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PROJIECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change 5o Arab Research Center i !! X

O et emarat | O @551 Eppoo/Enoc [ B d Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
, O 3 Name Number Name Number | Name Number
O Saweelr | [ [ [ [ |
Gender Height Built Bpectaclesl Beard Mustachel Ethnic Groups
M| F JT]M ST [MIF JYes[No [es | No | Yes [ No |Indian [Pakistani]Filipino [Expat. Arabs] Others:
RORODOOROORORKROXR O O O O
EMIRATE V;‘:Zfi;“ Abu Dhabi |  Dubai Sharjah | Al Ain e | Aiman s M| Fuiairan
O O O n O O O X O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
s[Q¥|loclal|5] 8l —| | o|Ll 818 1B8:35
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday [Sundayl Monday | Tuesday |Wednesday| Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAYOF
wt g O O 0O wt ! O O 0O O Xl O O
1. APPROACH AND CLEANLINESS JAddaih g ol By 1
Scores Critical Areas Lol el Jalail
ves P . o s . .
1. Was there proper sign to the Lube no [ q dshis o AVl il daddia G da 1
changing bay? ey W s
va O gsoy
. ves o
3 2. \c/)\:;:ntir;ié%be changing area clean and NO D Y T s Al iy 3l s il S B 213
na [ sy
ves 0 . y
4|3 Was thereany oil leaking and falingon = q e dedsycnll il dia isds 3 4
to the floor of the lube bay ? Seu M s Asdaia B )Y
va [ sssy ’
vEs ] &
2| 4.  Were the waiting area and table clean?  NO [:] b fdades Al all g sty dhle cilS a4 |2
na O ssy
o - vyEs )
2 5. \v/VVoaﬂs(i‘;]hge?telew&on in the waiting room NO D v ¢ Y A6 3 dans sl g8 da 5|2
va O sy
ves ) - .
6. Was the board displaying complimentary O g Ll e pelas A da sl colS a6
services neat and clean? e3adal g A ye Auilaall cilenall
nva [ sy
2. GREETINGS AND INITIAL CHECKS A Y Sl g qua S, 2
Scores Critical Areas Tt ¥l PAH]
3|7 Was there any delay in approaching ves [ px a8 i gl e S da 7 3
customers? no X y £oibl g Calba sall
8. Were you greeted in a friendly manner ~ YES O pr b)) s dahdh s Al ds 8
(pleasant feeling)? Nno K ¥ 1 (B
5| If no, please describe behavior: Was it / U‘ “. \:;l ) ’3‘; ‘ j:.\i P T s
arrogant, without any expression, normal LAt Al Aal o . CJ‘
etc..... . -
hotumad , no od Qdu\g§
Q! \
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Scores Critical Areas Dbl Ll PAIN]
9. Did he guide your vehicle for positioning YEs X ; Lall el 3 el b Cala ol LG
3 at the stopper and asked you to switch w ;:_‘“ o "‘ P .J 9 ] i - dA -9 3
the engine off? NO D ¥ ¢ J';A‘“ ‘LSA‘L" Ul ia L.‘AL) ",)M‘ “—‘L‘iy
10. When asked by customer, was the ; IS da edraall (e il gall Jyu Lerie 10
attendant knowledgeable of different ves 4 i L;L:u AT };j ol -1
5 A . ) u‘ﬂﬂbu_ﬁjﬂul__\)a/&‘y ul.x;.‘ur;l:; 5
grades of oil, filters and their relative NO D N o AR
benefits? fleta JS il i
YES i .. .
4| 11. Did he offer the waiting area to you? [ e TRV A e b Y elle (e Ja 11 |4
Dio NMeT  pHER wrmnG AREA-  NO E L
12. Did the staff thank you as you were YES X pd e .o .
4 leaving? y y No [] ; € a3 S Laiyy K5y il pall B85 12 | 4
3. APPEARANCE AND BEHAVIOR OF STAFF ragSoluy cuiligal) Lela 3
Scores Critical Areas Al c¥Laalt Jataih
. YEs I
3 13. Z\rl]zstit(;\;?umform of the attendant neat NO D Y Ly Gl enlall ol sl Gl S s 13 |3
va [ seyy
YvEs ] . .
3| 14. Was the attendant wearing visible no [ y D Ay (531 59 35 el Cala gl U Ja 14 3
nametag? Tz oo dand Lgile
na [ seny
YES ] .
3| 15. Was he able to communicate with No [ q & deal gl e 1508 Gals gl S Ja 15 3
customer? oM
NA [ sy
YEs ) v
41 16. Was staff courteous / friendly? No [ ) Pkl gr g cabisdl (NS Ja 16 (4
NA [ sy
4. SERVICE el 4
Scores Critical Areas Ll alea LLNI
it L Al Cals gl L8
17. Did attendant check whether you need YES E e u uu)d p_— )‘J ﬁ 17
3 top up or complete oil change? =0 ool Sl Al pliag s L) 3
No [ ¥ £ alSly
3| 18- Did attendant check with you whether ~ YES px 28 S ) Lagd lie Cala gl (38a3 Ja 18 3
only oil is to be changed or oil with filter? Ny | ¥ ¢ el g a3l ol dad 3l s
19. Did he check using gauge the quantity ~ YES ani Rl S W (5 e ity il gall DB Ja 19
3 required to be topped up and informed g il M A I G jaill il 3
you? Nno [ ¥ fllly @il 5 il
P 00 Sl e e Bl il gall G
3 20. Did the attendant check for oil leakages YES E P wujjfi: _)slﬂl.' 5}:‘“; dA 20 3
under your car from fitter and drain bolt? Nno [ y s L 8 e
L
3| 21. Did the attendant drain the used oil YEs [ B el 3l JS g i Cala el B3 Ja 21 3
completely from your car? No [ ¥ feli Hls (e
2| 22. Did he ask whether you want the engine  YES KR -~ iy ol Jast 3y 5 € o il Ja 22 5
to be flushed and did it if you agreed? NO.c M| y ki) oo Jla A lly
3| 23. Did the attendant fill the correct grade as  YES X L Sl A o/ 5 Ailaly Cala gl G5 Ja 23 3
you requested? no [ y fleidh Al dapaall
2 +

Lube change.doc




3 +

Scores Critical Areas FERTR (O PO Lalail
24. Did he request you to startengineand  ygs [ D aS g @ el s o gl o lie ke
3 leave it running for one and a half Pt {;‘J RPN r:ﬁu L M d“ 24 3
minutes? no O ¥ fiaai s A saad Jorddll Al 3
e . o ) A8 e /A galia f (je calagall S a2
3|25 Did the attendant ensure that the carter ~ YES o ':‘- )‘;\/_\A);d j i& %mm 5 3
bolt is tightened and there are no leaks? O o = @t e
NO y ey 3l
26. Did attendant carry out the following dolaal ciliasadll ol ol calagall J3 Ja 26
complimentary checks: -3l
YES .
31a. Battery Water top up no [ Y Ay jthadl cle Adlia) 31a.
wa [ aduy
ves A
31b. Coolant Water top up NO (| b » coolant/2_wll sle diLal 31b.
wa [ ahuy
YESE # Y1 AS jall JAU Slea Gy dili)
31c. Auto Transmission Fluid top up NO |:| N S )L".'s o :ﬁﬂ\' 3te.
NA O adbiy (058t 5)
ves [
31d. Brake Fluid top up no OO v dodll ey izl 31d.
va [ sy
ves A~
31e. Gear Qil top up NO O Y oo A /el ey ) Al 31e.
na [ sy
ves M
31f.  Air filter cleaning no [ y gl ks 31f,
wa O by
ves B
31g. Wiper Water top up no O y ol cilabinad ol 2ils) 31g.
wA [ ahbiy
YES o
31h. Clean engine using air gun NO D Y el Genee plasinls o el Calait 31h.
nva O sdbiy
ves X N
3| 27. Were any of your questions related to O ?: Adaiall ilind (o b e DY Ca da 27 3
lube change answered? NO e Myt doleny
na [ sy
. . o ves X - 2e o Grake pa g cilasdl Q6 Jo 28
3 28. tE%lg ér; gtaff place the mileage sticker in NO D N b Lyinkd REEEW! Jih sia s 3
na [ by €5l
- @YES O
4| 29. Were you offered a receipt voluntarily*” NO X ¥ S0 2l Jea g clile e Jb 29 14
o hodh Q,Uceflb%—(l«z socerhl” A [T sy
5. REST ROOMS AND MOSQUE sacall g (alaadl ol gi) Aad ) B2 5
Scores Critical Areas PRI LAY PO Laai
3 YES ; 3
30a. Were they adequately stocked with all O (’; Ay g pall ile liuall aens 5 jeme S Ja 304
necessary supplies such as soap? NO S oall Jio
va O asuy =
3
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Scores Critical Areas EIWR IR JEAN PORT) Jalalts
ves
30b. Were they adequately stocked with all 0 e A s pall il il prans 3 3¢ae i€ Ja 30b
necessary supplies such as toilet tissue? NO v Sallgill (399 Jia
NA [ sy
30c. Were they adequately stocked with all ves [ s s omal el gesy s 3eaa <uilS da 30c

necessary supplies such as paper towels?
(paper towels are not required where fully

operational hand dryers exist)

no O v
na X sy

48 ) o) Cadilial) Jia
Cliiae A5 die 4slhaa ye 48, Cadlid)
(3

- Tk i s
31a. Were sinks clean? ves X o ol ‘,,y,flf'lz;r'f ,LSJT."31a
require comment when marked ‘No’ no [ ¥ sl o MY AlaY) culs 1y
nva [ gsuy

: Tk Ul oo
31b. Were mirrors clean? ves K px Ll g :Clyr‘:\isd?’t.Mb
require comment when marked ‘No’ no [ ¥ Gl o2 Y el s 1y
nA [ gy
: Chid ouy) s S
31c. Were hand dryers clean? YES m pr ol g%,\é(,:__' lé'y‘uf 'LSJT‘ "310
require comment when marked ‘No’ no [ ¥ Tl o MY AlaY) s 1y
NA [ sy
: faab o aluall Sl cuils
31d. Were dispensers clean? ves X4 o jﬂl o "Y'TJZ\_.LYT? 'LSJT'IBM
require comment when marked ‘No’ NO D ki e e s )
NA [ gy
vEs [
31e. Were toilets and urinals clean? NO D ¥ faidy Joall Al culS Ja 31e
na [ gy
; faihy il 59 o
32a. Were doors clean? ves X e Al 'M"'f?" ',"C:J;“ ,lisd?":ma
require comment when marked ‘No’ Nno [ Y gl o2 MY Y cals 1)
nva [ sy
ves A
32b. Were walls clean? Nno [ Y fagdai laasl) S o 32D
Na [ sy
ves B w
32c. Were ceiling clean? Nno [ y Sk caudt S Ja 32¢
Na [ sy
ves [
32d. Were vents clean? Nno [ Y fagdas MUl il s 324
nva O gy
7 K Cials) o 5 :I,.
32e. Were floors clean? YES o L “*L“";%“,"fyﬁ’%ﬁ‘.{3ze
require comment when marked ‘No’ no [ N g sl (o Gyl s
(N7 I ERANY
ves A
32f. Were baseboards clean? Nno [ y A0k sac il & o) ailall 1,51 il Ja  32f
NA [ gy
ves A
32g. Were grout clean? Nno [ Y Sk L OIS s 329
va O gy
4
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Scores Critical Areas Aty claalt Ltaih
ves i
33a. Were trash containers clean? NO D ¥ Ay Aaladll iy gla <0l Ja 332
NA [ abay
2 = - 2
YES o
33b. Were trash containers not overflowing? NO D ¥ fhails ye daladll Clyla ciilS Ja . 33b
NA [ asuy
YES pai L ]
o |34 Was the restroom smelling clean & no [0y ) o) Aeia s Al plaall Aa3)) S Ja 34 2
fresh (without any offensive odor)? alaal) 8 Ay S Aadl)
NA [ @iy
i Jand abeall 8 < sl agea cilS da |
35. Were all the facilities inside the ves B ¢ ‘#u Eﬁ':&m 35
restroom in good working condition? L o = SN
2 require comment when marked ‘No’ no OO v gaasll (o2 " Al ) 2
NA [ asuy
; 9(3) Caghai Al dcld o e IS
36. Was the Mosque premises clean? YES E‘ e ( ), ;;ll ’ ,,:; LL?‘AH\ST? .36
2 require comment when marked ‘No’  NO O v gt e el A 2
NA [ @iy
Comments: sciBaadiall [ gabedlt
FOR OFFICE USE ONLY L83 gl pladia N
Alaalt lalaily Ll el sl .
o, - L ah
o ACTUAL SCORE MAXIMUM | CValuation: P

Approach and Cleanliness

aallasll o ol @Y |1

Greetings and Initial Checks

AW il g s il 12

Appearance and Behavior of

sl gall sl s sedaa |3

Staff

Service deaalt |4
Cleanliness - Restroom and Cleboad — Aakalt |
Mosque daaall g
TOTAL £ saxall
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