4V

SERIAL NO.
+ 1 +
P
PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center g
O i Emarat | O @595 Eppeo/ Enoc | B s Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
30 [<5ca oot 1=aca_aeol | Mond o] F 4ol 3]
Gender Height Built pectacles Beard Mustache] Ethnic Groups
TIMIS [M [ F |Yes|No|Yes[No Yes | No_|Indian [PakistaniFilipino [Expat. Arabs[ Others:
DDEDBDDD@IDDEDD O O
EMIRATE V;z;fz:‘ AbuDhabi | Dubai | Sharjah Al Ain ‘éTvTaﬁ: Ajman Kﬁ:ism‘:h Fujairah
X O O O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
olqlgr | ol | 218 kbl | 013 [O U ez | o2l
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturdayl Sunday | Monday ] Tuesday ]Wednesday] Thursday l Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 |PAYOF
VISIT O 0O 0 O VvISIT O O E O O O O
1. APPROACH AND CLEANLINESS «A3all g g\)ﬁ\‘l\ A
Scores Critical Areas bl gl Jalaust
YES [X o . . .
1. Was there proper sign to the Lube no [ g dihie Jo AYall daal i ollia g8 a1
changing bay? Sy 3 s
nva O iy
. ves I
3 2. \é\:g:;&zc%be changing area clean and NO D NI PRV P RFENGURSNEL. i€ Ja 213
na [ iy
ves [ &
4|3 Wasthere any oil leaking and falingon [ q Ll de iyl ol sl i g8 a3 4
to the floor of the lube bay ? = ey i didaia B Gl Y]
na [ sy
ves I &
21| 4. Were the waiting area and table clean?  NO O Y Shada; 4l Al Uauyl dahie S Ja 412
na [ asuy
— ves®
2 5. mvoa:ii;ge?telewsmn in the waiting room NO D N ¢ Y B e & Jen sl g8 s 52
na [ abiy
YES [X o o e
6. Was the board displaying complimentary o 7] q Ll lgde ek Al s da 6
services neat and clean? Caadad 5 A ye Ailanadl leadll
Na O shuy
2.  GREETINGS AND INITIAL CHECKS S clsndall g e Al 2
Scores Critical Areas Lol el Jalaih
3|7 Was there any delay in approaching ves e asiifeal il 3l gl s g8 da 7 3
customers? NO [X] N Sl il ga Cals gall
8. Were you greeted in a friendly manner ~ YES < e Cahly) 40548l o cun I A e 8
(pleasant feeling)? no O Yy ¢ (o
A< Ja rcalagall & Cia g 08 ola Y 12)
5| If no, please describe behavior: Was it U‘ ‘e . Lj‘;x ) Jj; jiﬁ AT
arrogant, without any expression, normal S A ORI O RE
etc..... ?,__CJ\
+ 1 +

Lube change.doc




Scores Critical Areas Al e AL
.« Did h id hicle fi itioni ; . R .1 <
B - T e e
the engine off? No [] el pad il of e Cllay 5 ) ey
10. When asked by customer, was the 7 ; S da cdrandl (e Calh gall Jpas Laic
5 attendant knowledgeable of different YES i :ﬁ_\:‘“ - ‘J.j" d:‘:/ IJ.?] ]}w e 10 5
grades of oll, filters and their relative No [J q = e b An
benefits? Tleia JS Xl 4d
YES i . .
4| 11. Did he offer the waiting area to you? NO g ‘N: ¢ Uany a8 e o EEY e (e da 11 4!
12. Did the staff thank you as you were YES K] e € id et R <
4 leaving? No [] g .Jamu_us@d)swula}anﬁud,s 12 14

3. APPEARANCE AND BEHAVIOR OF STAFF

pgSslug Cnibigal) jelie 3

Scores Critical Areas Al ciylaalf Llail
_ YES pa
3 13. ;/\r/;sti?ye?umform of the attendant neat NO D Y 9L e Gl aball Gl gl JSds 133
VA [ sasy
ves K w0 .
14. Was the attendant wearing visible ek Ay (55 59 3 g gl absdl S da 14
3 No [] y - . 3
nametag? 7 5ok 99 daul Leile
N/A E 349 Mol
YES [X] i
15. Was he able to communicate with = o dalsill e 1l Cals gl S Ua .15
3 customer? NO D ¥ [ 3
7 TOs M
VA [ ssuy
YES pad
4] 16. Was staff courteous / friendly? No [ 3 flikal/lasa5 Caba gl (IS Ja 16 [ 4
NA [ gy
4, SERVICE 424l 4
Scores h_?:ritical Areas muyﬁ?t.\j T
2ilS o) G 3aailly cals ool AL3
3| 17. Did attendant check whether you need ~ YES c:-’)iglﬁ)j)l Gl Cuj: ‘:Li: :
i ? ) oEm el o ¥ zlass jlu
top up or complete oil change? NO D e L,
3 18. Did attendant check with you whether ~ YES

only oil is to be changed or oil with filter? Nno [J

€A g o 3l s 5l s

plasiul <y I (5 siia il s gl a8 Ja
o T 3 1 el
fellly a5 Lgalicy)

e
b
B S 1 Lad e Gili gl s
b
o

19. Did he check using gauge the quantity YES

3 required to be topped up and informed
you? NO D
3 20. Did the attendant check for oil leakages YES m

; i 2
under your car from filter and drain bolt? NO D

Or il e e Giall Gl gl W5 a
48 3o f4) yabia AN e 5 Ll cuay

you requested?

no [

ot
v 3l
3| 21. Did the attendant drain the used oil YES K] P el eyl Jg &l il gall o8 Ja
completely from your car? No [ ¥ feli o e
2| 2. Did he ask whether you want the engine  YES el Jue S ) il a .22 5
to be flushed and did it if you agreed? NO D y Tuliddl g0 Jla iy
LBJ 23. Did the attendant fill the correct grade as YES and Sl s /e 55 ALl Cals gl i da 23 3
b

el ) daga )
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Scores Critical Areas Tt ¥l AT}
24. Did hg reque_st you to start engine and YES W Al aS iy @ jaall Qi o g o e il Ja 24
3 leave it running for one and a half O Tt A padd ) Ala b 3
minutes? NO N 9 A o .
3 25. Eid t.he_attendant ensure that the carter YES IZI ¢ uiﬁ)gﬁi:ﬁdlij ﬁ;s‘:_udi 25 3
olt is tightened and there are no leaks? NO D y ecu sl
26. Did attendant carry out the following Liladl Clia il ol jals calasall JB Ja 26
complimentary checks: -l
YES & pd
31a. Battery Water top up no [ y Ll liils 3a.
na [ sy
ves X]
31b. Coolant Water top up NO I:] b coolant/a_yall ¢la dilal 31b.
na [ sy
ves K NS jall JBG Jlea <y Al 31c
31¢. Auto Transmission Fluid top up NO D b} ¥ (C;M‘)ﬂ‘j '
na [ sy
YES X Pes
31d. Brake Fluid top up no O Y dajlleysiia)  31d.
na [ shiy
ves XI o«
31e. Gear Oil top up no O ¥ oo Ll oyl 3l
nA [ akiy
YES X s
31f.  Air filter cleaning NO [:I N ol gl il (aais 31f.
Na O sy
YES o
31g. Wiper Water top up no [ ¥ ol clalid sle il 31g.
A [ sy
YES ol
31h. Clean engine using air gun NO O Y gl et aladinly o paall Gl 31h.
nva O sauy
3| 27- Were any of your questions related to :ZS g ?: dalaial) il o sl 99 "*T.'L.Q” uf’ 27 3
lube change answered? Syl s Anleny
na [ sy
3 28. 5:2 ;t:r;? gtaff place the mileage sticker in :is ?: = ‘ssu:ﬁﬂc\:i:\d/:j;:ﬁ 28 3
' na [ sy € laudl
YES o
4| 29. Were you offered a receipt voluntarily? ~ NO O ¥ L a) 230l Juay e yme Ja 29 |4
na O sy
5. REST ROOMS AND MOSQUE el g (alaadl foudl 53) Aai M g 5
Scores Critical Areas Tl @l Jalail
N/ .
3 30a. Were they adequately stocked with all YES B gl e liasal e 8 e S Ja 302 3
necessary supplies such as soap? NO D ¥ Shsall Jie
va O gy _
3
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Scores Critical Areas Bl Ll L]
ves 0 |
30b. Were they adequately stocked with all R e sl e Jliall taans 3 jene culS Ja 30b
necessary supplies such as toilet tissue? NO ¥ ~ <l galf 3239 e
nva [ sby ol (99 25000
30c. Were they adequately stocked with all ves [ pd Aol e S aen Teae cals BR300
necessary supplies such as paper towels? 048, 6l Cidliall Jie
(paper towels are not required where fully NO ﬂ ¥ Glidaa jigivie dygllae e Ayl cadlidl)
operational hand dryers exist) nva [A o L A A
= : PR - ”('.;:*,,,"‘c N O
31a. Were sinks clean? YES D4 ol ‘,,y,fsfidyrflzd?. "313_
require comment when marked ‘No’ Nno [ b sl (o2 MY eyl e 2
NA [ Gy y
- TR RIS
31b. Were mirrors clean? ves X px -l g L":l luglsdr "31b
require comment when marked ‘No’ no [ ¥ sl o Y Ala s 1y
- na [ Gebh Y
. ?" . [ | PR - o
31c. Were hand dryers clean? YES X . ,T’LL" L;;:'y ,f',’u:‘ ‘u:l.SlSdr. "316
3 require comment when marked ‘No’ No O ¥ Tl o MY Y 2 3
e V171 D (hhiy Y
N 9 . I.q . ‘ -y - e
31d. Were dispensers ciean? YES 1X P ,? _“ ‘“"L“:J ,:'lhih r“LSISdT |'31d
require comment when marked ‘No’ Nno [J ¥ sl (o2 0 MY LY e X
e N/A D Bl ¥
YES axd
31e. Were toilets and urinals clean? Nno [ y $adhs Jpall 40 cilS s 31e
NA [0 gy
32a. Were doors clean? YES E pd o m’,‘%ﬁ‘{f] Iu\s d‘: "328
require comment when marked ‘No' no [ ¥ sl o MY e s 1y
e na [ (b ¥
ves .
32b. Were walls clean? NO D ¥ fagks el culS o 32p
NA [ gy
YES pad
32¢. Were ceiling clean? Nno [0 v fiulis Gl (S Ja 32¢
Nva [ gy
YES pi
21 32d. Were vents clean? No [ v fAadas MUl CulS Ja 329 |2
NA [ sy
S ; fadai b, o
32e. Were floors clean? YES pr ol %"y'\'*“‘a\):y; E\SJT.‘.SZe
require comment when marked ‘No’ no [ b crosill o Sl
- N/A D Gby Y
YES pad
32f. Were baseboards clean? NO D ¥ faddai sae ) A MRt o cwils Ja 30
NA [T gy
ves X
32g. Were grout clean? Nno [ y falis LI GIS da 32g
] sy
4
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Scores Critical Areas FIRWIRU PO Jaldsly
YES o
33a. Were trash containers clean? Nno [ kb Shighi ddadll iy s S Ja 33a
NA [ assy
2 - 2
" YES pad
33b. Were trash containers not overflowing? NO D b Siald e daladll Clygla cilS ds 33b
NA [ gy
YES pad o ]
5 34. Was the restroom smelling clean & no [ v (sh o) Rdaia s Aidas pleal) A3 S Ja 34 5
fresh (without any offensive odor)? falesdl B A S Aad )
NA [ by
X 3 s sleall & il el paea <l Ja 35
35. Were all the facilities inside the YES e ¢ o= @u?: O
restroom in good working condition? . o N
2 require comment when marked ‘No’ no O ¥ el (a0 MY e Y S 1Y) 2
NA [ iy
3 2(5) i dmall Acl i e OAS
36. Was the Mosque premises clean? YES D P ( ), ):J\ ’ ,,;: Ltﬁi\sﬁ -36
2 require comment when marked ‘No’ NO E] ¥ (s alEais T E : 2
N/A Gy ¥
Comments: sclBBadtall [ gadaill
FOR OFFICE USE ONLY Lagd (igall aladiu N
aaall B& | BEU eT) sl -
[} > PO .
% ACTUAL SCORE | maximum | Eahator il
Approach and Cleanliness Adtall y ol sy 1
Greetings and Initial Checks AW il 5 cum (2
gtp:f?arance and Behavior of il gl B shs sekaa |3
Service aall |4
Cleanliness - Restroom and Slabasll — Akl |
Mosque el
TOTAL £ .3l
5
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