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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center @
O < u Emarat [ O @ Eppco / Enoc / E st Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
joe3 111
Gender Height Built _ Bpectacle] Beard | Mustache] Ethnic Groups
M F TM ]S 1T [M [ F [Yes[No]YesINo Yes | No |indian JPakistani|Filipino |[Expat. Arabs] Others:
IDDJX!DDIZIDDID-DIZIDD O |
EMIRATE ";:Z‘:’: Abu Dhabi |  Dubai Sharjah Al Ain g’;‘;v“aﬁ‘" Aman | RasA | Eyjairan
[ O O O O O |-&X O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
gleq wolz] 2[3i 81t lol4 ] ol |1bioollb:30
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 .
0 O X O 0O O o x O 0O o O
1. APPROACH AND CLEANLINESS A3all 4 u:abﬁ“l\ 1
Scores Critical Areas Agulud) eyl L
YES o o s .
1. Was there proper sign to the Lube no [ q dihie e AYalldsaljdad i g8 da 1
changing bay? S W yuad
wva [ sduy
. ves i
3 2. \é\:g:r:iizé%be changing area clean and NO D g T e ikt il s dilie ciS Ja 2|3
na O asiy ‘
ves [ & .
4 3. Was there any oil leaking and falingon X g Sloae gyl et ol i S da 3 4
to the floor of the lube bay ? Sy M s Adhaia 8 ()Y
na [ ki J
YES m o
21 4. Were the waiting area and table clean? NQ O Y faadas adall g HauYl dahie S o 412
wA [ ssuy
5. Wasth | h YES . ™
. t ision i iti ety s . e
2 Woe;iinge?eewsmn in the waiting room NO D N ¢ Uyl d e b ans (sl S Ja 5|2
NA [ sk
ves KI o .
6. Was the board displaying complimentary ' [ g Aol Lo jedss il Al cilS da 6
services neat and clean? Caaadny 5 A4 ye Anlaall Cileaald
na [ abiy
2. GREETINGS AND INITIAL CHECKS A cilSudall g caa 3l 2
Scores Critical Areas Tl YLl PALNY]
3|7 Was there any delay in approaching ves [] pxd pdfcol B 3 el ol la S da 7 3
customers? Nno [X] ¥ SOl gan Cals gl
8. Were you greeted in a friendly manner ~ YES | p sl W3 dahdh s Al 5 s 8
(pleasant feeling)? NO Yy ¢ (zoke
S8 Ja ccals gall & i g a8 ela Y1)
5| If no, please describe behavior: Was it v ‘e ‘:‘;S ij; j:ﬁ ;.'J,‘ “I5
arrogant, without any expression, normal e Rt ge I (g xTh e
¢ A
etc..... ) ¢
TT 080 NDRMAL:
+ 1 +
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Scores Critical Areas Apalaadlt Ll PATH]]
9. Did he guide your vehicle for positioning  ygg m A il &l el il gl G M 9 "
3 at the stopper and asked you to switch N o 1 ol il I K
the engine off? Nno [0 ¥ Syl ik ) lia (il g 5 Ll iy
10. When asked by customer, was the . P o cdrendt e il eal Joa Lonic
5 attendant knowledgeable of different YES,m o f’t::“ - ‘ ).{l C-‘:,: / ‘).?S d!fu 10 5
grades of oil, filters and their relative no [ v 2T ™ to}' . : e
benefits? fleda JS i
YES i .. .
4| 11. Did he offer the waiting area to you? NO ?: ? oyt 44 e BB ehle e da 11 |4
4| 12 Did the staff thank you as you were ves []J pd € )35 S Ly ol S ala gl 8 s 12 |4
leaving? NO y =SS FRet
3. APPEARANCE AND BEHAVIOR OF STAFF 1agSshu g pdlh galt e 3
Scores Critical Areas Ll Lol Qi)
13. W i ves X
3 . anzsﬁtc;l;)umform of the attendant neat NO D Y 905 ey Gl emlal Gabisall Wl S Ja 13 |3
NA [ sy
ves [] ; .
3| 14. Was the attendant wearing visible NO ?: Oaas A8y (o 5y 3 g sall i gl S 14 3
nametag? - fo s p dand Lo
nA [ sy
YES o .
3| 15- Was he able to communicate with no [ g &o doal il e 1508 Gala sl S Ja .15 3
customer? SOl
nva O sy
ves K =
41 16. Was staff courteous / friendly? NO D ¥ fhal/lagny cabsdl S Ja 16 |4
NA [ sy
4. SERVICE el 4
Scores Critical Areas Lol cYigall Loy
; 23S ) G Gl caly | a8 Ja 1
17. Did attendant check whether you need YES ox w uu}‘d P yd f !
3 top up or complete oil change? 0 ol gl AlnY gl s ) 3
p P ge” Nno [ Y ¢l
3| 18. Did attendant check with you whether ~ YES & ar A S Lad i cals gl 38a3 Ja 18 3
only oil is to be changed or oil with filter? No [ y € Al g w3l ei sy i e
19. Did he check using gauge the quantity ~ vES_ [X] and plaaiul 3l (6 e ality cala gall B8 Ja 19
3 required to be topped up and informed ’ oo Al Gl S G paall uldall 3
you? Nno [ vy felly Gl L)
P e Sl G (e 3iaall Gl gl 6 Ja
3 20. Did the attendant check for oil leakages YES m e Ot u{; 7:1““& )ﬂﬂ\' . a}li; :i: 20 3
under your car from filter and drain bolt? 0 g A et e 0Ie )
Syl
3| 21. Did the attendant drain the used oil ves (X 0 anall 0 S i Cala gl Q6 Ja 21 3
completely from your car? NO [_j N el L (se
5| 22. Did he ask whether you want the engine ~ YES O P el el Jae ay g S o il da 22 2
to be flushed and did it if you agreed? NO N i) o Jla A Gy
3| 23. Did the attendant fill the correct grade as  YES X axd i A yofp 5 Adlials Cala sl WlE Ja 23 3
you requested? Nno O ¥ gidls A dagaiall
2
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Scores Critical Areas Al ataal) AN

3|7 Domersauestyoiosarongneend  veS B a5l it il el 201
minutes? no O y Sl g 438 ad Joaidll Alls 8
4| 25. Did the attendant ensure that the carter YES p _9:1 }:f:ﬁ’r 4:‘)‘; f;\;f jﬁtﬁ 2 3
bolt is tightened and there are no leaks? NO D N j i § *‘c.u)ﬂ
26. Did attendant carry out the following Alaall Cliasaidll ol b calagall B Ja 26
complimentary checks: Al
YES pai
31a. Battery Water top up no O ¥ Lkd i 31,
nA [ aduy
YES axd
31b. Coolant Water top up NO l:l b coolant/a_ll ele Al 31b.
na [ skuy
ves O ~ -
31c. Auto Transmission Fluid top up NO m b} G 2l JLP '_UJ u\m‘ 3te.
(O hpanit 5
na [ aksy
ves L1
31d. Brake Fluid top up o B doill cyj el 31d.
na [ sy
ves 1
31e. Gear Qil top up NO W k| oo Al ol ) Al 31e.
na O sy
YES N
31f.  Air filter cleaning no O v ol il ks B1F,
nva O asuy ‘
YES A
31g. Wiper Water top up no O y sl latiual ola i) 31g.
va [ ey
ves I
31h. Clean engine using air gun no [ N elsell rnes phadiuly o sl Cadas 31h.
na [ sy
3| 27. Were any of your questions related to :(E)S g (’: dalai) il oy gl e 7*?.'\—.\}” “—w 27 3
lube change answered? Ty st Agdasy
na O sbuy
5|28 R‘ig ér: staffplace the mileage sticker n :“E)s ?: Aiﬂmﬁi:ij;ﬁ 28 3
' nva O asay £l
YES oo
4| 29. Were you offered a receipt voluntarily? ~ NO Y Lbal il Juay e (e do .20 |4
na O sy
5.  REST ROOMS AND MOSQUE spasally (laad) [l ) al M g 5
Scores Critical Areas Akl YLl L
3 30a. Were they adequately stocked with all ves B 4wl e il aans 3 e S U 30a 3
necessary supplies such as soap? NO D ¥ £ gaball Jia
na [ by s
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Scores Critical Areas Dby ¥l Llaih
ves D
30b. Were they adequately stocked with all D = A g_pall il il &ans 3 g2 CalS Ja 30D
necessary supplies such as toilet tissue? NO ¥ i gil) (g 59 Jiea
NA O sy
30c. Were they adequately stocked with all ves [1 prd Ay gl il il taa B e iilS Ua.30c
necessary supplies such as paper towels? NO D v T4 ) o) Lidiiall Jia
(paper towels are not required where fully - Glidae ¢ dic dygllaa yoe 44 )l adliall)
operational hand dryers exist) N/A b Y (A1 Al
; Tk (e <ol
31a. Were sinks clean? ves K1 o al '--y'&gyﬁ 'LSJTS{31a
require comment when marked ‘No’ no [ b ol o2 el
nva [ gy
X ; ik L)l ol
31b. Were mirrors clean? YES px ol ':\1" Mﬁ;;—u ,LSAT."Mb
require comment when marked ‘No’ no [ ¥ o sill oa Al Cus )
nva O gsuy
; faglas oY) Cliiaa <l
31c. Were hand dryers clean? ves X [t LAl ‘;Jf-\;-:_,gyrf 'lsdt "31C
require comment when marked ‘No’ no [J k] cesill o2 A el
NA [ gy
s faaka ) sliall Gkl Ccuilg
31d. Were dispensers clean? ves K i LA o "Y':_IZ\..L\J\H: .&"T.“md
require comment when marked ‘No’ no [ Y grasil o2 At S Y
nva [ gy
YES A A
31e. Were toilets and urinals clean? Nno [ ¥ fAala Joall 1S4 culS Ja 31e
Na [ sayy
; fadas (Gl oY) cuilg
32a. Were doors clean? YES o ol "'Y'::Jaj\fyi ~-LsdT;{32a
require comment when marked ‘No’ no [ ¥ gre st o2 A=
NA [ Gy
vEs K
32b. Were walls clean? Nno [ N fhgdas (el i€ Ja 32b
NA [ sayy
YES pd
32¢. Were ceiling clean? no O b feadai canudl € Ja 32¢
NA [ gy
YES axd
32d. Were vents clean? Nno [ y faakas MUl <ol Ja 32d
NA [ Gy y
N I fadadat Slpa Y Culsg
32e. Were floors clean? YES P L "Y':Ltjj\j! X '&%’\.326‘
require comment when marked ‘No’ Nno [ b ol s F s )
va [ sy
ves B
32f. Were baseboards clean? Nno [ N faiud saclal - o) /dailall i 51 ilS s 32f
NA [ sy
ves Bl
32g. Were grout clean? Nno [ N feaki LU S da 329
NA [ gy
4




Scores Critical Areas Ll el Jalaal
‘ vyEs X o
33a. Were trash containers clean? NO D b faa,dhs Aalasll il ta cailS Ja 333
5 NA [ abiy ,
vEs X1 o
33b. Were trash containers not overflowing? NO O ¥ fhaild e dalaill Cilygla <ilS da 33b
NA [ asiy
ves X e
2 34. Was the restroom smelling clean & no [ N 6l () Latay Aipas pleall dadl ;) culS Ja .34 )
fresh (without any offensive odor)? $olasd) & dga S A
NA [ asiy ]
: 5 olaall b il jagatll KT
35. Were all the facilities inside the YES m i Jesie o e EA(': de;.ss
restroom in good working condition? . L I T el
2 require comment when marked ‘No’ no-[0 ¥ g sl (o2 MY Y s ) 2
NA [ iy
3 ¢(5) ikl aawall dcld ol s oIS
36. Was the Mosque premises clean? YES m - (°)_ J;“ ) ":'; LL‘QTA*({LSL\J'T 36
2 require comment when marked ‘No'  NO I o el Ayl s 2
NA [ abuy
Comments: tBadlall [ galadll
FOR OFFICE USE ONLY Jagd ikl PAREN
Alaual) LlES LAl oY sl
o, > PR .t
% ACTUAL SCORE | maxmum__| Evatuation: i
Approach and Cleanliness adtdailty ol 81 |

Greetings and Initial Checks | & s¥) <ilSidlly cum 5l 12

Appearance and Behavior of il all & L
Shoft Ol gall sl sedaae |3

Service il |4
Cleanliness - Restroom and ilalaalt — Adaill 5
Mosque 2ol g

TOTAL £ saxall
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