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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center &
D‘va\»! Emarat I D &3/ 5S4 Eppco / Enoc / E 4yl Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA < SR. #
Name Number | Name Number | Name o Number
060 Kahimo | [ 1 [ []
Gender Height Built Spectacles| Beard | Mustache Ethnic Groups
M| F JTIM]S]T [MIF Yes | No | Yes | No | Yes [ No |Indian Pakistani]Filipino [Expat. Arabs[ Others:
FooooxROOROROXR K 0O O 0O [
EMIRATE V;‘:::z‘;‘“ AbuDhabi | Dubai Sharjah Al Ain ‘é’:\:,"ai’:" Ajman | N2 A Fujairan
O X O O O O O O O

SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
9[313l o4 a8 | &l9 o[g/eosll8: 4%
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

VISIT O ] ] B 0O VISIT O O O O O O B

1. APPROACH AND CLEANLINESS Addail g By A
Scores Critical Areas Al Ll Jataidt
ves X o s
1. Was there proper sign to the Lube no [ q dabic e AVl szl dagddis g8 da
changing bay? Sy M s
na [ sy
_ ves B o
3 2. \é\ﬁ::;ir;z(lj%be changing area clean and NO D G Gy s ca ) s dibie culS Ja 2 3
na O sy
ves [ & C o
4l 3 Was there any oil leaking and falling on 1y o3 q e de foscull i gl dia S da 3 4
to the floor of the lube bay ? e 3l s dslaia 3 (Y
na O sy j
Yyes 4
21 4. Were the waiting area and table clean?  NO O 3y Shanday AUl g Uiyl dshic cilS s 412
nva [ sy
5. Wasth | h YES & e
. 1 ision i iti et t: sk .
2 Woar‘s(inge? elevision in the waiting room NO D N ¢ Uyl 4 e b Jens sl g8 Ja 5 (2
nva O sy
ves O o~ s
6. Was the board displaying complimentary ] q Ll lgde yedas M Aalll S a6
services neat and clean? 38,055 9 435 e Anilaall Cilaadll
na O sy
2. GREETINGS AND INITIAL CHECKS Al Y Sl g s Al 2
Scores Critical Areas Asdall) Ll PAKH)]
3| 7. Was there any delay in approaching ves [ px /) i) 8 ali gl s g da 7 3
customers? Nno X Yy Soibol gas cala gl
8. Were you greeted in a friendly manner ~ YES O prd Gl Bhyan ke ch s yll G da 8
(pleasant feeling)? NO b ? (g
S Ja b salt gl Caia g a8 Blay Y 1Y)
51 If no, please describe behavior: Was it u‘ e . \_i;j . ):; jiﬁ N ) e 5
arrogant, without any expression, normal @ M é ol e {BY) :w:‘
etc..... - - feee
hOh sl I,bvvp o 6@@[(
+ 1 +
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Scores Critical Are!as Lrala) e laaly Jatast
9. Did he guide your vehicle for positioning  ygsg ; Ll S 3 el .1 :
3 at the stopper and asked you to switch m £ ;_m © o "J “,L‘L“Jp %yd‘ el.ﬂ ,JA -9 3
the engine off? NOo [ v S mall il of lie il 8 el Calayy
10. When asked by customer, Was the , AS J cJaandl e il gall Jhme Lonie
5 attendant knowledgeable of different YES IX P 5};‘ s ‘)i‘ ;,::/ ‘}.Tl d},}“ 10 5
grades of oll, filters and their relative no [ y = e o i oo
benefits? . Plede JS il i 4
. N Srves O T
4| 11. Did he offer the waiting ared to you? STV 4 e 8 Uyl elle (o e Ja 11 4
DI0 RbT OFFER Lop 17710y f&ﬁ No [X] ¥
i YES [X ; o ]
4 12. IEe)giv}:;?staff thank you as yau were ‘o [.] ?‘; € jolas S Ly o Sy syl A5 1214
3. APPEARANCE AND BEHAVIJDR OF STAFF . ragS sy (adl gall s 3
Scores Critical Areas Al YLl L
. | ves ]
3 13. \;\rl‘zsﬁt(;];?umform of the attendant neat NO D Y L Gl aladl Gyl Gl S Ja 13 |3
NA [ sy
YES pa B
3| 14. Was the attendant wearing visible No [ q ey 8y (o5 5 3 sa sl Galasall (IS Ja 14 3
nametag? o a4l Lle
NvA O shuy
YES pad I
3| 15. Was he able to communicate with NO g g Eo dralsill e s Gals sl (S da 15 3
customer? ST\
Na [ sy
ves I =
4| 16. Was staff courteous / friendly? Nno [ y flakl/lasny caba sl S Ja 16 | 4
va [ sk y
4, SERVICE RUXEUIRY ]
SCO'eS B CriticalA Areas T ﬁ:ym‘ﬁ“ “_b@‘—
: S O G Gaadlly Cals I8 s 17
17. Did attendant check whether you need YES lZ i w uu);_d Sa . }d ? {
3 top up or complete oil change? =0 ol ol ALY pliag s ) 3
: No [ el
3| 18. Did attendant check with you wHether YES B p 28 DS 1Y e clie Cals ol (Gia3 Ja 18 3
only oil is to be changed or oil with filter? NOo [ N €l 5y 3l A dadd 5l s
19. Did he check using gauge the qliantity ~ YES & pat elIb ol (6 s Gy Cala gl 8 s 19
3 required to be topped up and informed i Al G 3 S D Ca il bt 3
you? No [ b fellyy lalif y Lgilial
B s o Sl o e Gl B, G O 90
3 20. Did the attendant check for oil Iejakages Yes B4 pd O wﬁ;ﬁ:ﬁ:j P oﬁJ‘Tg—m 3
under your car from filter and dr lm bolt? NO D B tcu
| 21. Did the attendant drain the used oil YES o el 3 JS 5 5 il el S8 Ja 21 3
completely from your car? Nno [ Y feli i (e
2| 22. Did he ask whether you want the engine  YES P il Jae w5 of @il Ja 22 2
to be flushed and did it if you agrﬁed? NO E] y Peliad) oo Jla &t iy
| 23. Did the attendant fill the correct gllade as YES axd Sl ds /e 5 Adlals Calssall W6 o 23 3
you requested? \ no [ v gl Al dapaal)
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Scores Critical Areas Al Yl Jalaity
24. Did he request you to start engine and  ygg g p 4S5yl paall Janadily o 5 o dlie ks Ja .24
3 Iegve it running for one and a half D il § 482 saa) il Alla 8 3
minutes? NO ) 5 A g <
3 25. E)id t~heAattendant ensure that the carter YES g P~ wﬁﬁﬁﬁﬁjﬂi& ‘:!‘Lf‘-—’dk 25 3
olt is tightened and there are no leaks? NO D N tcu sl
26. Did attendant carry out the following Lilaall lia gadll el als cabasall 3 Ja 26
complimentary checks: s
YES o
31a. Battery Water top up no - Y Ay el ele Adliza) 31a.
wa O sy
ves A
31b. Coolant Water top up NO D ¥ coolant/a sl ¢l Adlxs} 31b.
na [ sy
vesX ~ N
31c. Auto Transmission Fluid top up NO D ¥ A JLF‘ u” ML"‘ 31e.
(Osdaant )
nva O by
ves B
31d. Brake Fluid top up no O ¥ el il iy § AL 31d.
na [ iy
YES pal
31e. Gear Qil top up no O b ol el cy )y ALl 31e.
nva [ sy
ves 4w
31f. Air fiiter cleaning no O Y call owin 31F.
na O ki
ves A
31g. Wiper Water top up NO D ¥ Zla A Clalial cle ALl 31g.
NA O sksy
YES E axd
31h. Clean engine using air gun NO D Y elsell edae ahaaiuly o el caai 31h.
va O shuv
3 27. Were any of your questions related to :I(E)S % ?‘; dalaiall clilind (e sl LAQ 7‘%%}“ ~—':“ da 27 3
lube change answered? o s Alany
va [ sy
3 28. Itiig (t:i;(? g(aff place the mileage sticker in Nis % ?: Jmﬁﬁmﬁ&ﬁjﬁﬁ 28 3
’ A O sy €
G )yes O w
4| 29. Were you offered a receipt voluntarily? ~ NO E Y pEP PO Jaselle jme da 29 |4

dhodds (lULr‘(ﬂ’\\'\a m\};TN/A EA))

5. REST ROOMS AND MOSQUE + dawuall g (?t;;n [l 63) alu g 5
Scores Critical Areas Al c¥laalt Jalaal
ves B 3
30a. Were they adequately stocked with all In ?"; Jyy g pall ila Hlinaal) aaens 3 jeme il Ja 304
necessary supplies such as soap? NO o aall Jia
va O gy =
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Scores Critical Areas Al c¥Laall Liad
ves X
30b. Were they adequately stocked with all O P: )3 mall e Slsall waaay 3 jeas S o 30b
necessary supplies such as toilet tissue? NO Coall g3 (3599 Jia
NA [ sdiy
30c. Were they adequately stocked with ali ves [ axd Losomal) e il & 8 jee S da 30c
necessary supplies such as paper towels? no [1 y 048 ) o) Cidliall Ji
(paper towels are not required where fully Gilddae B i dyglha ye 34l adliall)
operational hand dryers exist) NA R sabiy (Y )
[ ; A4 Juliall s
31a. Were sinks clean? YES e o al ',,y,fjt"l__. r‘j.\;l:."ma
require comment when marked ‘No’ no [ Y ool oan MY sV s 1)
NA [ gy
; Ak Ul s
31b. Were mirrors clean? YES IZ px 2l ':y" N L):]y‘uj 'LS.JT' “3“)
require comment when marlJed ‘No’ NO D ¥ crasill o2 Sl b
NA [ giyy
X ; faadai oYl Clding CulS
31c. Were hand dryers clean? YES pr o i qﬁ.y.:ﬂ_”d\uﬁ .‘Sdg'.31c
require comment when marked ‘No’ no [ b (Gt S e
NA [T sy
s fanl o sball clisSte cuilg
31d. Were dispensers clean? ves X P }dl o "Y':_’LL\JIuj .LSJTMSM
require comment when markéd ‘No’ no [ b & A Sl s
'1 Nna [ by
| ves X =
31e. Were toilets and urinals clearI? Nno [ Y faphi Sl 464 il s 31e
NA [ gy
: Paadas Ll oY culg
32a. Were doors clean? ves X pr o sl 4.«_4,':;" ':\j':jy‘ . .lsdl‘.32a
require comment when marked ‘No' Nno [ v & A AR RN
NnAa [ gy
ves X
32b. Were walls clean? Nno [ Y faahi gllaal) <l Ja 32
NA [ gy
ves A
32c. Were ceiling clean? Nno [ ¥ fadat ol S s 32¢
Nna [ gy
ves A =
32d. Were vents clean? Nno [ y faghay Midl wilS Ja 32d
NA [ sy
; ke o j Y1 Culg
32e. Were floors clean? YES m e s il ‘*%m"?", LJ\:.‘;(\ . .\SJTSFZG
require comment when marked ‘No’ no [ ¥ G R Ees TR
| NA [T sy
ves [
32f. Were baseboards clean? No [ ¥ Ak saelall & ol /laitall ) 5 culS Ja 32f
A [ gy
ves X
32g. Were grout clean? Nno [ Y feaas L3 S ds 32g
na [ sy
4
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Scores Critical Areas . Agulud @Yl Latas
ves
33a. Were trash containers clean? NO D ¥ faadas datadll iy sla <ilS Ja 33a
NA [ sy
2 - 2
YEs [
33b. Were trash containers not overflowing? NO [] ¥ flailh e daladll clygla <ul€ Ja 33b
NA [ abuy
ves I =~ 0 ]
2 34. Was the restroom smelling clean & NO D y &) O%) Adaia g Adplai Glaadl dadl ; S da 34 2
fresh (without any offensive odor)? Salendl B Agy S Al
NA [ iy
i Jani alaall & o jpeail asea cilS Ja 35
35. Were all the facilities inside the ves [ el e s
restroom in good working condition? L. o e i
2 require comment when marked ‘No’ no [1 v g sl o2 MY ALY il 1) 2
NA [ gy
5 2(5) il dawdll dc i L S
36. Was the Mosque premises clean? YES D - ( ), ).:J\ ) ,,;r,', :\_Lfflsﬁ 36
2 require comment when marked ‘No’ no [ ¥ (ol et O bl 2
NA K] iy
Comments: rlBadlall / galedl)
FOR OFFICE USE ONLY Ja8d oisal) PARE W N
Uauall Jal31) Lal Aoyt aall . .
9 : : + Al
t ACTUAL SCORE | MAXiMum__| Fvaluation e
Approach and Cleanliness aalaill g b 3N |1

Greetings and Initial Checks | #s¥! SlSpdilly s gl 12

Appearance and Behavior of il el A ghe s ke |3

Staff

Service FURYNI V]
Cleanliness - Restroom and Gilabeall — aslaill 5
Mosque Al g
TOTAL & saaall
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30,09/2012

»
N

12 14 dorley Parsons-AUH

(FAN)I2 6765429

L. SO o B8 oy
AonEONIEHE Sge,oe0
ADLS DHASI
Sl S mE
Mew Nisemn Alt 100 26.00 .00
T0TAL 89.00
CASH PAYMENT 89.00

You were earvad iy glor 1
DATE 28/08/2018 o8 183 01 su80

THANKES rOR SHOPPING . .

P.0017001







