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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center &
(] e Emarat | O 450 Eppeo / Enoc [ B 459 Adnoc
SHOPPER CODE DATA ENTRY EDITING . CSA SR. #
\ é Name Number Name Number | Name Number
2 Jsone - |SYBY | Brnea 5“3"1‘ MO weome W acll_qle | 1]
Gender Height Built Bpectacle: Beard | Mustache] Ethnic Groups
M F [TIM s [T [MIF [Yes[No Yes | No | Yes | No |Indian Pakistani]Filipino [Expat. Arabs] Others:_N\J G Dalli/
FOoOROOROOROROE O O O 0 X
EMIRATE V;zztl‘;’n" Abu Dhabi |  Dubai Sharjah | Al Ain g‘;‘;“aﬂ Aman | RaSM 1 Fujairan
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
9l716| 0ol9 | BB 1612 | ol ol !l |9:/019:/8
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturdayl Sunday | Monday I Tuesday IWednesday] Thursday I Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 { 24:00 ) DAYOF
st T g O O O vsr | [0 O O O O
1. APPROACH AND CLEANLINESS A3t 4 t.,.abﬁ“l\ 1
Scores Critical Areas PRI L PR PR
ves B~ - , .
1. Was there proper sign to the Lube no [ g dakie Jle AVAldsalydadalin oS ds 1
changing bay? Sy 3l s
na O sduy
. ves I
3 2. \é\:g:r:igiclilf)be changing area clean and no [ G TR ey ik et Ak S Ja 2 3
) wa [ sy
ves 1 & . . .
4|3 Wasthereany oil leaking and falingon K q Sede dsy el gldia gSds 3 4
to the floor of the lube bay ? Cu 3l ddlaia S Y
wA [ sbuy
ves K1 o
214. Were the waiting area and table clean? ~ NO O b Sagyla Al all g Uiyl dslae cilS Ja 412
nva [ sbiy
— ves @
2 5. \\:Ivo:ariitr]hge?teleV|310n in the waiting room NO D NI SN TR Sen il S Ja 512
nva [ sy
ves = o s
6. Was the board displaying complimentary . q iald e el sl cds s 6
services neat and clean? Caalal g A e dodlaal) Cileasdt
nA [ sbuy
2. GREETINGS AND INITIAL CHECKS ) Sl g cus 2
Scores Critical Areas Asulad) c¥laall PATH)
5|7 Was there any delay in approaching YES & ox il @) & il ol ia S da 7 3
customers? No [ Y ol ol eas Caka gall
8. Were you greeted in a friendly manner ~ YES 2 pxd Cobuly) A5 A b il 8
(pleasant feeling)? Nno [ ¥ ¢ (g e
TS Jb ks pall o sl gy 28 elay <Y 1)
51 If no, please describe behavior: Was it Li fe . ij ) )j; . j:ji ° ),‘ 5
arrogant, without any expression, normal ¢ SO SIF ¢ =h
etc..... £,
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Scores Critical Areas Al gl pAH}
. i id hicle f sitioni X ; TN . A1 N
T a0 W e o,
the engine off? Nno O LR ) i 9 3 ) )
10. When asked by customer, was the 2] Fsle S da aaadl (e Cala gall Jus Ladie 10
attendant knowledgeable of different ~ YES B S, g e ot i
ol - - 3 Sl Cla s e )5l calis Gle 5
grades of oil, filters and their relative NO D v Sleia JS 24l b
benefits? fleda JS il 4,
YES . [X : .. .
11. Did he offer the waiting area to you? NO E ?: SOV A e 8 Yl elle (e b 11 14
12. Did the staff thank you as you were ves Bl oW~ T s
leaving? NO D y ’)‘\L"J Raty LQ":‘:' d‘)s"‘".’ UL)AX & ‘.h .12 4
APPEARANCE AND BEHAVIOR OF STAFF (pgS sl cpiligall sgha 3
Scores Critical Areas Al ¥ AV
, YES o
13. \;\Azsﬁ?ye?umform of the attendant neat No [ ¥ 0y Gl bl Gl gl Ll S s 1313
NA [ sy
ves [0 . ‘
14. Was the attendant wearing visible NO y Deay Ay (535 3 3 sa gl Cala gall IS 14 3
nametag? fz v daul Lgle
N/A g Gk ¥ Nova wme \Oad&%&
YES px P
15. Was he able to communicate with o dal sl e 18 Gl gl IS b 15
o Nno [ ¥ - 3
customer? oM
NA [ sy
YES oy
16. Was staff courteous / friendly? No [ Y Slaal/laga g caly ol S Un 16 |4
NA [ sy y
SERVICE daadl 4
scores U CiticalAmas T T oo Chewdeved T nEm
: S ) Gyl il a1 A6
17. Did attendant check whether younced ~ YES B pu =S ol Gia 2 Bl fd 17
top up or complete oil change? S ol al Zy Ol ALY liad s Ll 3
No [ sy
18. Did attendant check with you whether ~ YES [X] pxd 2SS ) Lad i Cala gl (Sis3 s 18 3
only oil is to be changed or oil with filter? No [ ¥ € Al 5 o I o dal g 0 sl
19. Did he check using gauge the quantity ~ YES [X] pri A1l Sl (g sse sy Gl all JE s 10
required to be topped up and informed i o el I sl il 3
you? no [J Sl il gl
cs [ v—.-: ra Cu i 3 e 38l Calh gl A8
20. Did the attendant check for oil leakages YES e uﬁjft: )ﬂ.é.!l. . j:ij ,Jﬁ: 20 3
under your car from filter and drain bolt? Nno [ N e e O Bl s
ey 3l
21. Did the attendant drain the used oil YES P el 3l JS i Cala gl A5 a2 3
completely from your car? NO D N il (pa
22. Did he ask whether you want the engine  YES M iy dae ek of il Ja 22 2
to be flushed and did it if you agreed? Nno [ Yy Skl 5o Jla 8 lly
23. Did the attendant fill the correct grade as  YES [X] axd sl da e 58 Al Cali gl A5 b 23 3
you requested? Nno [ N flella Ll dagsall
2
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Scores Critical Areas YOI (L0 (PON L
24. Did he request you to start engineand  ygs o 4 5yl ok o of e ll Ja 24
3 leave it running for one and a half o 3
minutes? no O Yy Shaiy iy baal Jontill Ala b
3 25. Did t'he.attendant ensure that the carter YES E p uiﬁgﬁﬁﬁ;is ﬁfﬁ 25 3
bolt is tightened and there are no leaks? NO D N j ’ * '?au)ﬂ
26. Did attendant carry out the foliowing Ll ila gadll ol b cabagall Q8 da .26
complimentary checks: -agiual
YES o
31a. Battery Water top up NO D ¥ Akl ole Adlal 31a.
RETY
YES o
31b. Coolant Water top up NO O b coolant/all sle 3il) 31b.
va O sy
YES pad
31c. Auto Transmission Fluidtopup  No [ g NI e sl 3.
(0 sianst W)
na O abuy
ves I a
31d. Brake Fluid top up no O Y dosd cyydial 31d.
N/A D kg ¥
YES pad
31e. Gear Oil top up no [ b o Al [l )y Al 3te.
na [ iy
ves B
31f.  Air filter cleaning - NO O b o) sl yild Cadaiy 31f.
nA [ sy
ves (I
31g. Wiper Water top up no O N a0 Clabiad clo L) 31g. \
na O sbiy
YES o
31h. Clean engine using air gun NO O Y el (edese plaaiuly el il 31h.
na [ sy
\ .
5| 27. Were any of your questions related to :f)s ?: el Slilind (g gl e :*T.l\-?}“ h—w Ja 27 3
lube change answered? ey W il Aaleny
na O sy
3| 28 Didthe staff place the mileage sticker in ;ZS % ‘”; Aijﬁ;&:ﬂgﬁﬁ;\;ﬁ 28 3
‘ NA L] sy €5l
YES pal
41 29. Were you offered a receipt voluntarily? ~ NO O Y oL il pMiul Jesg e (e Jb 29 14
na [ sy J
5.  REST ROOMS AND MOSQUE )y (aLaal fall ) Aal M g .5
Scores Critical Areas Al Lt PATH]]
3 30a. Were they adequately stocked with all YES % e Ay s peiall e Jfisall maans 5 je2e S o .30a 3
necessary supplies such as soap? NO 3 ¢ 9al) Jia
wa O sy —
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Scores Critical Areas Tl V) Lal|
ves I
30b. Were they adequately stocked with all O] ?: Al e jliuall pans 5 e culS Ja 30b
necessary supplies such as toilet tissue? NO Cull gl (599 Jie
NA [ gy
30c. Were they adequately stocked with all ves [ A Al Sle il & B e S da 30c
necessary supplies such as paper towels? NO D v 948 o) cidiliall Jic
(paper towels are not required where fully - Glidae g die Llhae y2 444 = ME))
operational hand dryers exist) N/A gk (A4 il
31a. Were sinks clean? YES m pud ol f “,,;,‘,'lf'ulj;fflisd?"31a
require comment when marked ‘No’ no [J b Tl (o2 YT e calS 1y
NA [T sy
— - TR RRWIER,
31b. Were mirrors clean? YES I 2l "’y" i ‘f\‘!ﬁ SSJT‘ 31b
reguire comment when marked ‘No’ Nno [ ¥ grasill (o> Gl il
NA [ sy
. P' . l- . B PR - o
31c. Were hand dryers clean? YES P . ,'" gﬁf?‘,ﬁm;‘%l,s&d?"mc
3 require comment when marked ‘No’ Nno [ Y el o MY ) calS 1y
NA [ sy
- TRy RTINS
31d. Were dispensers clean? YES E o . :I Uﬁl—ij,:_}i ‘UJLSSJT "31d
require comment when marked ‘No’ no [ ¥ gl o MY Alay) cals 1y
NA [ Gy
YES o=
31e. Were toilets and urinals clean? NO D N fa8)as Jroutll Al kS Ja 31e
NA [ gy
32a. Were doors clean? YES E pad ol ?%.ﬁ‘ff‘ ‘wlséh "328
require comment when marked ‘No' no [ b Casill (o MY Ay il 1y
NA [ gy
YES pod
32b. Were walls clean? no [y P lanll oS Ja32b
NA [ gy
ves X]
32c. Were ceiling clean? no [ b fadh Gl (S s 32¢
NA [ guy
ves B
2| 32d. Were vents clean? no [ v Faadsy Ml culS 32
NA [ oy
v, . Al o T
32e. Were floors clean? YES i il s ,,u,‘f'b:aﬂ‘ “'LS o .32e
require comment when marked ‘No’ Nno [ Yy gl o MY ALY Sy
- NA [ sy
vEs M -
32f. Were baseboards clean? no [ ¥ faaka sl & 5 il 151 cilS Jda 30f
NA [ gy
ves K
32g. Were grout clean? No [ N feiulss LU S da 329
NvA [ sy
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Scores Critical Areas Agadaal) ¥ Laall PR
ves @
33a. Were trash containers clean? NO D ¥ eaadas dalall s S Ja 333
2 NA [ aioy )
ves ]
33b. Were trash containers not overflowing? NO O ¥ Ay e daladll Ciygla culS Ja .33b
NA [ aiiy
Yes B m

2 34. Was the restroom smelling clean & NO D N gi U) Adatey Adpkas Aleall a3y S da 34
fresh (without any offensive odor)? olandl B Ag S Aadl 2

NA [ iy
X ; 3 alaadl 3 aeadll gues il
35. Were all the facilities inside the YES i SeesldSeen o dch;.35
restroom in good working condition? L. o = T e
2 require comment when marked ‘No’ no [ ¥ gl o MY Y s Y 2
NA [ cbuy
i T NN S TS
36. Was the Mosque premises clean? YES D P ( ). :‘ ) ,,:;, -L‘;;’wf’,‘_sﬁ -36
2 require comment when marked ‘No’ Nno [ ¥ ga Al o YT ALY S 2
NA B iy
Comments: sCildBakall [ galasll
FOR OFFICE USE ONLY Jadd il ?\J.ASMY
FUNATBEL JREHTRS YN . .
0, O : . " \
h ACTUAL SCORE | MAXiMum | travation -
Approach and Cleaniiness Alailt 5 ol BV |1
Greetings and Initial Checks | ¥} il s cua i1 12
g{)apﬁearance and Behavior of O gal) Il s jetaa 13
Service Al 4
Cleanliness - Restroom and halead) — adhaill
Mosque Sasall
TOTAL &MU
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#DESCRIPTION QTy  PRIC
sVoyagerBronz4l 1,00 +50.00
;VoyageraronzlL 1,00 13.00
@TUTAL

‘CASH PAYMENT
“Vou were served by Supervisor

TOTAL

Y
CDATE 25/08/2012 09:18 T S2 050 6388

THANKS FOR SHOPPING..
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