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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center w
[ < w Emarat | O s Eppco / Enoc | KK a5 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
Gender Height Built _ Ppectacleg Beard | Mustache] Ethnic Groups
M1 F JT[MJ[SJT [MIF {Yes [ No | Yes [ No | Yes | No {indian [Pakistani]Filipino [Expat. Arabs[ Others:
ROORODOROORROROXR® O O 0O .
EMIRATE ";:::i:‘" AbuDhabi | Dubai Sharjah Al Ain g’:\:v“aﬁ]' Ajman KﬁgismAa'h Fujairah
O O O Kl O . O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
S ¥7a| o¥ |2 [a [#alec | o]l o2 8 yrelsy
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
vt T g O O O wsr | [0 O 0O O K O O
1. APPROACH AND CLEANLINESS SA3Ual g Y 1
Scores Critical Areas Aol L) latau
ves [ o a
1. Was there proper sign to the Lube no [ q dahia Jle AVl s aljdaddla S a1
changing bay? e i s
NA [ sy
. ves @
3 2. \é\:g:r:?zeeélf?be changing area clean and NO D g T e Ak ) i fahie cS o 213
na O sy
ves [ o . L
4l Was there any oil leaking and fallingon v 1oy q Sleaedyycullc s gldua S da 3 4
to the floor of the lube bay ? Sy M i dsdaia A ()Y
na O iy "
ves ] =
214. Were the waiting area and table clean?  NO O M) Chadey Al gUall syl ddhaie il Ja 412
nva [ sy
) ves B
2 5 Vvyoarls(itnhge? elevision in the waiting room NO D N ¢ Y 4 e 3 Jens sl oS da 5 (2
NLAQ.;*» ¥
YES o . s
6. Was the board displaying complimentary D Ly Pais lgle el AldaslladS Oy 6
services neat and clean? aadad g A ye Apdaall Olendll
nAa [ abkuy
2. GREETINGS AND INITIAL CHECKS A clsudal g cuas il 2
Scores Critical Areas Al Ll Jatadly
307 Was there any delay in approaching p a8 b pali gl ia IS da 7 3
customers? ¥ St san Cala gl
8. Were you greeted in a friendly manner ~ YES % px csbl) b aa ) dh s il ds 8
(pleasant feeling)? Nno O Yy ® (cAe
TS O ok gl A gles i 1 28 2l <Y 1)
5| If no, please describe behavior: Was it u‘ e . \:;j . )S; j:d‘\’j 5. )ﬁ‘ 15
arrogant, without any expression, normal ¢ SRS Oe XD ;—LAM. g
etc..... C”
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Scores Critical Areas Ll Lol Jatash
9. Did he guide your vehicle for positioning YES i Gl Sl @l L ol ol 6
3 at the stopper and asked you to switch Xl e~ :,—: o ‘,TIJ .a o . 5] & «dm 9 3
the engine off? O ¥ feoaall ikt ol e Al 5 ) ity
10. When asked by customer, was the q . IS edranll o iy gl Jipas Laic 1
attendant knowledgeable of different YES - L,fku S L }A el 10
5 g . . u_:l_).\h]‘)a_:y_)ﬂu\;))/&b;luha.g?.\c 5
grades of oil, filters and their relative No [ N g o AR
benefits? fleta JS 2l 4
YES [X : - .
4| 11. Did he offer the waiting area to you? NO E P: FEEYI A e 4 Yl ellde e Ja 11 |4
4| 12. Did the staff thank you as you were YEs [ a € a5 S Lty o S il pll 6 o A
leaving? NO D N P S 5al & 12 (4
3. APPEARANCE AND BEHAVIOR OF STAFF pdS sy (il gal) B 3
Scores Critical Areas EEW IR RN PR AN
_ YES axl
3 13. \a/\r/]a(;stitcr;;?unﬁorm of the attendant neat NO D Y ey il el il sl Gl S s 13 |3
na [ sy
B o~ N
3| 14. Was the attendant wearing visible No [X y Dk AUy (53 55 33 sall il sall IS Ja 14 3
nametag? $z 3 wl/tg&fv
NA L 3mi¥ 4 ygme 0adione. (12,
YES p . e
3| 15. Was he able to communicate with No [] g &e deal il e 106 il gl S 15 3
customer? o
na [ by
YES d
41 16. Was staff courteous / friendly? No [ ) Sakal/la g5 cala gl S Ja 16 [ 4
NA O sy
4. SERVICE il 4
Scores _Criical Areas T~ O mdgaes T L]
: S ) 3l Cals gl A8
17. Did attendant check whether you need ~ YES m X w ouuJ P Fl ¢ A7
3 top up or complete oil change? S i pd Sl ALY Flias ) 3
ge: NO E] Y ¢ Jal<I
3| 18. Did attendant check with you whether ~ YES [X] paxd 28 S 1) Lad e il gall 333 Ja 18 3
only oil is to be changed or oif with filter? No [ N € Al 5y 30 Al dads eyl s
19. Did he check using gauge the quantity ~ YES [X] prd eIl W (5 slee s il gl JE 8 19
3 required to be topped up and informed B R | GV O U P | R IR IN 3
you? No [ felly Slil , Ll
PoOe )l 3 (e el Calh gall A8 .
3 20. Did the attendant check for oil leakages YES E g Ot u:j u/jmhu: )ﬂid). - }Cij JA 20 3
under your car from filter and drain bolt? Nno [ S eas LA ) e
eyl
3| 21. Did the attendant drain the used ol VES I e Geniad oy OS i il G a0 3
completely from your car? No [ ) il (e
22. Did he ask whether you want the engine  YES [X] M s el Jaee oy e o @il Ja 22
2 2
to be flushed and did it if you agreed? Nno [ y feeliddl o Jla 8 cllyy
3| 23. Did the attendant fill the correct grade as  YES [X] axd Sl s /g 5 Adlals ol sl 6 Ja 23 3
you requested? Nno [ y el Al dapaiall
2 +
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Scores Critical Areas Taabult Ll Laas
24. Did he request you tostartengineand  ygs [Xl ox aS g el yaall iy o s o i il Ja 24
3 Iegve it running for one and a half D i ¢ 380 50 bl s, 3 3
minutes? NO | She g o
3 25. Did t_heiattendant ensure that the carter YES m pu wiﬁ);ﬁ)::jlﬁ\:iﬁfﬂ 25 3
bolt is tightened and there are no leaks? NO D N j i g "c.u)u
26. Did attendant carry out the following el s gadl) ol ol calagall dB Ja .26
complimentary checks: ol
ves X
31a. Battery Water top up NO El ¥ el el dila) 31a.
na [ sy
ves I =
31b. Coolant Water top up NO D b coolant/s sl cta Adlal 31b.
na O sy
vesd @~ -
31¢c. Auto Transmission Fluid top up NO EI b R )LP u” GL"\ 31c.
(O 3haanst il
na [ abuy
ves i
31d. Brake Fluid top up no O N Sal il g Al 31d.
nAa [ gy
ves X
31e. Gear Oil top up no 1 ¥ G Al llcnydial 3le
na O sy
ves X
311, Air filter cleaning no OO ¥ ol ks 34F,
NnA [ shuy
ves X~
31g. Wiper Water top up no O Y gl sl ialind ele i) 31g.
na O sy
ves I
31h. Clean engine using air gun NO O Y ehsell etuse pladinly o paal) il 31h.
na [ akuy
3127 Were any of your questions related to :lf)s % ?: daleiell clilind e (gl L}f— "'*-.e\a.-y‘ ﬂ—w Jds .27 3
lube change answered? PG| R LR PE
wa [ abuy
3 28. ais 2’; staff place the mileage sticker in :;is P’; Am&mﬁ&ﬁﬁ;\;ﬁ 28 3
' na O asiy €5 e
ves A
4| 29. Were you offered a receipt voluntarily? ~ NO D ¥ o0 ol a3 Gasdlle (e Ja 29 |4
va [ abuy
5. REST ROOMS AND MOSQUE a3anall g (plaadl [l 53) A1 Y g 5
Scores Critical Areas Toalu) c¥laalt b@
3 30a. Were they adequately stocked with all ves I A g pall e il grems 8 e S Ja 302 3
necessary supplies such as soap? NO I:I ¥ S sdall Jia
va [ iy S5
3
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Scores Critical Areas A alal) YLy Jaladls
_ YES o o
30b. Were they adequately stocked with all O 4 s el Sle sl paan s jeme <lS Ja 30b
necessary supplies such as toilet tissue? NO ¥ Call gl (399 i
NA [ gy
30c. Were they adequately stocked with all ves [ i sl il i) & 8 e ilS b 30c
necessary supplies such as paper towels? 48 ) o) Ladiilall Jia
paper towels NO b == Sl
(paper towels are not required where fully Gldisa 855 die dygllae ye 3 ) ailiall)
operational hand dryers exist) nva [ bl Y (A1
: i Julid) call
31a. Were sinks clean? YES o 2l *,,y,,df'ky‘uf ,ISJT."SM
require comment when marked ‘No’ Nno [ ¥ sl o MY A il 1y
NA [ gy
; 2k Ll s
31b. Were mirrors clean? YES m paa ol 4',‘,?',' J )\_:]yru .LSJT_’.31b
require comment when marked ‘No’ Nno [ ¥ gl (o2 YT ALY s 1y
NnA [ gesy
; Ak 1Y) i, S
31c. Were hand dryers clean? YES p ) ?’h ‘éAfz{,,Lf gy‘uf 'lsdT' "310
3 require comment when marked ‘No’ no [ ¥ gl o2 MY Ay s 1y 3
VA [ gy y
: fakai 1 gluall CiSle S
31d. Were dispensers clean? ves I o o "y"g-'a_,{_._yluj 'lsdt'[md
require comment when marked ‘No’ no [ ¥ o2l o AR e )
NA [ gy y
ves ]
31e. Were toilets and urinals clean? no [ Y faalad Joah sl culS Ja 31e
NA [ geuy
32a. Were doors clean? YES M pad 2 i .;';,'sjblf;ﬁfsd“h.\BZa
require comment when marked ‘No' no [J ¥ ol o Y ALY s 1)
NA [ iy
YES pd
32b. Were walls clean? Nno [ Y fadula laaall i€ s 32b
NA [ ey
vEs Xl
32¢. Were ceiling clean? Nno [ ¥ fdli cadldl IS Ja 32¢
vA [ gy
YES oy
2| 32d. Were vents clean? no O v “Aads MU S Ja 32 [ 2
NA [ smsy
; Yalas Cilaa Y1 Cails
32e. Were floors clean? ves M px mepin gl o 22 Y 4 L):(Yl i u&:\.SZe
require comment when marked ‘No’ NO Y (gt Tl e MY A e
na [T sy Lfé/n/\ @< o ho Do (S
(= - . -
vEs [ a
32f. Were baseboards clean? Nno [ N failas sac il - o ailall 5 culS Ja 30f
NA [ iy
YES pd
32g. Were grout clean? no [ ¥ fadas LM oS Ja .32g
|| NvA [T gy
4
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Scores Critical Areas Al ¥l Jaash
ves D o
33a. Were trash containers clean? NO D b faaydas dalatll Gl da calS Ja 33a
) NA [ @by )
ves [
33b. Were trash containers not overflowing? NO D b Piiailh e dalasll s << Ja 33b
NA [ gy
YEs A o o ]
9 34. Was the restroom smelling clean & no [ y Gl 05) Ainia s didas aleal) Aad) ) S Ja 34 5
fresh (without any offensive odor)? pleadt 3 Agg S 3,
NA [ gbuy
3 Jand alasd) 8 b jseadll aaea cilS Ja 35
35. Were all the facilities inside the YES m p ¢ @ t“:m S
restroom in good working condition? L. % e
2 require comment when marked ‘No’ no [] ¥ gl 2 Y ALY s 1) 2
NA [ oy
; 9(3) ks daal) dcl 5 i oS
36. Was the Mosque premises clean? YES D e ( )_ };J\ ’ N LL?&\S% 36
2 require comment when marked 'No’ Nno [ ¥ ot e R - 2
NA [ ghby
Comments: slBBadiall [ galedl)
FOR OFFICE USE ONLY L8 Cigall aladdiu N
Aaiall Llail LAl Jeyl aal . .
9 . : + a8y
fo ACTUAL SCORE | _ maximum | Evavation =
Approach and Cleanliness Aalaill ol BY 1
Greetings and Initial Checks LY Sl s i 12
ég)ﬁearance and Behavior of il sl sl s jelae 13
Service Zaadll |4
Cleanliness - Restroom and lalaall — adllall |
Mosque dasall g
TOTAL £ saxall
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C DISTRIBUTION

ADNO N
Al Muwei leh S/s5-877
Near Sharjah Airport
Sharjah
DESCRIPTION QTY PRICE . TOTAL
VoyagrSilveril. 5,50 14.00 ~77.00
TOTAL ‘ 77.00
CASH PAYMENT 77.00

You were se?ved by Operator 1
DATE 29/08/2012 08:59 T1 8201 1391

THANK YOU, VISIT AGAIN. ..

SERIAL NO.

(450







