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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center E
X < Emarat / O as Eppco / Enoc | O a5 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR.#
) Name Number | Name Number | Name Number
A [Da. Doy \Desw, 3¢y ('c.\’/\'-”g—“CeaoQMLJs- [ [ |
Gender Height Built _ [Spectacle§ Beard | Mustache] Ethnic Groups
M| F |TIMI[S [T [MIF [Yes[No [Yes | No | Yes [ No [indian [Pakistani[Filipino [Expat. Arabs[ Others:
ROORBROOROOBOROR XK O O O |
EMIRATE ";32‘;;“ AbuDhabi | Dubai Sharjah Al Ain g’:‘:v"ai‘:" Ajman K;':zism“ah Fujairah
O O & O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time in Time out
2 A GV o] ] 217 \ |l mol 213 ol2 \Wes il
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 R O O O vsr | 0 ® O O3 | O 0Od
1. APPROACH AND CLEANLINESS R on P v R |
Scores Critical Areas Tl il Jaait
ves I A .
1. Was there proper sign to the Lube no [ q dibia o AYalldaaljdadallia S da 1
changing bay? Sy 3l Huas
na [ iy
. ves D
3 2. \é\:g:;gz‘lj%be changing area clean and NO D Y S e s Al oyl s Allaie S J 213
nva O skiy
ves [1 o . . .
4|3 Was there any ol leaking and falling on 1 1 g e ac dsscull o gl dia (S da 3 4
to the floor of the lube bay ? : Sy 3l o Addaie 3 )Yl
va [ assy J
ves B -
21 4. Were the waiting area and table clean?  NO O Y aadn Al gl 5 st didaie culS Ja 4| 2
na [ sy
5 W levision in th iti YES & e
2% w;iitnhge?te evision in the waiting room NO D N ¢ Uy 4 e b Jan sl S Ja 5 (2
nva [ sbuy
ves B o~ s
6. Was the board displaying complimentary \ o ] q Al lgle edat Al Aa Ml culSds 6
services neat and clean? eaadat o A0 yo Apilaall Cleadd)
na [ akuy
2. GREETINGS AND INITIAL CHECKS A Y il g cus A 2
Scores Critical Areas FIIR LN BN Liad
3| 7. Was there any delay in approaching ves [ pr i/ B 3yl gl dia S da 7 3
customers? No R4 ) Sob il gad Cala gall
8. Were you greeted in a friendly manner ~ YES = G Gl A3 b n il 5 ds 8
(pleasant feeling)? Nno [ Y $ (b
< ol gall o gli Com ga o8 Bl 5 (Y 1D
5| If no, please describe behavior: Was it u‘ :3: Li;j . '31 j;i N ).‘ > 5
arrogant, without any expression, normal Ao ol Oa i O R e
¢ A
etc..... o
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Scores Critical Areas Ll Yl LUady]
9.  Did he guide your vehicle for positioning  ygg &4 A il Al el Ghiids 9
X - B @ .

3 at the stopper and asked you to switch AR . iy 3

the engine off? No [ ¥ el il o el alla g aJ‘?\uJ‘ alayy
10. When asked by customer, was the . S b ¢ | (e b gall J g Ledie 10
, YEs B 0 e aaall 0 ™ .

5 attendant kpoyvledgeable of dlﬁergnt S _gilill g @ 31 s /tbi‘ alis e 5
grades of oil, filters and their relative NO D v o i
benefits? fleda JS 2144

YES Y .. .

4| 11. Did he offer the waiting area to you? NO g ‘: LY Ad e 8 Jaayl dde (mse o 14 4

4| 12 Did the staff thank you as you were YEs € 8 S ey o8 Gyl G a2 |4
leaving? No [J v =S e

3. APPEARANCE AND BEHAVIOR OF STAFF S sl g cpiligall jglia 3

Scores Critical Areas Lalol cyLaal L]

_ YEs I
3 13. \a/\rllgsﬁ?;? uniform of the attendant neat NO D Y 0 e Gl vl Gali gl Ll oSds 1313
NA [ shuy
YES ax s .
14. Was the attendant wearing visible = ek Ay (o1 3 g el il sl S Ja 14
3 nametag? No [] K $z s 90 dand Lgile 3
nva [ shiy G ead W vare .
YES B . .
15. Was he able to communicate with o deal sl e 108 Cala gl 1S Ja 15
3 customer? Nno [ ¥ T 3
. ‘05l
nvA [ smuy
YES ]
4| 16. Was staff courteous / friendly? NO E] y Sladal/fy ga g bl S ds 16 |4
NA O sauy
4. SERVICE sdaadly 4
rg:o—res Critical Areas At YLl Jaldil
Y4 ; 23S O Gijad il ks ol 3G
17. Did attendant check whether you need YES px u u L_U,d a }d f A7
3 top up or complete oil change? S5 o ol Sl ALY £ lias s ) 3
p up p ge: NO D y s Juls

3| 18. Did attendant check with you whether ~ YES [X] prd LA S Y Lagd i il gall 36a5 o 18 3

only oil is to be changed or oil with filter? No [ Y ol g 3 o dadd eyl s
19. Did he check using gauge the quantity ~ YES K1 pu ety o3l (s e iy Gl sl WG s 19

3 required to be topped up and informed ez Ayl AaS I G jall il 3

you? No [0 Sl il Lyl
DO Gl G e Baadll Calh ool A3 R

3| 20 Did the attendant check for oil leakages ~ YES K] g Ot uﬁj: 74)1“5:. ﬂﬂ‘. . a{iﬁ L_i 20 3

under your car from filter and drain bolt? Nno [ v I sas 005 )
£ 3l

3| 21. Did the attendant drain the used ol YES P sl U S g iy Cala gl Wl b 21 5
completely from your car? No [ y el Hlw (e

o | 22. Did he ask whether you want the engine  YES B s ol due 3 55 € o) s Ja 22 5
to be flushed and did it if you agreed? Nno [ ¥ il ge Jla (S lly

3| 23. Did the attendant fill the correct grade as  YES B axi 3l As /e 5 ABLal il sall A8 Ja 23 3
you requested? Nno O y flgidh il damall

2
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Scores Critical Areas Al claal i
3|7 Dol youiosariongand ves [ s dmd s s et 24
minutes? no [ ¥ fbaais 43 saal Jpadill Al 4
3 25. Did t_he.attendant ensure that the carter  YES - wfﬁﬁﬁﬁmﬁlﬁjﬁfﬁ 25 3
bolt is tightened and there are no leaks? NO D N j i *‘u)ﬂ
26. Did attendant carry out the following Aol ha gl ol jaly Calasall A8 da 26
complimentary checks: sagal
ves I
31a. Battery Water top up no [ Y Ay el ola A8l 31a.
na [ gy
ves K1
31b. Coolant Water top up NO D b coolant/s yull ela 2L} 31b.
nva O sdiy
ves bd o S Al JBG ey Al 31¢
31c. Auto Transmission Fluid top up NO b} ) (c;)&;mibﬂ‘j ‘
wa [ sbiy
YES X pad
31d. Brake Fluid top up no [ Y dellcyyis) 31d.
na [ sdiy
ves 4 =
31e. Gear Oil top up no [ y oo sl el 3le.
na [ sasy
ves [ W
31f.  Air filter cleaning NO D ¥ ol sl il cala 31f.
na O sy
ves ]
31g. Wiper Water top up no [ Y gl el b il 31,
nva [ sy
ves KI
31h. Clean engine using air gun no [ N shsed) (et plaiuly O el Cailas 31h.
nA O by
3| 27. Were any of your questions related to :(E)S % : Al ilind (e gl e :*T'ke-}“ u-w da 27 3
lube change answered? Sy 3l el Agleny
na [ smiy
3 28. g]ig (t;r: gtaff place the mileage sticker in :is % ?: Jm@mﬁ&ﬁjﬁ\ﬁ 28 3
' NnA [ sy € andl
ves B -
41 29. Were you offered a receipt voluntarily? = NO 4 y fLoLEs) Ml dhaydlile e Ja 29 |4
nva [ sy
5.  REST ROOMS AND MOSQUE sanwaall g (abasd) feull g1) Aal M i g 5
Scores Critical Areas Al el Las
3 30a. Were they adequately stocked with all ves B Ay pall Dl el pian 3 jeae <ilS da 30a 3
necessary supplies such as soap? NO D 3 o gall Jia
na [ sy =
3 +
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Scores Critical Areas I IR LN PR PATH]
ves X
30b. Were they adequately stocked with all no L1 P; s pall il Hiusall aseny 5 jeme culS o 30b
necessary supplies such as toilet tissue? Cull g3l 899 Jia
NA [ sy
30c. Were they adequately stocked with all YES E A Al il i) & 85ema <ilS da 30c
necessary supplies such as paper towels? NO D N $48 pofl adliall Jie
(paper towels are not required where fully Clidae 8 ¢ die 4y gllae ye 43 ) ) Cadliall)
operational hand dryers exist) nva [ Gbiy ¥ (Y A
- RPN
31a. Were sinks clean? ves &J & ol ‘,,y:"'ftdyﬁ\isd?"ma
require comment when marked ‘No’ no [ ¥ gl o2 MY ey culs 1y
NA [ gy
- TR —
31b. Were mirrors clean? ves B Sl o g E"f;rms&“l? "31b
require comment when marked ‘No’ no [ ¥ gl (o2 MY eyl s 1y
wva O gayy
; fAada) s Cilddae <
31c. Were hand dryers clean? YES g pr ol ‘ffé,f',"‘t:‘ 1“4‘5‘;1: "31C
require comment when marked ‘No’ no [ b sl o MY e Yl s 1y
nva O gayy
. oy - P P
31d. Were dispensers clean? YES E - wf” Uﬁbf;,ﬁhiu ‘LUISSJT "31d
require comment when marked ‘No’ no O ¥ gl (o2 GlaYl s 1)
Na [ gsyy
ves B o
31e. Were toilets and urinals clean? NO E] ¥ fAidas Joall A4l cils Ja 31e
na O gy
32a. Were doors clean? YES E p gl M%ﬁ:'_,"ff ‘ ﬁ\i;j?"wa
require comment when marked ‘No’ no [ ¥ Tl o YT A calS 1y
NA [ sy
ves X
32b. Were walls clean? NO D ¥ faauk el culs Ja 32b
nvA [ gksy
ves K
32¢. Were ceiling clean? NO D Y feaday Cadl S Ja 32¢
vA [ sy
ves B
32d. Were vents clean? NO D N fhadas Ml s Ja 32d
na [ sy
32e. Were floors clean? YES IZ i ol s ”"Q,L;“f'f ' lwlsgb; \'326
require comment when marked ‘No’ no [ ¥ T sl o2 MY eyl s 1y
Nna [ gsuy
ves N =
32f. Were baseboards clean? NO D N failas sac lal) z s Riadl b5 culS Ja 32f
nva [ gy
ves Y au
32g. Were grout clean? no O v Tl U S Ja 329
nva [ ghuy
4
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Scores Critical Areas Ll el Jalaiy
YEs K]
33a. Were trash containers clean? Nno [ ¥ gy Aalaill iy la i€ Ja 333
NA [ @y
2 - 2
YES pai
33b. Were trash containers not overflowing? NO D b Tl ype dalal Cbga i€ Ja 33b
NA [ @iy
ves DI o s ,
2 34. Was the restroom smeliing clean & no [ N ! Q5%) Ry ik Hleall dail ) cilS Ja 34 2
fresh (without any offensive odor)? Flolesd) 8 A S Aad
NA [ by
; 5 aleall b gl auen cilS
35. Were all the facilities inside the YES M e el e &u“: d;l:: %
restroom in good working condition? oo N T el
2 require comment when marked ‘No'  NO O o gl (o2 MY el s 1) 2
NA [ @iy
; £(5) waakis dmasall A0l i oS
36. Was the Mosque premises clean? ves [] P> ( ), ,;J\ ) ,,:; ML‘;“UK“{: 36
2 require comment when marked ‘No’ Nno O v gt o> S 2
N/A Gbis ¥
Comments: rlBadlall / galadl)
FOR OFFICE USE ONLY Jagd igal) aladiu
Uaual) Jalait) Liall Jed) sl . .
9 . Evaluation: samdil)
/" ACTUAL SCORE |  MAXIMUM valuation i
Approach and Cleanliness il g ot Yt |1
Greetings and Initial Checks | &Y Sl 5 cas il |2
é?a%rearance and Behavior of obsall dlus sedaa |3
Service il 14
Cleanliness - Restroom and Clalealt — Zilkilt |
Mosque aaaall
TOTAL £ saxall
5 +
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