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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center @
O ciwemarat | O a8 EppeosEnoc [ K @5 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
JO g_g Name Number | Name Number | Name Number
ROY BREEEIG
Gender Height Built _ Bpectacles] Beard | Mustachel Ethnic Groups
TIM ] S [T [MJ[F |Yes] No IYes] o [ Yes | No |indian [Pakistani[Filipino [Expat. Arabs| Others:
West: " . - . U Al . Ras Al -
EMIRATE R:Zif;‘“ Abu Dhabi |  Dubai Sharjah Al Ain Q:“:v"ain Ajman Khaimah | Fuiairah
O 5 O O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
ql 218] 0> | 0|8 819 0|2 ol b T16i02 | 16:2%
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 0 | O O vism | [ O O O O O

1. APPROACH AND CLEANLINESS 48aill g ol By 1
Scores Critical Areas Al ¥l Jalaiht
ves XI o R ]
1. Was there proper sign to the Lube no [ q dihaie e AYalldaialjdaddla S da 1
changing bay? ey N s
va O sbuy
2. Wasth i ves i e | :
3|2 org:r:ichlil’J?be changing area clean and no [ g Sy Akl cu ) i dilie S Ja 2|3
va [ sy
o . ves 0 e e
4|3 Wasthere any oil leaking and falling on X q sle de gy ol s gl s S da 3 4
to the floor of the lube bay ? ey W et Adhaia 8 ()Y
nva O sesy ]
YES & pxd
21 4. Were the waiting area and table clean? NO d b fagdey Al y syl ddhie i€ Ja 4| 2
va [ sesy
5.  Was the television in th iti YES& o~
2|5 Woa:imgei?te evision in the waiting room NO D N ¢ Uyl 4 2 & Jars o silll S Ja 5|2
na [ sy
. . ves L~ i e
6. Was the board displaying complimentary o [ g daild lgde jedat Adall s ds 6
services neat and clean? faalni g A3 ye Aplaall cleaad)
na O sy
2.  GREETINGS AND INITIAL CHECKS A0 N Sl g qua il 2
Scores Critical Areas PRI R W] Liadi
3|7 Was there any delay in approaching ves [] o ad/l B 3 sl gl e S ds 7 3
customers? No [A y Sl gt Caks gall
8. Were you greeted in a friendly manner ~ YES K = bl e il da 8
(pleasant feeling)? Nno [ Yy (B
< Ja b el &gl Cin g a8 5la ) Y 1Y)
5| If no, please describe behavior: Was it u‘ :3: \:;l . }j\l ;‘i 9.' J., ‘ ‘15
arrogant, without any expression, normal Cn il O P <)l t—ha-u. 3
etc..... .8
+ 1 +
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Scores Critical Areas Al iy Laalf Jldil
9.  Did he guide your vehicle for positioning  ygg ; Lall S I bl b il ol A15
3 at the stopper and asked you to switch m - (:: |L_J 0. ‘51!&‘ HTL . Cj‘f,ﬁ“ 9 3
the engine off? No [J ¥ el ik =i 8 ) iy
10. When asked by customer, was the . IS b cdaandl e il sall s Laie 10
attendant knowledgeable of different YES E e ‘;‘;u e - }‘IJ il
5 . . . u\}lﬂ‘;uﬁj\u\.;_}}/&‘y l_ﬂ.\;‘u?k: 5
grades of oil, filters and their relative No [ v o i
benefits? flede JS il 584
. N ves o
4| 11. Did he offer the waiting area to you? No [ g SOV A8 2 & Y elle (e o 11 (4
4| 12 Did the staff thank you as you were ves [ € a5 i Leky o S iyl 5 dn 12 |4
leaving? Nno [ N i - ' e :
3. APPEARANCE AND BEHAVIOR OF STAFF tadS ol Cuiligall jelia 3
Scores Critical Areas Db cYLaalf PALH]
_ YES D
3 13. \a/\r/]zsﬁt:;)umform of the attendant neat NO D ¥ 0L ey Gl unlal Gyl Ll S Ja 13 3
nA [ skuy
YES |X pxd L i L
3| 14. Was the attendant wearing visible no [ q oy A8l (65 5 3 g sall (il gall (S 14 3
nametag? Tz a5 Al Lgile
NA O sy
YEs [ .
15. Was he able to communicate with & dualsill e 150l Calssall (S Ja 15
3 p Nno [] ] o . 3
customer? ISETSY
NA [ gy
YES X axi
4] 16. Was staff courteous / friendly? Nno [ ¥ fladalfla gy Gl gall S Ja 16 [ 4
NA [ ey
4. SERVICE il 4
Scores Critical Areas Al YLt Latashy
; S O ol Baaal Cala gl BB 8 {7
17. Did attendant check whether you need  YES 4 = uu)_’-d i }AJ i
3 t lete oil change? ) ol Gl ALY plias s ) 3
op up or complete o ge’ no [ y el
g | 18. Did attendant check with you whether ~ YES pxd B QS 1) Lad lia bl Gia3 Ja 18 3
only oil is to be changed or oil with filter? No [ y § Al 5 w3l A ddd ey M s
19. Did he check using gauge the quantity ~ YES [¥] prt 13l 3 (5 s iy ol gl B Ja 19
3 required to be topped up and informed G My 3l el Gl il 3
you? Nno [ Y Sl @il il
X § O SOl ol e sl Cala sl WG Ja 20
3 20. Did the attendant check for oil leakages YES ol uﬁ;ﬁi} A oj{i; an 3
under your car from filter and drain bolt? Nno [J y N e 3l
3| 21. Did the attendant drain the used oil YES A Jerdaall cy 3l (K faodh b ol W6 Ja 21 3
completely from your car? No [ v Sl Jluw (e
2 | 22. Did he ask whether you want the engine ~ YES e Gl el Qe 5 S o) il Ja 22 5
to.be flushed and did it if you agreed? Nno [ N i) go Jla 8 ellyy
3| 23. Did the attendant fill the correct grade as  YES axd Cu sl da /e oAbl Cabs gl JE Ja 23 3
you requested? Nno [ N el Al dajaiall
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Scores Critical Areas TulaY citaalt Jalaily
24. Did he request you to start engine and  yEs BI  av asm, o jaall Juadi st of e il Ja 24
3 Iegve it running for one and a half D _ Ciai s 42 saal il Alla 3
minutes? * NO ¥ 5 ? ¢
3 25. Eid t.he_attendant ensure that the carter YES pu qﬁiﬁﬁﬁjlﬁj j:‘:i 25 3
olt is tightened and there are no leaks? NO D y ey sl
26. Did attendant carry out the following Aplaall Gl saill ol aly alasall B Ja 26
complimentary checks: -aally
ves 1
31a. Battery Water top up Nno [ Y ijld.Lils)  31a
na O sy
YES ol
31b. Coolant Water top up no O N coolant/s sl ¢l dita) 31b.
na [ iy
YES O }
31c. Auto Transmission Fluid top up NO D b} i JLP UU 4"‘“‘ 3te.
(Osdpansit A1)
nva O absy
YES oo
31d. Brake Fluid top up no O doll cuyiiial 31d.
wva O sy
YES ol
31e. Gear Oil top up no [ b ol /ol cy y Al 3e.
va [ asiy
ves @ -
31f.  Air filter cleaning no O y sl il wls 31,
nva [ abiy
ves X
31g. Wiper Water top up Nno O ¥ oo claliad ol s 31g.
na [ sy
ves &l
31h. Clean engine using air gun NO D N el Gudine phadiuly o el Cadai 31h.
nA [ ssny
3| 27. Wereany of your questions related to :IICE)S [D] ?: Aalaial) dlibiul pa g g;h‘— if\é\ﬂ ‘—w 27 3
lube change answered? — Con l Huad Adaxy
N/A Gl Y
[7 . . . . 1. w
3 28. qug (t:r;? gtaff place the mileage sticker in :is : Amémt‘:&ﬁﬁ;ﬁ 28 3
' na O sy 5 ol
ves K =
4| 29. Were you offered a receipt voluntariy?  No [ y oL il Jagelle a e b 29 14
nva [ abuy
5.  REST ROOMS AND MOSQUE sl g (pLaall fesdl 55) Aol N 2 5
Scores Critical Areas Tubad ) PR
3 30a. Were they adequately stocked with all YES W L VRPN JES O & 3 e 23S Ja 302 3
necessary supplies such as soap? NO D ¥ e sdluall Jia
nva O sy =
+ 3




Scores Critical Areas Apala) @Yl Lataih
_ ves ] w0 . - L
30b. Were they adequately stocked with all 0O v sl Gl lall pens 5 e il Ja 30D
necessary supplies such as toilet tissue? NQ Sl ol (3599 Jia
NA [ ey
30c. Were they adequately stocked with all YES & and Ll el Sl &2 b e <ilS Ua 30¢
necessary supplies such as paper towels? no O N 048 )5l adliall Jia
(paper towels are not required where fully Clidaa 348 die 4y5llaa e 44l —adliall)
operational hand dryers exist) NA O gbuy (Y )
N TR (PXTIRERTS
31a. Were sinks clean? YES m (2 0 “'Y'ii;.,u‘yrl: .tSdTM.31a
require comment when marked ‘No’ no [ ¥ T > Ay CulS )
NA [ gy
: TR PWINERTS
31b. Were mirrors clean? YES % P ol g i_‘fy‘uj '\sdT;ﬂ-Mb
require comment when marked ‘No’ NO Y crasll o A A e
NA [ sy
3 adudas b Calddas S
31c. Were hand dryers clean? ves X P L g;fz!,,gh;yrf _KJT.J"MC
3 require comment when marked ‘No’ NO D ¥ gl o2 PR
NA [ iy
. fagalay o pliall Clisle cuils
31d. Were dispensers clean? YES [Z - . )51\ o ,,\y.:i;yﬁ .lsdz‘.31d
require comment when marked ‘No’ Nno O v Trast > e
NA [ asuy
YES % o
31e. Were toilets and urinals clean? NO N fadas Joall Al il Ja 31e
NA [ ghuy
: faidas il oYY il
32a. Were doors clean? YESTE P i “,,y., -Ejtlw B .LSJT.J‘.32a
require comment when marked ‘No’ no O ¥ e Al N
NA [ gy
ves X
32b. Were walls clean? Nno O ¥ faabas Uasall S Ja 32b
Na O sy
ves ]
32c. Were ceiling clean? no O v fiydas Gkl S U 32
nAa [ gy
ves X
2| 32d. Were vents clean? Nno [ N Shigdss dbadl il Js 32d
Nna [ gy
; faidas il V1 cuilg
32e. Were fioors clean? YES m o= o g v ,,y,," Liy‘ ) '\SJTM. 32e
require comment when marked ‘No’ no [ ¥ = e PR s
Nna [ gayy
YES I
32f. Were baseboards clean? No O ¥ fagdas el - o il )50 wlS Ja 32f
nA [ gbuy
vEs [ o
32g. Were grout clean? Nno O ¥ feaks L3 S Ja 32¢
nA [ sy
4
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Scores Critical Areas Al ¥l Ja\ail
YES i
33a. Were trash containers clean? NO D b faa Aalall cil s <l Ja 333
NA [ asiy
2 - - 2
YES pai
33b. Were trash containers not overflowing? NO D ¥ flaid e Aebadl) cilgsla il Ja 33b
NA [ iy
ves K] _ .
2 34. Was the restroom smelling clean & no [ . & 0s%) Adeia y Al plaall Aatl ) S da 34 2
fresh (without any offensive odor)? f(planll L dg S Aadl
NA [ akiy
3 Jaad alaall 3 &l gl apan ciilS .
35. Were all the facilties inside the ves X et S e di; 35
restroom in good working condition? L. o RS
2 require comment when marked ‘No" no [ K gl (2 Y Al Y s 1Y) 2
NA [ asuy
; €(5) Cadai sl dcld ) e oK
36. Was the Mosque premises clean? ves [ o ( ). ):J\ i ,,:; LJ\;?TAB\Sﬁ .36
2 require comment when marked ‘No’ no O ¥ [Cas akraN gl s 2
NA DX oy
Comments: scalBaadlal) [ galasl)
FOR OFFICE USE ONLY Jagd Cuigal ?\Ja.\u' N
Aaiall Lty LAl JeY ) .
0, . H . W[!
h ACTUAL SCORE MAXiMum | Ealuation: P
Approach and Cleanliness ddlkaall 5 b 8 11
Greetings and Initial Checks | 235¥) lSpddlly cam 1 |2
Appearance and Behavior of il ol .
Staff Cribagall Agla g jedaa |3
Service ieaall 14
Cleanliness - Restroom and cileleal) — tlill )
Mosque 2aasall g
TOTAL & sanall
+ 5
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DESCRIPTION QTY  PRICE TOTAL
VovagrSilverit 4,5  14.00 53.00
New Nissan Max 1,00 26.00 26 .00
TOTAL TN 89.00
7 x VIR

(el s ™ 89.00
(A 9.0

v‘b—’ \
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5'0 )
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