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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center w
O wiw Emarat / E & 4i)/ <4 Eppeo / Enoc | O @4 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
4 O y’l Name Number Name Number | Myme _ Number
ebhal] T T 1 [ |
Gender Height Built _ Epectacled  Beard | Mustache] Ethnic Groups
M| F [TIMIs]|T [MIF [Yes | No [Yes [ No | Yes [ No Jindian Pakistani| Filipino [Expat. Arabs] Others:
EDDEDDEDDSDEDEDD O O
EMIRATE ";:Z'Ii:‘ AbuDhabi | Dubai | Sharjah | AlAin gmm s | Aman as M| Fuiairah
<1 O O B O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
olololg]l 0l (XL 1816 olL |olR 0 ocol10:30
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 O 0O wsir | [ O O O O X O
1. APPROACH AND CLEANLINESS -A8Uatl 4 g.«\)ﬂ‘j\ A
Scores Critical Areas Al YLl gl
ves B - o s
1. Was there proper sign to the Lube no O N dibie Jle AVl danlgdad ollia S da 1
changing bay? Sy Ml
vAa O aduy
. ves 4
3 2. \c/)\:g:ntir:clj%be changing area clean and NO D Y T e s ik e dihaie CulS J 213
nva O sy
ves [ C C
4|3 Was there anyoil leaking and fallingon q Sl ae Byscuil oo gl s g8 B 31,
to the floor of the lube bay ? = e W i Ailaie A (Y
na [ sy '
ves I
214 Were the waiting area and table clean? NO  [] Y eaa,dai Al gl g Usiy) ddhale calS Ja 4|2
nA [ sbiy
— ves® -
2 5. \V/VVOarii:]hge?telewswn in the waiting room NO D g Y A b Jen Ol S ds 5|2
na [ abuy
ves O & . S
6. Was the board displaying complimentary o 7] q Ll Lo elat M Aalll cilS da 6
services neat and clean? a8, A pe dpilaall cileaall
na B ey
2. GREETINGS AND INITIAL CHECKS A g sl g qua Al 2
Scores Critical Areas FRW I AN T Jatasl)
5|7 Was there any delay in approaching ves [ & aaifl il & bl gl s S da 7 3
customers? NO Yy Sl il sad Cadasall
8. Were you greeted in a friengly manner ~ YES [ G Cslul) Anyaa s il a8
(pleasant feeling)? No y ¢ (z o
1S Ja rab gall @ gl Cha g 2l ela ) Y1
5| If no, please describe behavior: Was it L‘: Je Li:\! ﬂt} j:ﬁ N J,‘ 15
arrogant, without any expression, normal . gale ol Oa s 3 )3 et
etc..... S‘___CJ\
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Scores Critical Areas L) Lkl
9. Did he guide your vehicie for positioning YES : Ll S 3 ol o Cals oal) A
3 at the stopper and asked you to switch 3 i :“ o ‘_"‘j o . . e dA 9 3
the engine off? Nno [] L s TR JEEDY
10.  When asked by customer, was the 3 , IS b cdraall (e cals sall g Lonie 1
5 attendant knowledgeable of different YES o :-l‘jﬂ‘:jl o ‘ )fl d—\u—: / ‘}.T] '!?'“ ol 10 5
grades of oil, filters and their relative no [] v = aliarel i
benefits? fleda JS il 4
YES i s .
4| 11. Did he offer the waiting area to you?@ e mavia e o B e G b 11 |4
Dip noT _0HER _woniming ApcA No [X Y
4 12. Ilzgiv?:evstaftthank you as you were @YES D pr € 55 S Laiy o S ki i L5da 12 ;/
M 9 Jlidd nifl et aputhuneho ¥
VU0
3. APPEARANCE AND BEHAVIOR OF STAFF pdS sl g il gal) e 3
Scores Critical Areas Ll ey Lia
, YES pxi
3 13. Z\r/]zsﬁgnye?umform of the attendant neat NO D Y S Gl el i ) Gl S b 1313
NA [ gy
YES oo i
3| 14. Was the attendant wearing visible No [ y o Ay (535 3 g gl Cala gl IS o 14 3
nametag? Tz s 51 4l Lo
NA [T ey
YES B ' )
15. Was he able to communicate with &o dhal sl e T8 Gals gt IS 15
3 customer? NO D v €y gty 3
. fOs )l
NvA O sy
YEs
4| 16. Was staff courteous / friendly? No [J y ka0 il sl IS Ja 16 |4
NA [ gy
4. SERVICE Aarill 4
Scores  CGritieal Areas o T Lilvawa bl
: iy O aaaill Cals ool L8
17. Did attendant check whether you need YES E - u ufdﬂ aar L }d f A7
3 top up or complete oil change? 0 ot ol o3l LY Flias s 3
' Nno [ ¥ ¢ JalSIL,
3| 18. Did attendant check with you whether YES [ px 23 S Y Lad elia ol sl (38a3 Ja 18 3
only oil is to be changed or oil with filter? No [ y € alall gy 3l ?i RO LIV VPR
19. Did he check using gauge the quantity  ygg %4 pas el o (g e by Gl a8 s 19
3 required to be topped up and informed g S el A s capaall Gl 3
you? NO [:] k| elly il Leilal
P 0e Sl s e Giaill Gl i LB a 20 1
3 20. Did the attendant check for oil leakages YES e wﬁ).:;ﬁ;tﬁ} Al bj‘jj ins 20 3
under your car from filter and drain bolt? NO D y i S
3| 21. Did the attendant drain the used oil YEs X w0 gaad ol S & Gl el A8 Ja 21 3
completely from your car? No [ y Sl (pe
2| 22. Did he ask whether you want the engine YES [ M sl ey S o) il s .22 2
to be flushed and did it if you agreed? Nno O N Cuslisd) g Jla PEREIY
3| 23. Did the attendant fill the correct grade as YES DX pri Sl A jfp 5 ALl Cala all Pdda 23 3
you requested? Nno [J y fleidh all dspaiall
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Scores Critical Areas At ¥ Lgall Lalail
o e e apalt T o Sy ol iy o5 O e b O 24 [ 4

o e o O v f i A 53] Juniil Al 8
3 25. Eid t.he.attendant ensure that the carter YES p wfﬁ);d)::jlizk jﬁﬁ 25 3
olt is tightened and there are no leaks? NO D N e 3l
26. Did attendant carry out the following Lplaall Cloa sadll o) jaly calagall B da 26
complimentary checks: sagjal)
ves I
31a. Battery Water top up NO [:I ¥ Ao tal) ele Al 31a.
na [ iy
ves B4
31b. Coolant Water top up no 1 ¥ coolant/s sl e il 31b.
na [ adiy
YES E o~ VAt i e ) Al 31c
31¢. Auto Transmission Fluid top up NO D N " (u}ww\ )m)‘ ’
na O sbuy
ves R
31d. Brake Fluid top up no O ¥ doljill ey dilsl 31
wa [ sy
YES axd
31e. Gear Oil top up no O ¥ ol oalley)y sl 3le.
nA [ iy
YES i
31f.  Air filter cleaning no O y ol il wln 3AF.
na [ adiy
ves B~
31g. Wiper Water top up NO [:I b gl sl ilalial cla Al 31g.
na [ aduy
ves I
31h. Clean engine using air gun NO O Y elsell Gutnsa alaiuly O jaall CulaB 31h.
na [ shy
3|27 Were any of your questions related to :'is % P’; aleiall dlilind e sl (e :*?"é}” <—4A-' da 27 3
lube change answered? LIV VES T P
na [ adbuy
3 28. t[;ig (t:r;? ’?taff place the mileage sticker in st % P’; Jm&mﬁmﬁﬁ;\;ﬁ 28 3
' nA [ akyy € Jland
@D vesd ~
4| 29. Were you offered a receipt voluntarily? ~ NO X ¥ L) Ml s dlile e da 29 |4
Jd hod o asgle ./'fon'llu Lilinva O seuy
5. REST ROOMS AND MOSQUE +dauall g (?L:u.“ /Q,Hj.'\) AL fae 5
IScores Critical Areas Agulud claa) Jalgall
3 30a. Were they adequately stocked with all YES m ™ Ly g pal) o lall maan 8 3eae CilS Ja 30a 3
necessary supplies such as soap? NO D ¥ eoglall Jia
va [ gy -
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Scores Critical Areas Ll Lol Lial
YES i
30b. Were they adequately stocked with all NO g P: o5l Gl Sliusall ey s jena i€ Ja 30b
necessary supplies such as toilet tissua? Cul) g3 3594 Jia
NA [ gy ==
30c. Were they adequately stocked with all ves [ i A gl il il &y 8 eaa <ilS o 30c
necessary supplies such as paper towels? no [ y 48,50 Cidiiall Jia
(paper towels are not required where fully Slidae 5 vie 4y gllae e i, auiliall)
operational hand dryers exist) nva K Gubi ¥ (3Y) )
31a. Were sinks clean? YES E pad ol * ',";'%u;x;ﬁgs\ﬁ“.sm
require comment when marked ‘No’ Nno [ Y Tl om s MY Ll cals 1y
- a————  NA D Gahi Y
: 803 Ul al) cls
31b. Were mirrors clean? YES E e ol ':Y" e fwuf 'LSdT' "31b
require comment when marked ‘No’ no [J b ool o Gl s iy
VA [ sy y
31c. Were hand dryers clean? ' ves B i dlma Q;Afz;,,“fuz‘etisdr. |.31c
3 require comment when marked ‘No’ Nno [ ¥ Tl om o Y Aa) cals 1y 3
NA [T saany
; $10h1 ) sl GLsL s
31d. Were dispensers clean? ves B % e "Y':_‘&_Lyrf ,\SJT. 1'31d
require comment when marked ‘No’ Nno [ ¥ crastll on PRl eEs
e —— N 7N I BEPRR
ves B
31e. Were toilets and urinals clean? No [ b ks Sl 4l il a 31
nA [ gy
32a. Were doors clean? YES @ pad i m’:@,:‘_‘fér” liSdTMBZa
require comment when marked ‘No’ no [ Y e sl (o PR s
S —— 7Y B AR
ves M
32b. Were walls clean? no O v ik sl i< s 32b
NA [ suy
vEs B
32¢c. Were ceiling clean? Nno [ ¥ St Canll (S s 32¢
NvA [ sy
YEs 4
2| 32d. Were vents clean? no [ Yy 4k MUal cils Ja 329 | 2
NA [ iy y
32e. Were floors clean? YES g prd a gl f ‘“,,?,,%‘h;: i‘;ﬁ%&ﬁjwe
require comment when marked ‘No’ no [ ¥ & A A e
- N/A D Cbiy ¥
ves B
32f. Were baseboards clean? No [ ¥ A0k B0l - ) /hailal) i, 51 il Ja .32f
NA [ gy
ves A
32g. Were grout clean? no O ¥ fih LA S da 329
Nva [ gy
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Scores Critical Areas Tl el Jaain
ves K~
33a. Were trash containers clean? NO D ¥ faiydas daladll lgla i€ Ja . 33a
NA [ asn
2 - 2
YEs X =
33p. Were trash containers not overflowing? NO D ¥ fhaits e Aol cilyla il Ja 33b
NA [ iy
ves B s L .
o |3 Was the restroom smelling clean & vo [0 ¥ sl Op) Ainia s Aiglai Jlasll Aad) ) ilS Ja 34 5
fresh (without any offensive odor)? $olaall 2 A KAl
NA [ ey
3 Jasd alaadt 3 <l Sagaill azes ~iS Ja 35
35. Were all the facilities inside the YES E pr ¢ @ = cﬁ:d&h
restroom in good working condition? . I e i
2 require comment when marked ‘No’ no OO ¥ sl o MY e Yl S ) 2
NA [ ey
3 2(5) s aaasall Acld i e OIS
36. Was the Mosque premises clean? ves L1 ( ), e g &Lﬁi& ﬁ: 36
2 require comment when marked ‘No’ Nno [ ¥ (ot S it : 2
NA B gy
Comments: saaMall /[ galaill
FOR OFFICE USE ONLY La8d (Al ?1.&&&‘1
Al Jalal Lisl Jed sl .
o - ion: . Al
o ACTUAL SCORE MAXIMUM | Evaluation o
Approach and Cleanliness Al 5l BY) 1
Greetings and Initial Checks V) il y caa ) 12
g?:;arance and Behavior of eyl pall sy petae [3
Service ianall |4
Cleanliness - Restroom and Clabeall — ddlatl |
Mosque daasall g
TOTAL £ gaaall
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