&u ;;X)L. . :j‘ e'u:l; -9 3
the engine off? No [] Y i il R 0 )l 8y
10. When asked by customer, was the \ S cJaadl (o il gl S5 Ladie 10
attendant knowledgeabile of different YES E P ‘f‘;,u . . < }A ?u
5 o e - : u|)ﬂn§|)u_,4)l|ul+)a/&|y|uhweh 5
grades of oil, filters and their relative No [ y g o ng
benefits? Pleia JS 211 8
YES i “s .
4| 11. Did he offer the waiting area to you? iy SV A e b iV elle e Ja 11 [ 4
~ NO ¥
12. Did the staff thank you as you were ves [] pr ¢ y3la3 i€ Laiw o S Cals ol L
4 leaving? NO N Foalas S Laiy o 80 il sall B3 Ja 12 (4
3.  APPEARANCE AND BEHAVIOR OF STAFF 1agSsluy cpilh gall jelia .3
Scores Critical Areas L) ¥l PATHI]
. YEs X]
3 13. Z\rl]zstg:’,umform of the attendant neat NO D Y 5y p Gl umlall Cal ol Sl s 13 |3
nva [ seyy
YES [X] : . .
3| 14. Was the attendant wearing visible no [ '”; ey Ay 555 3 350 sall il sall IS Ja 14 3
nametag? T a5 danl Leile
NA [ sy
ves i .
3| 15. Was he able to communicate with no [] q go dhal gl e 150 Gals gl S Ja 15 3
customer? fos M
nva [ sbsy
YEs X
4| 16. Was staff courteous / friendiy? No [ Yy Skl gos Cala gl (S Ja 16 14
Nna [ sy
4. SERVICE daill 4
Scores Critical Areas EETR I LN PN | BAH]
P S ) Goad gaadl Gl a6 s 47
17. Did attendant check whether you need ~ YES &l px A u)d S }d ¢
3 t lete oif change? S0 g ol ol ALY it s ) 3
op up or complete ge? Nno [ N ey
4| 18. Did attendant check with you whether ves K px i S 1 Lagd elie Cala gall (G3ai Ja 18 3
only oil i to be changed or oil with filter? No [ N ¢ el 5 <y 3l ol dadd ey 0 s
19. Did he check using gauge the quantity  YES pad phaaiuls Cu (6 gie Gy o sall B3 Ja 19
3 required to be topped up and informed G (Al S N Gl bl 3
you? Nno [ Y eally, dlalyl 5 gl
i Oe Cu il e e Bl Gala gl BB 4 20
3 20. Did the attendant check for oil leakages YES IXI el i;ﬂi) Sl bj::?\ e 3
under your car from filter and drain bolt? NO D y B o
3| 21. Did the attendant drain the used oil YES JZ A Jaatisall iy 30 JS G il gl 6 Ja 21 3
completely from your car? NO [:l N bl ) (ye
9| 22. Did he ask whether you want the engine ~ YES P iy padll Jae 3 e o) elils Ja 22 5
to be flushed and did it if you agreed? Nno [ ¥ i) go Jla A Ay
| 23. Did the attendant fill the correct grade as  YES px 3l Aa g 5 Adlals Cadasall B8 Ja .23 3
you requested? no [ y el Al dagaall
2
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Scores Critical Areas FEI A PO Liaih

3] e or on and analf - TES S doadl iy o8 of el a 24 5
minutes? no [ N fualy 42 sadl Jpldll Ala
3 25. Did t_he_attendant ensure that the carter YES prd wﬂ;ﬁﬁﬁj‘;i& jﬁiﬁ 25 3
bolt is tightened and there are no leaks? NO D N j B s ﬂ_.u)u
26. Did attendant carry out the following Lilaall il saill 6l ol cabagall 3 626
complimentary checks: , -agiall
ves B
31a. Battery Water top up no [J g A laull ole dilal 31a.
na O sy
ves I
31b. Coolant Water top up no O b coolant/auall ele ddlz) 31b.
na [ sy
YES N -
31c. Auto Transmission Fluid top up NO D N YA jall il )L,_\ L_uJ uL.,:! 31c.
(Cpipansit 5l
nva [ absy
ves X
31d. Brake Fluid top up no OO0 ¥ Jel cyyiia) 31d.
na O kY
YES o
31e. Gear Oil top up no [J Y ool [ pellcus bl 3t
nva O sy
YES o
31f. Air filter cleaning no O y ool ks 31T,
nva O asuy
YES pad
31g. Wiper Water top up no [ N a3 labinal ol i) 31g.
na [ ssuy
ves W
31h. Clean engine using air gun NO D N elsedl e pladiils ol jaall Calaid 31h.
na [ sy
3| 27. Were any of your questions related to :lis % ?: daleiall elilind e gl e :*?“é}" «—uﬂ 27 3
lube change answered? oy M sl Adaxy
nva [ sy
3 28. t[;:;J (t:r;? gtaff place the mileage sticker in :(E)S : Am@mﬁmﬁj;ﬁ 28 3
' na O assy €5 o
ves [
41 29. Were you offered a receipt voluntarily?  NO D ¥ 0 el 23l Gayelle e da 29 |4
na [ sy
5.  REST ROOMS AND MOSQUE s daecall g (alaadl fell ) Al M g 5
Scores Critical Areas Al YLl PR
3 30a. Were they adequately stocked with all YES & e~ Ay 5all Sle il aaeas 5 jene <ilS Ja 304 3
necessary supplies such as soap? NO D ¥ o gkall Jia
na [ gy =
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Scores Critical Areas Lolutt ol Jatasl)
YES i
30b. Were they adequately stocked with all NO ?: s pedall il el a3 jeme <iilS Ja 30b
necessary supplies such as toilet tissue? u.m Sl ()99 Jie
NnA O sy
30c. Were they adequately stocked with all YES pd Aol e el gaay °)e->-4 <ils Ja 30c
necessary supplies such as paper towels? NO D ~ ) cadliall Jie
(paper towels are not required where fully Clidaa 845 aie 4y )LLu );; A8 ), cadliall
operational hand dryers exist) NAa [ gy (AY
X ; $iiks Jubdl cols
31a. Were sinks clean? YES (e ol “"Y"dz\_\wu: .\SJT.‘.S'Ia
require comment when marked ‘No’ no O Y gl o> Fa gl s
NA [ sy
: FERRTWRWRERTS
31b. Were mirrors clean? ves [ i - al g :fy‘uj .lsd?‘.31b
or require comment when marked ‘No’ NO ¥ ol o2 YT ALY s 1y
Do S NCLEAR DOE D WATER o [ gy
; Al oY) b CuilS
31c. Were hand dryers clean? ves I . T“LJ "s"fzj,fhgyrf ,\SJT. “310
3 require comment when marked ‘No’ no [ ¥ cea sl a2 gl ees
NA [ gy
s Ay ) sliall culikle cuilg
31d. Were dispensers clean? ves B o o ,,y:'i L;y\u ,LSJT."S‘]d
require comment when marked ‘No’ no [ Yy crasl o Gl a1
va [ gy
ves A
31e. Were toilets and urinals clean? No [ N faades Jpall Sl ilS Ja 31e
NA [ gy
S il oY1 Cu
32a. Were doors clean? ves Kl i ol g f}{\uﬁ S\S‘JT "323
require comment when marked ‘No’ Nno [ Y grasll o2 MY A sy
na [ gauy
ves K
32b. Were walls clean? o [ Yy il el il Ja 32b
A [ sy
s
32c. Were ceiling clean? o [ Y feahi caill S s 32¢
A [ ghuy
sK  w
2| 32d. Were vents clean? o O ¥ fagla; Miall cils Ja .32d
D iy ¥
Shgdas claea )Y il
32e. Were floors clean? s w N ,,?,(, iyru .\SJT.‘.SZG
require comment when marked ‘Ng’ o K Y gl sl o2 MY Yl cals 1y
-HAD LoATER ON THE FLOOK I:l Gk Y
pai
32f. Were baseboards clean? NO E] ¥ 4401 sacall & o /daitadl )8 cilS Ja  32F
D Gl ¥
s b
32g. Were grout clean? o [ v feiulas L oS Ja 329
Nna [ s
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Scores Critical Areas FII L PR PATH]
YvEs A
33a. Were trash containers clean? NO D k' Ak dalasll gl calS Ja 333
) NA [ abuy )
vEs d
33b. Were trash containers not overflowing? NO D b Tl e daledl Gy da il da 33b
NA [ iy
ves s ,
2 34. Was the restroom smelling clean & NO D N (5‘ O3Y) Adalay A aleall dasl ) <ilS Ja 34 2
fresh (without any offensive odor)? fplasdl 3 Ay S AaSl
NA [ iy
X 3 Jand abaall 3 & jadll asaa S Ja 3
35. Were all the facilities inside the YES p e e B e, 5
restroom in good working condition? L. % e
2 require comment when marked ‘No’ no [0 v g sl o2 MY Y S ) 2
NA [ ahuy
« (.' R . }.. n - \5 ‘ . 15
36. Was the Mosque premises clean? ves I o ( ). ;ﬂ\ i ,,:; LL‘;';’“,U_\ST? .36
2 require comment when marked ‘No’ Nno [ ¥ canl el A ) SR 2
NA [ gy
Comments: sBaiall f gadadll
FOR OFFICE USE ONLY L8 ikl PARERIW |
Agoalt Jalaiy sl e sl .
° ? ion: <oyl
% ACTUAL SCORE | MAXimum | Evaluation P
Approach and Cleanliness asllailly sy i1
Greetings and Initial Checks | Ad5¥! Sl cam 5 |2
Appearance and Behavior of il gall gl s sedaa |3
Staff -
Service aaaaldl |4
Cleanliness - Restroom and ldaall — Atk |
Mosque Axaeall
TOTAL £ gaaall
5
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SHAR JaH
DESCRIPTION Q1Y PRICC
VoyagrSilverll 4,50 14.00
New Hvundai So 1,00 17.00
{OTAL
CASH PAYMENT
You were cerved by Unzrator 1
DATE 28/02/2012 16:33

Thanks for Shapping ......

7153 M

FTON
3

TOTAL
63. 00
17.00
80. 00

80. 00

89517
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