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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center g3l
O wiwemarat | 0 @i Eppco/Enoc [ [A @z Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
\ o Boocua 240l | Bosuws |24 o4 [Novare bd&qfl I I | |
Gender Height Built _ [opectacles Beard | Mustache Ethnic Groups
[ F JT[M[SIT IM [F [Yes]No|Yes] No|Yes[ No [indian [Pakistani] Filipino [Expat. Arabs] Others:
EDEDDDIDDDED@DD O O
Western . . : . Umm Al . Ras Al -
EMIRATE Region Abu Dhabi Dubai Sharjah Al Ain Quwain Ajman Khaimah Fujairah
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
olalgl 2l o2 [ \o [ 616 1 1861 ol 2 egleot
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 | DAYOF

VISIT D & D D D VISIT D D D D D D

1. APPROACH AND CLEANLINESS A L,ab'.'é?\ 1
Scores Critical Areas Al il Ll
YES o e
1. Was there proper sign to the Lube no [ q dihie e AYMAaalgda i QS a1
changing bay? Sy ol uas
na O asuy
‘ YES pai
3 2. \é\:;:ntir;i(l;';?be changing area clean and no [ Y TS e Ak M i dihieciS a2 |3
na [ sy
ves 0 .
4|3 Wasthereany oil leaking and fallingon |\ 9 N Sle e gyl il dllia g8 da 3 4
to the floor of the lube bay ? ey M s dikaia 8 LY
nva [ gy
YEs K =
2| 4. Were the waiting area and table clean? NO [ Yy iyl 4 gl 5 HUsiy) ddhie cilS a4 (2
nva O sy
o j ves Q-
2 5. vaoa”s(i;hge?telewsmn in the waiting room NO D N ¢ sy 4 2 @d‘wuy)-dﬂ\ JSds 512
nAa [ iy
YES oo . s
6. Was the board displaying complimentary [ y Ladlilede jels Aiadlculsda 6
services neat and clean? Saadai 5 A0 ye Aulaall cileaall
NA [ sy
2. GREETINGS AND INITIAL CHECKS AN alsdal g qua 5l 2
Scores Critical Areas Al c el s
3| 7. Was there any delay in approaching ves [] px sty & bl dia g a7 3
customers? NO ¥ ool sai Cale gall
8. Were you greeted in a friendly manner ~ YES 0z NP sl 3, @ i cua il 5 ds 8
(pleasant feeling)? NO D Yy $ (z
S Ja rcals gall & gl aim ga a8 Sl (Y 1)
5| If no, please describe behavior: Was it ['j e . \i;j . }i . j:ﬁ £z J“ ‘15
arrogant, without any expression, normal e R O e . on
etc..... £l
+ 1 +
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Scores Critical Areas Dt ¥ Laall pAYHY
9. Did he guide your vehicle for positioning ygsg m A Canliall G Sl Cals sall ddds 9 3

3 at the stopper and asked you to switch ; R v oy

the engine off? Nno [ Y 0 el il of elie calhe g 3 ) <alayy
10. When asked by customer, was the v il O da cdraadl e il gall G Laxie 10
) YES oy g sandl (0 3 .

5 attendant kpovyledgeable of dlﬁerent il g 3l /&‘}.\‘ Al o, ?L__ 5
grades of oil, filters and their relative NO D y lie S 3
benefits? Pleta JS il 44

YES i . .

4| 11. Did he offer the waiting area to you? NO % ‘N; S oY A8 e i dlle jaye o 11 (4

4 12. Did the staff thank you as you were YES p £ a3 i Laty o K3y byl B G 12 |4
leaving? No [ y - =S e :

3. APPEARANCE AND BEHAVIOR OF STAFF :HSJL«J Cpibigall edia 3

Scores Critical Areas Al a¥laa) PRI

. YES pad
3 13. gzstit;\; uniform of the attendant neat NO D Y oLy sl il gl i S Ja 13 (3
NA [ sy
YES pxi s .
14. Was the attendant wearing visible 5 e Ay (55 3 3 93 el Cala gl (IS Ja 14
3 nametag? NO s - 3
gr . _ TPl Aau) \.@._ﬂr_
N/A D by ¥ c}Q\}‘\\‘Ql\iX)
YES ’ o o
15. Was he able to communicate with oo deal gl e 106 Gl sl S Ja 15
3 Nno [ - 3
customer? SO
nA O seiy
YES :
4| 16. Was staff courteous / friendly? No [ fldal/lagey Ghedl S Ja 16 |4
NA [ by
4. SERVICE daadll 4
Scores Critical Areas Al ClLall Lalaih
; S o)) 3l ol gl L8 .
17. Did attendant check whether you need ~ YES Kl e A u‘)“j L )A ¢ 17
3 top up or complete oil change? S0 il ol i AR glad sl 3
p up p ge: No [ y £ sl

3| 18. Did attendant check with you whether ~ YES axd S 1 Lad el Cala gl (G3a3 o 18 3

only oil is to be changed or oil with filter? o O Y ¢ il 5 a3 Al add 3
19. Did he check using gauge the quantity ~ YES prd @l o 3l (5 fase el Cabasall 8 b 19

3 required to be topped up and informed ERETP | RUIVRY | I SV | U VS PRI 3

you? No [J Y el il Ll
' P On Sl G (ye Gaailly (il pall 8 Ja

3 20. Did the attendant check for oil leakages YES et ;u;\); L;fi il aj{ij Camd 20 3

under your car from filter and drain bolt? m y i R eIE _
Sy 5l

4| 21. Did the attendant drain the used oil VES B sy et o30S i Gl o A5 a2 3
completely from your car? NO E] y Ol jlw (e

2| 22. Did he ask whether you want the engine ~ YES pe Ay padl due 3 s o) el Ja 22 2
to be flushed and did it if you agreed? Nno [ N felidd) ga Jla A el

3| 23. Did the attendant fill the correct grade as  YES B4 ox Sl da ofp 5 Adlaly Cals gall A8 Ja 23 3
you requested? No [ vy flgilh Al daaall
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Scores Critical Areas Al Ll PR}
3 24, IDid he request you to start engineand  ygs o aS 5l yaall ity s o i cilla b 24
eave it running for one and a half EPTRA et # . 3
minutes? no [ | fbiaiy 488 bad Jpudill Uls (3
3 25. Did t.he'attendant ensure that the carter YES E‘ p g uﬁd’j‘\j‘)i;‘k ﬁ:sh %A 25 3
bolt is tightened and there are no leaks? NO D y ey 3l
26. Did attendant carry out the following Alaall Cla gaill o] ol calagall ol o 26
complimentary checks: sl
YES s
31a. Battery Water top up no O y ld il 3a
na [ gy
ves B
31b. Coolant Water top up no O Y coolant/_ysall els 2] 31b.
nva [ sy
YES o ..
31c. Auto Transmission Fluid top up NO L__I b A JlP uu MLA‘ 3te.
(O sipanait yil1)
NA [ iy
ves B~
31d. Brake Fluid top up no O y dejill cyjiilal 31d,
NA [ sy
YES pal
31e. Gear Oil top up no [ ¥ Gl el cuyiilal 31e,
nA [ iy
ves I~
31f.  Air filter cleaning no [ y ol gl cabs 31f,
N/A EI by
YES ax
31g. Wiper Water top up NO |:] N a3 cialinal ola L) 31g.
nA [ by
ves 4
31h. Clean engine using air gun no [J ¥ el sell e pladiuly o jaall cadan 31h.
na [ sy
3|27 Were any of your questions related to :lis ?: bl lilind e gl e WY s da 27 3
lube change answered? PIGITI  VEEL B T P
na [ adbsy
v -, . . -
5|28 tl?]is (t:r;? staffplace the mileage sticker in :zs ?: m@mﬁﬁjﬁﬁ;\;ﬁ 28 3
' nAa [ sayy € o
YES o
4| 29. Were you offered a receipt voluntarily? ~ NO |___| v LA Bl Gasdlle ae o 29 (4
NA [ smuy
5.  REST ROOMS AND MOSQUE - sawall g (Laad) [l ) Aa) 0 i 2 5
Scores Critical Areas Apabua) YLl pAH]
3 30a. Were they adequately stocked with all ves B3 o g pall e el aieas 3 jee culS Ja 302 3
necessary supplies such as soap? NO D v Cogiall i
va O sy =
3 +
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Scores Critical Areas Lol Mgl Ltadl
_ YES e e
30b. Were they adequately stocked with all 00 v A5 pall e el paeas 3 jeae il o 30b
necessary supplies such as toilet tissue? NO Call gl (599 Jia
na [ gy y
30c. Were they adequately stocked with all YES pad A spall el & 86 S Ja.30c
necessary supplies such as paper towels? NO D ¥ $4.8 3l Adliall Jia
(paper towels are not required where fully Gilitae 8¢5 aic dyllaa e Al <alliall)
operational hand dryers exist) N/A D GebisY (359 )
31a. Were sinks clean? YES E pd ol ?@i':lf&:;ﬁlisd:‘.?la
require comment when marked ‘No’ no O Y ol o2 Ayl il )
na [ gbyy
- ‘)“ R O -
31b. Were mirrors clean? YES P il 4'?,4;: lf"f‘ r‘f‘slsd: |'31b
require comment when marked ‘No’ no [ v sl o2 YT Al cals 1)
nva O aksy
. 0aa b 3 il -
31c. Were hand dryers clean? YES E pr . TML” “".'\f,\g" ’LAL‘:;lk—fl'Slsd: 1'310
3 require comment when marked ‘No’ Nno [ Y gl sl om MY Ay cals 1y
nva [ gy
31d. Were dispensers clean? ves kX = A.L\‘ta.: Uﬁ"",é,n:ibi‘“ r‘jLiSdT.\'sw
require comment when marked ‘No’ no [ ¥ ol o2 MY ALY culs 1)
NnA [ asyy
YES aad
31e. Were toilets and urinals clean? NO D ¥ faida Jhal A cals Ja 31e
NA [ gy
32a. Were doors clean? ves Kl p = gl mf%jff"tf‘ ‘“AS ‘JT_"323
require comment when marked ‘No’ Nno [ ¥ oo sill o YT ALY calS 1y
NA [ gy
ves D
32b. Were walls clean? no O v fiahi ol cilS s 32b
na [ sy
ves M
32c. Were ceiling clean? no O v el Gl S ds 3¢
A O gy
YES pad
2| 32d. Were vents clean? Nno [ y ik MUl cils Ja 32d
Nna [ sy
32e. Were floors clean? YES p ol ?%..Q}f%fl ‘_uls‘sd.: \'326
require comment when marked ‘No’ no [ Y gl 2 Y A s 1)
va [0 gy
ves 4
32f. Were baseboards clean? Nno [ k] faghai saclil 7 o flailal) 50 <l o 32f
nA [ by y
YES psd
32g. Were grout clean? Nno [ b fdalai L3N IS Ja 329
na O sy
4
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Scores Critical Areas Lol epall pRH]
YES o
33a. Were trash containers clean? no [ k PAghs daladll il gls S Ja 334
5 NA [ Gl )
ves K]
33b. Were trash containers not overflowing? NO O ¥ fhati e dalall Cygla cilS Ja 33b
NA [ by
YES g L .
2 34. Was the restroom smelling clean & NO D N sh () Adaia g Aaal pleall dail ) CailS da 34 2
fresh (without any offensive odor)? folanl 8 Ay S Asd
NA [ by
Y 3 Jaxi alaall & & ueatlt asea ailS Ja 35
35. Were all the facilities inside the YES e £ o= en‘.: I
restroom in good working condition? L. I e
2 require comment when marked ‘No’ no O v sl o2 YT Al S ) 2
NA [ aisy
3 €(5) ki sl deld J) e oIS
36. Was the Mosque premises clean? ~ YES 0 e (). e f; Ltf,‘.’\sﬁ 36
2 require comment when marked ‘No'  NO O « e el 2
NA [ iy
Comments: silBadiall [ galadll
FOR OFFICE USE ONLY aid Coall aladiuy
AN LAl ey aal) . .
0, O : . il
e ACTUAL SCORE | MAXMum | - 21ation el
Approach and Cleanliness Aalaill 5 ol Y |1
Greetings and Initial Checks | ¥ cilSudill s cam i 12
gfapﬁearance and Behavior of il sl gy sekae |3
Service asaall |4
Cleanliness - Restroom and Slabaall — il 5
Mosque davcall g
TOTAL £ ganall
5
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