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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center w
EI it Emarat / D 45l <4 Eppeo / Enoc Ig 4 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
N Name ] Number | Name Number | Name Number
e3\ ronk sek A | [
Gender Height Built _ [Spectacles] Beard | Mustache] Ethnic Groups
M| F |[TIMIS]T l M | F | Yes| No | Yes ] No Yesl No Ilndlan |Pak|stan|[F|IIp|noIExpat Arabs] Others:

EMIRATE ";‘;Z‘:)’: Abu Dhabi |  Dubai Sharjah Al Ain g':‘:v“aﬁl' Aman | FaSA 1 Fujairah
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
a6 Yoln|2[x1 3[4 ]lolH] o]airz=o BN

07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sundayl Monday I Tuesday |Wednesday| Thursday I Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
visIT O o o O 7L 2 I I . O O | O
1. APPROACH AND CLEANLINESS AUl g ol By 1
Scores Critical Areas Tl c¥Laall Jaldih
YES axd
1. Was there proper sign to the Lube NO E]I y ddhie e AVl daal dsd dua oK Ja 1
changing bay? XGPS peres
nva [ sesy
‘ ves i
3 2. \é\:::r:ir;ié%be changing area clean and NO D Y e bk cy ) s dikie cdS Ja 2(3
na O aduy
ves [ = . . -
4|3 Was there any oil leaking and falling on K q e e syl gl dllia g8 da 3 4
to the floor of the lube bay ? ey 3l i Aidaia 8 i)Y
na [ sy j
YES i& ax
21 4. Were the waiting area and table clean? NO l ) Caadas Al Uall 5 Ui dahie SilS Ja 4] 2
na [ sesy
5 W h levision in th iti YES m =
ol 5 Woa:i“tqge?te evision in the waiting room NO D g ¢ UREYI A e 3 Jems il S v 512
na [ sy
YES s o o
6. Was the board displaying complimentary . y Al lgle plo dlds il S s 6
services neat and clean? fagaa g A4 ja Al Cileaadl
na O sy
2.  GREETINGS AND INITIAL CHECKS A Y sl g a2
Scores Critical Areas Taaludt a¥laall ol
3|7 Was there any delay in approaching ves [ e adif i b pali gl dia S da 7 3
customers? Nno X Y bl gad Cala gall
8. Were you greeted in a friendly manner ~ YES i Gl Wi dahdh s i S ds 8
(pleasant feeling)? Nno [ Ny ¢ (z %
< abs gall T YPTIt RATREIS K
51 If no, please describe behavior: Was it © :3: \:‘;S . }j\: y(;s 7 ).‘ > 5
arrogant, without any expression, normal e el o s s Ay s
etc..... g &
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Scores Critical Alreas FEVR I AN, PR PAYH]
9. Did he guide your vehicle for positioning  ygg m A il Sl Wil 5 da
3 at the stopper and askedlyou to switch o il o e b 3 fodl ¢ e B
the engine off? l Nno [] ¥ Febadl ik g g Ol
10. When asked by customet, was the B IS o csanll (3o il sall J e Lo 1Q
attendant knowledgeable of different YES m e L,;L:u R < }A y )
5 . . . ub.xh]\}u}:‘)ﬂul;‘)dltlyidueh 5
grades of oil, filters and tqelr relative No [J v g o - i
benefits? Tleie JS 23l 4 g
YES i . .
4| 11. Did he offer the waiting ar%a to you? NO Enél ?: ¢ oy 4s e S obEY elde e Ja 11 (4
12. Did the staff thank you as you were ves Rl W T s
L4 leaving? |‘ NO D q JJbu;uSLA.g.nﬂ)S.uuu)a}A a\ad@. 12 14
l
3. APPEARANCE AND BEHA\LIOR OF STAFF eSS sba gl gall HEa 3
Scores Critical Areas Lol Lol Laiy
. | YES [Y]
3 13. gzstit(;];’;umform of the attendant neat NO D YL ey Gl el Cala gl Gl S Ja 13 |3
| NA O ey
YES pl o .
3| 14. Was the attendant wearing L/isible No [ g S A (6 3 g pall Cila sl (S Ja
nametag? \ ) S s dand >3
1 va O sy o) Yeudide [/
! YES [ m ) o ~—
15. Was he able to communicate with & dealgll e 15068 Gl sl IS s 15
3 ! No [ ¥ . - 3
customer? $Cs ol
1 NnA O sany
] ves 4 p
4] 16. Was staff courteous / friendly{? Nno [ ¥ fakal/asa s alagdl S o 16 |4
' NA [ swny
l
4. SERVICE }' daddl) 4
Scores o CriticalAreas| T  Lldayha C L
! \ v Ll O o e il el i DG s 17
17. Did attendant check whether you need ~ 'ES g ‘}J L HLnY - lias i Ll
3 . S o ph Zy 3 ALY liags 3
top up or complete oil changet NO D y ¢
T . e Lo N . .
| 18. Did attendant check with you whether ~ YES % ox 1S 1) Led i, b gl 33 s 18 3
only oil is to be changed or oil| ithfiter? no [ y ol 5 5l Al dada oy 3l s
19. Did he check using gauge the uantity ~ YES B4 i plaiiuly 2 3l S St iy Cila gl o8 JA .19
3 required to be topped up and informed i Al S S I Gl sl 3
you? ‘ no [ Y Selly il 5 gl
l ES (W] s 0 il o e Anill B, 6 Ja 20
3 20. Did the attendant check for oil leakages ~ YE®S m O :: /fhu: ):‘m,' a3 Lmj‘g_h_: 3
under your car from filter and dain bolt? ] N e oo e
3| 21. Did the attendant drain the use? oil YES A daadall o 0 IS g i il gall A6 21 3
completely from your car? NO ¥ Tl s (e
2| 22. Did he ask whether you want the engine  YES P s el Jae 5 o il da 22 5
to be flushed and did it if you agreed? NO y fliad) ga Jla ol
3| 23 Did the attendant fill the correct Prade as YES av Gl Aa e 5 ALl calsgall W Ja 23 3
you requested? Nno [ y flgidla Al dapaall

l
I
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Scores Critical Areas Al c¥laall PR
4|2 Diherequestyoulosianengreand - vES Bl g 455, hpmll it o8 0f e otb r 24 5
oo o O v S im s A 3aad il Alla b
ol 4 e Al paa O (e ikl G da 25
3 25. bDid t.he'attendant ensure that the carter’) YES m o &)j)-uﬂ);m}:ua\l 4:{;5;& j%h i 3
olt is tightened and there are no leaks? NO I'_'I N tcu sl
26. Did attendant carry out the following . Lilaall Cla gadll ol jaly alasall i Ja .26
complimentary checks: sagial
ves K
31a. Battery Water top up Nno [J b A Ul ele AL} 3a.
wa [ s
ves X1
31b. Coolant Water top up NO D b coolant/a el ¢l 2iLz) 31b.
N/A EI i Y
YES px o L
3c. Auto Transmission Fludtopup N0 1 v < ’L(*:::jj)‘ 3te.
nva O absy
ves KI =
31d. Brake Fluid top up no [ y Sl il oy § Al 31d.
nA O amiy
ves A~
31e. Gear Oil top up no [ Y oo el cuydilal 3le.
na [ sbay
ves XI =
31f. Air filter cleaning Nno [ y sl ks 34,
va [ sk
ves B4
31g. Wiper Water top up no O Y o iabinal ol ALl 31g.
va O sy
YES pox
31h. Clean engine using air gun no [ ¥ ehsell e plasiile el Lalan 31h.
nA O sy
_ ves I -~ Co .
3 27. Were any of your questions related to vo O g Aalaiell il (ya 5 :51; “f\-;\;f‘ hm-' Ja 27 3
lube change answered? S 3 el Aglaxy
na [ sy
5|28 aig ér;? staff place the mileage stiker in ;Eos % : Jigﬁ.ﬂﬁi@ﬁj ;";ﬁ; 28 3
' va [ shsy % )
ves i =
4| 29. Were you offered a receipt voluntarily? NO D v G oal A3 Jagille jaxe J 2914
va [ sy
5.  REST ROOMS AND MOSQUE anaall g (pLaadl [l 55) dal g L6
Scores Critical Areas Tl YLl Lt
3 30a. Were they adequately stocked with all YES m ™ 4y 5l o ) arans 3 jese ilS Ja 30a 3
necessary supplies such as soap? NO D ¥ o slall Jia
na [ sy =
3
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’_S;res Critical Areas bt Y Laall Jalailt
L. ves Bl w0 -
30b. Were they adequately stocked with all no [ g 405l e Slsdll waans 3 e S Ja 30D
necessary supplies suchl|as toilet tissue? Sull o (3099 Jie
NA [ skiy
30c. Were they adequately stogked with all ves [ axd 45l il sl &2 8 eae S Ja 30c
necessary supplies such as paper towels? No [J y P48, 5l Lilall e
(paper towels are not required where fully - Gldiaa g5 dyglhaa pe 438 4l hdliall)
operational hand dryers exist) N/A Gebds ¥ (A3 sl
: SRR TSURERTS
31a. Were sinks clean? L ves [ o ol f"y"d;_,l:syr‘j .lsd“\.‘.31a
require comment whenmlrked ‘No’ no [ Y T > Al sl
. NA [ sy
5% ; 34081 Ul al cals
31b. Were mirrors clean? YES ox o gl g ijyr'" ,LSJT_.]"Mb
require comment when malrked ‘No’ no [ b et > Syl Ol )
NA [ syy
k Aaday o
: A oY) Gl ol
31c. Were hand dryers clean? l YES pas gl L’sgf.y.:_lgyrf .\SJT-J"MC
3 require comment when ma’ked ‘No’ no O b Tt e AR
| na O gy
: faala o pball LSl culg
31d. Were dispensers clean? | YES 44 p o sl i ,,Y,:_Ly‘tﬁ\sd;l‘sm
require comment when marked ‘No’ no [ ¥ G R ik .
', NA [ gaiy
YES o
31e. Were toilets and urinals clean? NO D ¥ 4405 Jll 4Kl il o 31
. NA [ gauy
; faadai Gl oW1 culS da |
32a. Were doors clean? | ves K] e e .."y"s;iy‘u;&leZa
require comment when markkd ‘No’ no [ ¥ St T :
| NA [T sy
\ YES g pd
32b. Were walls clean? \ NO ¥ fipas GUaall i< s 32p
| NAa [ sy
! ves M
32¢c. Were ceiling clean? Nno [ Y fembi caall IS s 32¢
nva O ey
| YES pd
2| 32d. Were vents clean? 1 No [ Y Yaadas MU il s 32
1 nA [ gy
; YAy laca )Y S s
32e. Were floors clean? | ves i s il . "\J';.Li\/\ @\SJTA‘?)?_’e
require comment when marked ‘No' Nno [ ¥ et g -
. NA O iy
| ves B o
32f. Were baseboards clean? \ Nno [ ¢ il sae Al # o /lailadl 51 cuilS o 30f
| NA [ gy
‘\ YES & o
32g. Were grout clean? no [ ¥ fagdai LGN S Ja .32g
1 NA [ guy
+ | 4
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Scores Critical Areas gt claall AL
veEs ]
33a. Were trash containers clean? NO D b fiadas Aalaill i g cilS o 33a
NA [ by
2 n 2
YEs Bd
33h. Were trash containers not overflowing? NO D ¥ fhaili pe Al i la cilS Ja 33b
NA [ gy
YES o ]
5 |34 Was the restroom smelling clean & nvo [0 ¥ @ 0s) Rlinia s Ak pleall Aadl ) <iS da 34 5
fresh (without any offensive odor)? Saasl (B A S Al
NA [ abiy
: s alaall 8 @l el ppen <ilS Ja .35
35. Were all the facilties inside the ves (o e e Ut
restroom in good working condition? L. wan < s
2 require comment when marked ‘No’ no O ¥ g sl o2 Y ALY S ) 2
NA [ iy
h T(5) s dadl AclE Jf se S
36. Was the Mosque premises clean? YES D p ( ), );“ ) o LL;T‘;:’\S‘S 36
2 require comment when marked ‘No’ No [ ¥ Tyt > 2 ! 2
N/A Gk ¥
Comments: lbadtal) [ 3aladl)
FOR OFFICE USE ONLY Jadd sl aladic S
Alaalt Jalail) LG ey aal) - .
Y : : )
‘o ACTUAL SCORE MAXIMUM | CVAluation P
Approach and Cleanliness Astaill 5 b Y 11
Greetings and Initial Checks | &5¥) Sl 5 e AN 12
ls\%pf?arance and Behavior of il sall Al s 5ok |3
Service aaasll (4
Cleanliness - Restroom and Selaal) — Addill )
Mosque el
TOTAL & sanall
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AL HILTL S/7% 6344
AL HILT AP
ADMNOC DISTRIfS TIOM
AL InN »
VovaurS1\ver1L 4,50 1.0 40,00
Honda LIVIC 15 1,00 26.40 26.00
TOTAL ' 39.00

CASH FAYMENT _ 89.00 .

u wers served by Operato :
DATE 22/09/2012 08:45 T u? 01 5064

. THANKS FOR SHOPPING. .

SERIAL NO.

5

59
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