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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center g
D@Ula.‘ Emarat [ O & i1/ 5S4 Eppco / Enoc / m 45 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
G Name Number, | Name Number | Name Number
16h YA NI 1l [ 2U 0 pn novple phddbt [ ]
Gender Height Built Bpectacled Beard | Mustache] Ethnic Groups .}
M F [TIM]S |T [MIF |Yes[No|Yes]No]Yes[No Jindian [PakistanilFilipino [Expat. Arabs| Others:
FROOROOROKOEBRRO X O O O O
EMIRATE Vézztizrn" Abu Dhabi |  Dubai Sharjah | Al Ain o | Aiman cas M| Fuiairan
O O O m O m X O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
o84 5 91o¥l |63 | 0 o3 220 |0
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 X
0 O O O N O O 0 X O O 0
1. APPROACH AND CLEANLINESS <A8al 4 yb’f’a\tjl 1
Scores Critical Areas Aaalul) c¥inall Jaaih
YES o . . .
1. Was there proper sign to the Lube NO g N dilie e AW dsalyda delia plS da 1
changing bay? Syl s
na [ sdny
. ves Al
3 2. \é\:g:r:ir‘\zz(;%be changing area clean and NO D Y S e Aiyd Cy s dihiecalS Ja 2 (3
va [ sy
YES o C Ct
4|3 Wasthere any oi leaking and falling on (y 1] q e aedlloigldia dsd 31,
to the floor of the lube bay ? SCuy il yua Aslaia A )Y
na [ sy ;
ves ] |
2| 4. Were the waiting area and table clean? NO [:I bl faaday A Ual g ) ddlaie CilS (Ja 4|2
va [ sbuy
” o - ves []
e Woarii:]hge’;televmon in the waiting room -\ =3 Y SOV A8 e A den ol gS da 512
: ., . [P . 5
wa B ssuf 69 WK OA ce o dod\ 2
ves K] 0NN \
6. Was the board displaying complimentary ] g Aald lgde pedai A dall cilS da 6
services neat and clean? SAaglan o 44t pe Aplaall leadd)
na [ sbuy
2. GREETINGS AND INITIAL CHECKS S Y sl g caa 2
Scores Critical Areas Aanlal) claal) aaih
3 7. Was there any delay in approaching ves [] i sl Al 8 pali ol la Gl a7 3
customers? Nno K] N Solll gat Cals gall
8. Were you greeted in a friendly manner ~ YES 2 ard Gslul) Bas Ak i cun il 25 a8
(pleasant feeling)? Nno [ ¥ ¢ (z o
TS U il pall &gl o g a8 £l ¢Y 13
51 If no, please describe behavior: Was it Lj e le }S; j’E G.').‘ ‘15
arrogant, without any expression, normal ¢ H e I3 N
etc..... ?,_,CJ\
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Scores Critical Areas ) ylaaly Lai
9. Did he guide your vehicle for positioning ygg m P Ciall &l il b Gyl 5 s
3 at the stopper and asked you to switch el sl o il 5 o) ¢ sy 13
the engine off? Nno [ aall fgdkas 58 kd)
10. When asked by customer, was the S Ja canl (sa Cals gall Jyu Laie 10
attendant knowledgeable of different YES & p e u . < };S ?u
5 o . ; G ket ‘)]‘uléJ.\/&‘yLM(a.‘c 5
grades of oil, filters and their relative NO D N )" o 4
benefits? x5 Tleie JS 21l g8 g
YES
4| 11. Did he offer the waiting area to you? = P' )r_ @ iYW elle jmge da 11 |4
No g ¥ \ D 3 NSIEN <
12. Did the staff thank you as you were YES pd ..
4} leaving? NO D q JJIAJ&—LISL&JJJCJ)SM&JL)A.‘“;DLIA 12 14
3. APPEARANCE AND BEHAVIOR OF STAFF (S sy Cuiligall jekia 3
[Scores Critical Areas Lokl ¥ Lgnalt Jalail
. vEs B
3 13. Z\ézsﬁ?;umform of the attendant neat NO D Y Ly Gl el il gall Gl G Ja 13 (3
Nva [ sy
YEs [
3| 14. Was the attendant wearing visible no R Y ek ALy (5 JP}‘“ *—‘L}&“ O da 3
nametag? 53 4o /‘
wA [ suuy No ne me D
YES pxi
15. Was he able to communicate with E‘ & deal gl e 1508 Cals all 1S 15
3 No [J Y 3
customer? oM
NA [ sy
ves B
41 16. Was staff courteous / friendly? Noe [ ¥ flaal/lagny ablisall S Ja 16/ 4
va [ ey
4. SERVICE Aaill 4
Scores T Critical Areas - MuLwYIE‘J_LuJI N T L]
S ) G il Gl B s 17
17. Did attendant check whether you need YES M o w uu)d P )‘J, ﬁ [
3 t lete oil ch ) Cu) e al <ol Aoy CL‘;‘ 3 luad) 3
op up or complete oil change” no [ y sl
| 18. Did attendant check with you whether ~ YES e L S Lag dlia il sall 33 Ja 18 3
only oil is to be changed or oil with filter? NO N € Al 5y 3l G a3 s
19. Did he check using gauge the quantity ~ YES el Cu i (5 sie (b ol ol W8 Ja 19
3 required to be topped up and informed | EUITR I UV | L PR I 3
you? no [J 3 Sl elali y Lyl
GO0 Sl e e Gatlly Byl G Oa 20
3| 20. Did the attendant check for oil leakages ~ YES 1 e Ot q&é}/&ﬁi, Ll unejli.dit_m.t 3
under your car from filter and drain bolt? NO D y feu 3l
3| 21. Did the attendant drain the used oil vEs P danieadl cy sl JS & i Cals gl P da 21 3
completely from your car? No [ N Sl Hlu e
2| 22. Did he ask whether you want the engine  YES m P s el dae S o el da 22 5
to be flushed and did it if you agreed? NO D Y feliae] 4o Jla &y
3{ 23. Did the attendant fill the correct grade as vEs Y o Sl da g 5 Adlaly Cabgall G5 Ja 23 3
you requested? Nno [ y fletdds all A mall
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Scores Critical Areas Tl el PAH]
24, Did hg requgst you to start engine and YES m a4 iy o yaall Qi o 5l o e alla Ja 24
3 Iegve it running for one and a half D i+ A58 saal il Alla i 3
minutes? NO ¥ 3 g <
3 25. bDid tlhe.attendant ensure that the carter YES & o wfﬁgﬁﬁjli\:h ::li::ﬁ 25 3
olt is tightened and there are no leaks? NO El y ecy 3l
26. Did attendant carry out the following Lilaall Cluasaill ol ol cabapdll B 226
complimentary checks: -agiul)
ves ]
31a. Battery Water top up NO D b Iy el ola Ailia) 31a.
na [ sy
ves -
31b. Coolant Water top up NO D b coolant/a_al! ¢le 23l 31b.
na [ sy
YES pr - .
31c. Auto Transmission Fluidtopup ~ NO g Vs e el S,
(O 3panst i)
na [ sy
ves Bd
31d. Brake Fluid top up Nno O N Sal il ¢ § Al 31d.
na [ adoy
ves I
31e. Gear Oil top up NO O b s/ uall ) Al 31e.
va [ iy
YES % o
31f. Airfilter cleaning NO b el sell jilé Calai 31f.
na [ sy
ves [N
31g. Wiper Water top up Nno O N o clabiad ol il 31g.
NA [ aiy
ves ] =~
31h. Clean engine using air gun NO O Y ehsell Gt ladialy A el Cadat 31h.
nva [ ssuy
3| 27. Were any of your questions related to ::E)S % a’; Aslaiall clilind (4 gl uic @é‘;{\ uw J 27 3
lube change answered? Sy M s Alens
nA [ sy
X ; R . R -
3 28. It%ig g;? gtaff place the mileage sticker in :23 ?: Jmﬁﬁmﬁ:&ﬁﬁ;\ﬁ 28 3
’ nA O sy €
YES o
4| 29. Were you offered a receipt voluntariy? ~ NO O y L LA WMl e Sle e d 29 14
na [ sbuy
5.  REST ROOMS AND MOSQUE sdaaaall g (alandl ol 55) AN i e 5
Scores Critical Areas FOIR LA POX | L
3 30a. Were they adequately stocked with all YESE ) el e i A e 23S Ja 30a 3
necessary supplies such as soap? NO 3 e gball Jia
na [ iy —=
+ 3
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Scores Critical Areas

30b. Were they adequately stocked with all

necessary supplies such as toilet tissue? NO

Al eylaat

iy

Q”ﬂlcaujm}ws)wuls&,30b

ol g i g9 e

30c. Were they adequately stocked with all
nhecessary supplies such as paper towels?

Lol Sl il paeny 5 jene < Ja 300
4.8

) cddUall (e

(paper towels are not required where fully NO Glidae Ji6 vie dpglha e 44 ) ) allial)
operational hand dryers exist) N/A Gabis Y () )
31a. Were sinks clean? YES E - o gl i .‘,,;,,dfltn rleslsd“s |.31a
require comment when marked ‘No’ no [ b sl o2 Y Aa Yl s 1y
NA [ gy

- R T
31b. Were mirrors clean? YES E px o ';Y"ng}‘{luﬁs% |'31b
require comment when marked ‘No’ No [ ¥ cresill (o YT Aa Y g 1y
NA [ sy
- TR TR FRORER
31c. Were hand dryers clean? ves B _ T"LJ ‘féfth:;‘ws\sd? "310
3 require comment when marked ‘No’ no [ Y st om Y ASY) S 1y
na [ gy
N edada; - EEERERTS
31d. Were dispensers clean? YES g pu ol Uﬁhf]y,il'iyrf .LSJT.‘.31d
require comment when marked ‘No’ NO ¥ sl o2 MY Alay il 1y
NA [ sy
ves X pa
31e. Were toilets and urinals clean? NO D ¥ faadss Jaall 48af s Ja 31e
NA [ sy y
32a. Were doors clean? YESW prd 2 al ’ ,,Y,f‘fi‘!rﬁ&d‘: "323
require comment when marked ‘No’ no [ ¥ gl oa o MY ALY s 1)
vA [ Gy
vEs ] -
32b. Were walls clean? no [ ¥ faah JUandl @il s 32b
Na [ sy
YES u axd
32¢. Were ceiling clean? Nno [ Y Tk canldl S s 32¢
Na [ gauy
YES axd
2| 32d. Were vents clean? NO ¥ fagda: Mhall CulS s 32d
Na [ gy
faguday il Y1 CwlS
32e. Were floors clean? YES E e gl a gy g J\jwu" 'LSUT' "328
require comment when marked ‘No’ NO D ki gl o N =i
NA [ sy
ves ]
32f. Were baseboards clean? No [ N fAalas sacldl o) Jlailall 1,51 culS Ja 32F
NA [ gbuy
YES A%
32g. Were grout clean? NO ¥ fanday L3l S Ja .32g
va [ msy
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Scores Critical Areas dplealt el PAKH}
ves B o
33a. Were trash containers clean? no [ 04 fiyda; Aalaill il s <€ o 332
5 NA [ asby )
YES aad
33b. Were trash containers not overflowing? NO D b faid e daldll cbyda cailS Ja 33b
NA [ asy

YEs [ =

[ ) Adinia g Adgas pleal) dadl 5 cilS
34. Was the restroom smelling clean & no [ N sl Os) Aaia g Aigdai slaall Aadl ) cwilS Ja .34 D)

2 fresh (without any offensive odor)? feand) A S A
NA [ gy
~ R Jand sleall L3 i agatl gaen clS s 35
35. Were all the facilties inside the YES = S A
restroom in good working condition? L. T e i
2 require comment when marked ‘No’ no [1 ¥ gl o MY ALY S 1Y 2
NA [ asiy
; £(5) ki dawadl el i e S
36. Was the Mosque premises clean? YES D e ( ). ,;d\ ’ ":;, LL?’L:‘LST: -36
2 require comment when marked ‘No’ No [ ¥ ot e 2
NA K] abuy
Comments: stBadiall / galadll
FOR OFFICE USE ONLY 1 aiSall alaadu
Aaall Lol Ll Jded) sal . .
9 . : s asiil)
Yo ACTUAL SCORE | MAxiMum | - auation S
Approach and Cleanliness Adlailly ) B |1
Greetings and Initial Checks | 435! SlSudill s cam 31 2
Appearance and Behavior of il el B e ek
Staff hopall by sebe |3
Service dandll |4
Cleanliness - Restroom and Clalaall — ddUail 5
Mosque el 5
TOTAL & saxall
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