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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center &
O <i,u Emarat 10 g Eppco / Enoc / IZ[ 5l Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
' /
1014, Nehd Srdoddl 1 ]
Gender Height Built  [pectacle Beard | Mustache| Ethnic Groups
TIM [SIT [MJF |Yes|No [Yes [ No | Yes | No [Indian [PakistanilFilipino [Expat. Arabs][ Others:
EDDIDDIDDIDEDE.DD O O
EMIRATE V;ZZ‘:,:‘ AbuDhabi |  Dubai Sharjah Al Ain g:‘v':‘a::" Ajman K'::ism‘:h Fujairah
O O O O O O ¥ O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
289 0|6 | X5 | &]8 [ ols | of4 &3 RSB
l 07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday | monday | Tuesday ] Wednesdayl Thursday l Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF ]
visIT ' O O O O vsit | [ O O O O O
1. APPROACH AND CLEANLINESS LI g\)‘.’é\]\ A
Scores Critical Areas Al ¥l Latai
YES A gn- ..
1. Was there proper sign to the Lube no [ dilaia e AYall daal 5 s 5l la IS dﬁ A
changing bay? ey Wyl
na th
_ YES o
3 2. \Cl)\:ggntirz(!j%be changing area clean and NO NI PIVPE TRRICNU L E CURIRER [ Js 213
NA [ shuy
ves [
4|3 Was there any oil leaking and fallingon X y Sl e gigs il coed gl s g8 da 3 4
to the floor of the lube bay ? Syl it Adlaia & ()Y
na [ sdiy
YES o
2| 4. Were the waiting area and table clean?  NO O ) aaydn; dl dall 5 Hlluy) dibie il Ja 4|2
va O sy
5. Wasth | th t YES E e~
o woariinge? elevision in the waiting room no O g VI A i de ol S s 5 |2
va O aesy
ves [0 - s
6. Was the board displaying complimentary o ] q Al e jedas M Aa M cils da 6
services neat and clean? 3 Paiylal g A ye diladl Cleadll
NO  BosgD na B sy
2. GREETINGS AND INITIAL CHECKS ALY el y cua il 2
Scores Critical Areas At el ALY
3| 7 Was there any delay in approaching ves [ pr a5/l B el gl lia S a7 3
customers? Nno A ¥ oyl st Cala gall
8. Were you greeted in a friendly manner ~ YES < pad Gslal) 4354k dham Al da 8
(pleasant feeling)? Nno [ ¥ $ (z o
S Ja sk gall gl Clum g o8 Ela <Y 1)
5| If no, please describe behavior: Was it u‘ e < \:;Il . i‘; . j;i 9.' J“ “15
arrogant, without any expression, normal Sl i . >
etc..... ¢
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Scores Critical Areas A Ll hiadl
9. Did he guide your vehicie for positioning  ygg ; Lall ISl sl o s o) A8
3 at the stopper and asked you to switch m ™ ;J“ lu 0 ‘,5‘15 .é o uk}d e dA 9 3
the engine off? Nno [ ¥ Tadl il of e lla g5 Ll Gilayy
10.  When asked by customer, was the 2 . IS cJsandl e ki gall e Lonie
5 attendant knowledgeable of different YES pu ‘j;;‘ o ‘ J” c.‘l:‘: p 'J.T‘ ]y e 10 5
grades of oll, filters and their relative No [] q ) il ? e
benefits? fleie JS il g8
YES : . .
[4 11. Did he offer the waiting area to you?('g e § AT 48 e & Y el ja e o 11 4
Dionet _pbfee wopmny peen (55, No ¥
12. Did the staff thank you as you wer YES e et N .
loaving @ No [ g Sl e S Gliall 5 s 12 (4
hip AT S AY THANKY o
3. APPEARANCE AND BEHAVIOR OF STAFF (S sy il gall Lelia 3
Scores Critical Areas Ty VL) S|
YES ol {
3 13. xzsti?;?umform of the attendant neat No [J ¥ ey gl enlal Gl pall Gld S Ja 13 3
NA [ sy
YEs [X] : . .
14. Was the attendant wearing visible = ek Aty 55 3y 3 g gl bl S s 14
3 nametag? Nno [] b e - 3
NA O sy
YES o .
15. Was he able to communicate with IE &e doal gl e 108 Gl gl (S 15
3 tomer? No [] y o 3
customer? SOl
NA [T gy
YES [
d 16. Was staff courteous / friendly? NO D Y $lahal/fa g3 5 Cals gl o8 da 16 |4
NA [ sy
4. SERVICE rdaadll 4
Scores Critical Areas T L) ol o L]
: it LU Gaadll ey ool L13
17. Did attendant check whether you need YES m P u-‘ Uuﬂ sa . fd ‘P & A7
3 top up or complete oil change? O y Cu) mid el Syl ddlay Zliad 5 Ll 3
’ NO sl
3| 18. Did attendant check with you whether YES pr 8 S 1 Lad elia cals sl (3823 Ja 18 3
only oil is to be changed or oil with filter? No [ ¥ oAl 5 M o Lah 3l
19. Did he check using gauge the quantity  ygs g ey Sl s e G Gl sl B s 19
3 required to be topped up and informed ' o | RCIVR B W | g_a),.‘m bl 3
you? Nno [] ¥ Sl lalif 5 gl
PoOe )l I e Gaadll cals ool A\E .
3| 20. Did the attendant check for il leakages ~ YES pui o u’j: "/'f“ o gy e’fij ﬁ 20 3
under your car from filter and drain bolt? Nno [J y S e e e el
oy
3| 21. Did the attendant drain the used oil YES el 30 S i Call gl A8 Ja 21 3
completely from your car? No [ ) Pl jlw (e
2| 22. Did he ask whether you want the engine YEW el dae 3y 5 e o) il Ja 22 5
to be flushed and did it if you agreed? Nno [ N fliddl o Jla 8 el
3| 23. Did the attendant fill the correct grade as YES X o« o g 5 Ay Gl sall 5 Ja 23 3
you requested? Nno [ y fleidhs Al daps il
2 +
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Scores Critical Areas LRI (I PO BATH]
24. Did he request you to startengineand  ygs [XI ol aS o aall Juaiy i of dhie lla Ja 24
3 Iegve it running for one and a half E‘ 0 im 5 Ahda pad Jardill s b 3
minutes? NO ¥ S ? £
3 25. Eid t.he.attendant ensure that the carter YES p %ii);d}leiﬁ jﬁﬁ 25 3
olt is tightened and there are no leaks? NO D y ey
26. Did attendant carry out the following Llaall Ca gadll o) aby calagall 8 Ja 26
complimentary checks: -l
YES ol
31a. Battery Water top up no O Y ldliilel 31a.
na [ gy
ves Bd o«
31b. Coolant Water top up NO D b} coolant/a sl ele dil) 31b.
na [ sy
ves D =~ N
31c. Auto Transmission Fluid top up NO O b Il B )LP u“ MLA‘ 3te.
(0 shpanast i)
nA [ ki
ves I
31d. Brake Fluid top up no O y Salill cy § i) 31d.
na [ iy
ves X
31e. Gear Oil top up no [ Y oos Al b cyydial 3.
nva [ sbay
YES pad
31f. Air filter cleaning no O y gl ks 31F,
nAa [ abuy
ves 4
31g. Wiper Water top up no O y ol Saliad cle i) 31g.
na O abuy
ves A
31h. Clean engine using air gun NO D Y elsell e pladiuly o sl Lol 31h.
na [ by
3| 27 Were any of your questions related to :l;s % ‘u; Aalaial) il e ol e %‘é\J‘ uﬂ s 27 3
lube change answered? LIV VT S T PP
na [ ey
3 28. aig (t:t:: gtaff place the mileage sticker in ::)S % ?: Jm@mﬁ&ﬁﬁ)‘:\;ﬁ 28 3
' v [ sy € )
@j) ves 0
4| 29. Were you offered a receipt voluntarily?  NO [2] N 0 a2l Jagelle e Ja 2914
yoo o pck bog EBEaser WA [ by
5.  REST ROOMS AND MOSQUE sdpeally (alaad) feudi 53) Aal G g 5
Scores Critical Areas Talud ¥l pATH]
3 30a. Were they adeqpately stocked with all YES % e Iy 5wl Ol Hliuall aren 8 e CailS dm‘.30a 3
necessary supplies such as soap? NO ¥ o ball Jio
NA [ sy =
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Scores Critical Areas Apla MY h&m’
, YES o L
30b. Were they adequately stocked with all No [ g ool Clo il peass jeas cilS s 30b
necessary supplies such as toilet tissue? Cuall gilf g Jia
VA [ iy =
30c. Were they adequately stocked with all ves [ axd Ls el e i) &8 e il Ua 30c
necessary supplies such as paper towels? NO D ¥ 438 ) o) LidLial) Jia
(paper towels are not required where fully - Cldina 85 vie Aygllan e i, adliall)
operational hand dryers exist) N/A by (331 2
7 ; P38 Jubeall oS
31a. Were sinks clean? YES s 2 ‘\-I.If;:l:al;a.‘yr.\.: 'LsdT'l.31a
require comment when marked ‘No’ no [ Y sl o YT ey s 1y
NA [ sy
~ : A0k Ul clg
31b. Were mirrors clean? i(::ﬂ ves L1 ol 3 L)jyr‘: 'tsdT‘ "31b
require comment when marked ‘No’P\ no X ¥ sl oo Y eyl s 1y
LOATER _Sfors on myelo nva [ sy
B ?" Y. B -y - .LS
31c. Were hand dryers clean? YES IE s . Tuh ‘;Af,ﬂ,j:t;rf ,‘Sd?) !'31C
3 require comment when marked ‘No’ no [J Y sl (o AR 3
NA [ Gy y
. Ak ) ol LKL culs
31d. Were dispensers clean? ves Kl o oA o "y";: hyr" ~15d73;'31d
require comment when marked ‘No’ no [ ¥ T2l om o MY Ay cals 1y
NA [T abyy
ves X
31e. Were toilets and urinals clean? Nno [ Y fAadas Joall LSl cul< s 31e
NA [ gy y
32a. Were doors clean? YES m i L ! "Y'fAL}Lf;ruELSJT |'328
require comment when marked ‘No' no [ ¥ ool 2 A
NA [T sy
ves I
32b. Were walls clean? No [ Y fadas Gladl il s 32p
NA O gy
YES pai
32c. Were ceiling clean? Nno [ ¥ sl Caiodl oIS s 32¢
vA [ gy
YES pd
2| 32d. Were vents clean? Nno [ Yy gk Ml il s 324 | 2
NA [ gy
; faadas Gl Y1 il
32e. Were floors clean? @YES D o 2 4l ) "?"’uiyﬁ AlSJ\:‘.32€
require comment when marked ‘No’ no X ¥ =S e R
w# * 0 vA [ gy
YES I
32f. Were baseboards clean? Nno [ ¥ ALk sac Wl & o /Lilall 51 el Ja 32f
NA [ sy
ves K
32g. Were grout clean? Nno [ Y b L IS da 329
A [ sy .
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Scores Critical Areas ot YLl Jatastly
ves A o
33a. Were trash containers clean? no [ b Ay dabasll iyl i€ Ja 33a
wA [ asiy
2 = - 2
YES pad
33b. Were trash containers not overflowing? NO |:] ¥ fhais e Aalall clysla il Ja 33b
NA [ gy
ves 4 e N _
) 34. Was the restroom smelling clean & no [ N s} Cs) Ldata s Agdai laall A3 il da 34 2
fresh (without any offensive odor)? $(alaall (B Age S A
NA [ gy
H Jazd alaall & ol jueadl) “o\S .
35. Were all the facilties inside the ves B e ot St e %
restroom in good working condition? L. w4 T el
2 require comment when marked ‘No’ no O ¥ sl o MY e Yl S 1) 2
NA [ sy
; §(5) ot amanal) AclE gl e S
36. Was the Mosque premises clean? YES m o ( )_ ;31\ ’ ,,:; LL‘;“,‘T’\S%T .36
2 require comment when marked ‘No’ Nno O ¥ Tpast > g e 2
| NA [ sy
Comments: callaadlall [ gadedl)
FOR OFFICE USE ONLY Jagd isall aladiud
Aol JalESl Liaill e aal
[ 5 P <
#o ACTUAL SCORE | maximum | Craiuation o
Approach and Cleanliness Aadall y B
Greetings and Initial Checks AV il g i |2
éf:;arance and Behavior of eyl gl s sedae |3
Service iaall |4
Cleanliness - Restroom and Clelaalt — daldail |
Mosque daall 5
TOTAL £ saxall
5
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