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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center w
D@ULA,\ Emarat | O auss Eppco / Enoc / 45 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
Wit 1w ol _Sata Ao _ceclaleN XS
Gender Height Built Ipectacled Beard | Mustache Ethnic Groups
M ] F [T IM][S|T [MIJF JYes[No [Yes | No [ Yes | No |indian Pakistani[Filipino |Expat. Arabs[ Others:
ROOROOROOROROR O O O O
EMIRATE V;:Zfi:‘ Abu Dhabi |  Dubai Sharjah Al Ain g’:‘:"‘ai’:‘ Ajman K|:2ismAlah Fujairah
Kl O O O O O C O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
olq 3 |3 ol |24 Jbo |Do] O\ oll_ _g88 | 1610
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday | Monday | Tuesday lWednesday[ Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF v
VISIT VISIT X
S 50 O O O O O O
1. APPROACH AND CLEANLINESS -33Uail 4 s,.l\‘)ﬁ?\ 1
Scores Critical Areas Ay il Llas
YES o st
1. Was there proper sign to the Lube no [ q ddhie o WYl daaljdaddia g8 ds 1
changing bay? ey M s
na O sy
w _ YES et
3 2. orga:r:ir;zcli??be changing area clean and NO [:I Y e s i 3l e didaie il J 213
va [ sy
ves [ . . o
4|3 Wasthereany oil leaking and fallingon o q e de gyl cpnd gl dia G ds 3 4
to the floor of the lube bay ? —~ Sy 3l Adkaie B ()Y
na [ sk )
YES o
21 4. Were the waiting area and table clean? NO O Y faaday Al Uall g eyt Ak cllS Ja 412
nva O ahiy
o N ves K]
2 5. &Voarii';]hge?telewsnon in the waiting room NO D N o Uyl B e b e sl S Ja 5|2
na O sy
YES o e s
6. Was the board displaying complimentary ] g Aol lgle Lelad Al sl ciis da 6
services neat and clean? faaat s A0 ye Agilaall Claadll
nva O ahiy
2. GREETINGS AND INITIAL CHECKS ) clSuddl g cua 2
Scores Critical Areas Ao lalt Latash
3|7 Was there any delay in approaching ves [J a i/t g8 b pali gl dia IS ds 7 3
customers? NO Yy ol sa ks gall
8. Were you greeted in a friendly manner ~ YES p Gslul) s dn e Al 5 ds 8
(pleasant feeling)? No [ Yy ¢ (s
TS O il gall & ghs i g1 o8 2la Y 1)
5| If no, please describe behavior: Was it © :LS: \:\;S . 3{; j;i PRI E 5
arrogant, without any expression, normal fge R oa g o e
etc..... ?__,CJ\
+ 1 +
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Scores Critical Areas Lot Lol Liai
9. Did he guide your vehicle for positioning YES K : Liall G W ol o Gl ol G

3 at the stopper and asked you to switch X o :: "‘J o Ui]d.: - . ‘jj, ﬁl;h -9 3

the engine off? No [J ¥ e jaall il b s 3 bl Gy
10. When asked by customer, was the e . IS o Jraadl (e (ol gl pan Laric 10
attendant knowledgeable of different YES p ‘Z’qu LS }?J e :

5 P - ; ub.\h.HJUﬁ‘).“uL,\JJ/&lJ.\ alidag ale 5
grades of oil, filters and their relative No [] y o O
benefits? fleta JS il a4

YES [X] : . .
4| 11. Did he offer the waiting area to you? NO E e: FMEEY 4 e 6 Uiyl elle e Ja 11 4
12. Did the staff thank you as you were YES R — .
E leaving? No O] g TS L S Gl 5 12 |4

3. APPEARANCE AND BEHAVIOR OF STAFF e slar g (adds galf Hbae 3

Scores Critical Areas LW I AN PR Ltain

. YES X ‘[

3 13. ;l\rlsstitdl'ﬁumform of the attendant neat No [] ¥ 5L e Gl ealall Gili gl Gl oS 13 3

NA [ aesy
YES pox .. ,
3| 14. Was the attendant wearing visible No [] g B A (o 0 s gl Gl sall S U 14 3
nametag? 7 50 4l Lole
N/A E Gkl clo o |
YES IX] Jes LE
15. Was he able to communicate with ‘ e deal sl e 1508 Gl gl (S Ja 15
3 No [J ¥ - 3
customer? f0
VA [ sy
YES X
4| 16. Was staff courteous / friendly? NOo [ Yy flahl/lasny el sall (IS Ja 16 |4
WA [ sy
4, SERVICE il 4
Scores Critical Areas T Ll cylaal Vﬁﬁuh&\.’m
¢ DS o) G saacilly caly lald Ja 17
17. Did attendant check whether you need ~ YES o R uﬂ P )AJ, N

3 t lete oil ch o) S o el 5l ALy glisd 5 ladl 3
op up or complete oil change? No [J y ¢ Lcl,

3| 18. Did attendant check with you whether ~ YES pxd 28 S 13 Lod lia il ol 3in3 Ja 18 3
only oil is to be changed or oil with filter? NO D Y ¢ alall y =y 5l ?i B TRLET | VIS

19. Did he check using gauge the quantity YEs X pri ARG SN (5 ginse (el Cali sl B da 19

3 required to be topped up and informed g Al s o aill Lall 3
you? no [ Sl el Lguilicy)

00 Qs Gl e Gaailly Calagall LG s D0

3 20. Did the attendant check for oil lea_lkages YES m POt uﬁfjﬁi) Sl bj:ij‘ e 3
under your car from filter and drain bolt? NO D B ¢l

3| 21. Did the attendant drain the used oil ves K P el 3 K gy i Gala all Adda 21 3
completely from your car? No [ Y Teli s (pa

2| 22. Did he ask whether you want the engine  YES M iy aal ey i€ of el Ja .22 >
to be flushed and did it if you agreed? NO D N feliddl g0 Jla JPCREILAN

3| 23. Did the attendant fill the correct grade as  YES axd Cu 3l sy 5 ALy Gl ) A8 da 23 3
you requested? Nno [J ¥ fleidb ol dapa i

2
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Scores Critical Areas D) Lt pAVH]
24. Did he request you to start engine and  ygs o 4K iy ol jaall Ji o 585 o dhia il Ja 24
3 leave it running for one and a half O o s i aad gl Alla 3 3
minutes? NO ¥ 9 48 2 @
3 25. t[))id the'attendant ensure that the carter YES o uiﬁﬁﬁﬁjlizk jﬁﬁ 25 3
olt is tightened and there are no leaks? NO D N e 3l
26. Did attendant carry out the following Lglaal Clasaill ¢l b calagall 8 Ja .26
complimentary checks: sa
YES ol
31a. Battery Water top up no [ Y el ole ddlia) 31a.
na [ abuy
YES psd
31b. Coolant Water top up no [ b coolant/a_nal sla AiLal 31b.
na [ by
YES o N
31¢c. Auto Transmission Fluid top up NO D N R ’LP u’ ABLA 3tc.
(O sansit J30)
wa [ abiy
ves ]
31d. Brake Fluid top up no OO ¥ Joll ey sl 31d.
va [ adsy
YES e
31e. Gear Oil top up NO D b o/ pall 2y Al 31e.
na [ aduy
ves I
31f.  Air filter cleaning no [ ¥ el ks 31
na [ suy
YES o
31g. Wiper Water top up Nno O y ol Caliaal ele il 31g.
na [ sy
YES pad
31h. Clean engine using air gun NO O Y elsell wtee plasiuly o sl Ll 31h.
W RETY
3|27 Were any of your questions related to :ES % é"; Aaleiall ilind e gl lef: :\T\bw uA-\ Ja 27 3
lube change answered? Sou s Alesy
na D sy
3 28. ::t)\ig ék;a: gtaﬁ place the mileage sticker in :Zs % ?: Jx@mﬁ&ﬁﬁ;iﬁ 28 3
' NnA O iy %5 b
ves [ =
4 29. Were you offered a receipt voluntarily?  NO | b $L LA Ml daas dide ymye da 29 |4
na O aduy
5. REST ROOMS AND MOSQUE :aneadlly (plead) fcall g5) A1 G 5
Ecores Critical Areas Tl Yl Jatai
3 30a. Were they adequately stocked with all ves = iy g pall Ol Haall paena 3 je2e S Ja 30a 3
necessary supplies such as soap? NO D ¥ Cigbuall Jia
nva O gy E—
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Scores Critical Areas Aalall) c¥a pATH]]
YES i
30b. Were they adequately stocked with all O e’; ol a3l waens 5 jema culS da 30D
necessary supplies such as toilet tissue? NO Sl gl g 199 Jia
NvA [ gy
30c. Were they adequately stocked with all YES axd s el e Sl &2 B eae il Ua 30c
necessary supplies such as paper towels? NO D v 48 ) ol Cadlial) Jio
(paper towels are not required where fully - Clddaa 45 vie Lygllaa ye 43 s culliall)
operational hand dryers exist) N/A Gkl ¥ (A4 Al
; 924055 Jubed) s
31a. Were sinks clean? YES & ol *"y"d;_.t_,yr‘j .ISJT."Ma
require comment when marked ‘No’ Nno [ Y sl o2 AR
NA [ gy
; Eal Uil ol
31b. Were mirrors clean? ves X px ol g :ilyr‘j -SJT' "31b
require comment when marked ‘No’ no [ Y sl s MY Ala Yl S 1y
NA [ sy
- R TR
31c. Were hand dryers clean? YES m s . T"LJ ‘5?:{,,“"?:;‘;? 'Lsd? |'31C
3 require comment when marked ‘No’ no [J ¥ sl o MY Alay) S 1y
NA [ sy y
s ALk ) gliall ikl ol
31d. Were dispensers clean? ves D s had ,,y,:_l l:.\Jiu ,lSdT.J“md
require comment when marked ‘No’ no [ ¥ Tl oa i MY eyl s 1y
Na [ gsuy
YES ai
31e. Were toilets and urinals clean? no [ N $adkas Jouill Sl cuilS Ja 31e
NA [ gy
4 5 faalas Ll Y s
32a. Were doors clean? YES o Ll ’"y,,', ffyrf 'LSdT' ‘.326
require comment when marked ‘No’ Nno [ N Cel Al o Y Ay s 1y
NA [ gy
YES pri
32b. Were walls clean? Nno [ Y faddas el cailS Ja 32p
NvA [ sbyy
YES ad
32¢c. Were ceiling clean? Nno [ Y Tk caldl oS Ja 32¢
NA [ gy
YES X a
2| 32d. Were vents clean? No [ N faida Mliall S Js 32g
NA [ sy
; fadydas i, Culg
32e. Were floors clean? YES X N \)jy‘u" .LSJTA‘.326
require comment when marked ‘No’ no [ b il (o2 YT A S 1y
NA [ gy
YES axi
32f. Were baseboards clean? Nno [ N fAdai 522Ul o o) Lailall i 50 il Ja 30f
e
Nna [ gmuy
YES ax
32g. Were grout clean? Nno [ ¥ fiulas L3 (IS s 32g
NA [ sy J
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Scores Critical Areas Aguladl) ¥laall Lrait
YES pa
33a. Were trash containers clean? NO I:I b Caiaas dalall e il Ja 33a
NA O by
2 = - 2
YES pai
33b. Were trash containers not overflowing? NO O 3 Thaild b Aalaill iyl S Ja 33b
NA [ sy
YES pud o _
9 34. Was the restroom smelling clean & no [ v s ) Adinia g Aiglas plaall Aad), cilS da 34 5
fresh (without any offensive odor)? §(plasdl 8 Ay S A3
NA [ gsuy
Z ; st Alaall 8 &l agadll aen il Ja
35. Were all the facilties inside the YES P e e e e S 35
restroom in good working condition? L. g e
2 require comment when marked ‘No’ no O ¥ el 2 MY Y S 1 2
NA [ adiy
; $(5) Lt amedll 426 ) e S
36. Was the Mosque premises clean? YES D i (B)_ ,E\M ) ..:;. &LGTA,Q\S%T 36
2 require comment when marked ‘No' ~ NO o cat el Aol S 1) 2
va B sy
Comments: sclaadiall [ gaesl)
FOR OFFICE USE ONLY Jagd Cuisall PARER N
Alacall Jalail LG Jel) )
[ > PO au
% ACTUAL SCORE | _ MAXIMUM | aiuation el
Approach and Cleanliness adtdaill 5 b BY) 11
Greetings and Initial Checks AN il g cus Al 12
gi)apfefaarance and Behavior of il pall & sy jelae |3
Service Aaaall |4
Cleanliness - Restroom and clabaal) — 28kl |
Mosque daauall g L
TOTAL &JM.A\
+ 5







LIWA S5 977
LIWA TOWN
AONOC NISTRIBUT ({4
AESTERN ROGTON, Uar

DESCRIPTION Y PRICE TOTAL
VovagrBronzell 5,50  11.00 €0.50
TOTAL 60.50
CASH PAYMEW! : 60.50

You were woi ved by Operator 1
OATE 2970572012 16: (0 T1 83 01 5119

THANKS FOR SHOPING
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