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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center g
Dobu,l Emarat | B s Eppco / Enoc | O @43 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
I ' 8 Name Number Name Number | Name, Number
Peler [11¥181413]
Gender Height Built Gpectacled  Beard | Mustache] Ethnic Groups
TIM S |T [MIF JYes[No [ YesT No | Yes [ No Jindian [PakistaniFilipino [Expat. Arabs] Others:
EDDI&DDEDDEDEED&DD O ]
EMIRATE ";2;:2’: AbuDhabi | Dubai Sharjah Al Ain ‘é’:;v“af;" Ajman Ki:ismAlah Fujairah
O O X O O O O o | ad
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
018 D9 1210 | 8|9 | OTR | 0]& 19:05]/9.35
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 w O 0 B O VISIT O O O O O [ a
1. APPROACH AND CLEANLINESS 33Ut g ol B 14
Scores Critical Areas Al el AT
ves A~
1. Was there proper sign to the Lube no [ q dakie o AYall daial g da gl s oIS dﬁ A
changing bay? Syl sl
na O] pboy
. ves B =
3 2. g;::it;eéé%be changing area clean and NO D Y Sy Ayl s Ailae clS B 2103
na O sbuy
ves [] o«
4l % Was there any oil leaking and fallingon -y = y Sl ae gyl s gl dia S s 3 4
to the floor of the lube bay ? M it Adhaie 8 i)Y
na [ adoy
ves I
21 4. Were the waiting area and table clean?  NO O Y faagda; 4 Uall 5 i) Al S Ja 412
na D sy
5.  Was the tel h VES E =
‘ N L .
5 Woarls(mge?eewswn in the waiting room no [ g EEY R i e sl 0 Uy 5 (2
na [ sy
ves R} - s
6. Was the board displaying complimentary o [7] y Ll Lo el M Aslll oS Ja 6
services neat and clean? eagdat g A ye Ailaall Clanald)
NA [ by
2. GREETINGS AND INITIAL CHECKS A Y il g qua il 2
Scores Critical Areas bl el ataal
3|7 Was there any delay in approaching ves [1 px il il b pali ol s S a7 3
customers? no KX y Sl gad Cala gall
8. Were you greeted in a friendly manner ~ YES O i sl 405 A sk el il i da 8
(pleasant feeling)? no K N ¢ (z s
S Ja rals gl & Chua g0 a8 ela Y 1))
51 If no, please describe behavior: Was it Lj \e Ljs . }3\; j:E 7 ). 15
arrogant without any expression, normal @I R o8 O €05 'c’“‘;"\
etc..
nohmal . b Sid ] Oshcfl
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Scores Critical Areas Apuaaal) Ll Jalai
9. Did he guide your vehicle for positiqning YES Al S I il s pal) dida g
3 at the stopper and asked you to switch o et . - 3
the engine off? NO [0 9 bl of e Callay s ol iy
10. When asked by customer, was the ; -AS 9 A I TR
5|  attendantknowledgeable of different ~ YES B e jl:fn P Gl ) i Lt 10 7
grades of oll, filters and their relative No [ v JERA SR e > . (,1.-_ 5
benefits? fleta JS ail g
YES : .
4| 11. Did he offer the waiting area to you? NO Eﬂi P: Y e 8 jUaiy) elle vase da 1114
4| 12 Did the staff thank you as you were YES [ m € e S Ly o S Cils ol L5
leaving? NO D N FA iy S gl Bda 1214
3. APPEARANCE AND BEHAVIOR OF STAFF S sl Coilhgall jelia 3
Scores Critical Areas Apala) ol BN
. YES [
3 13. \a/\rl‘zsﬁtdh;)umform of the attendant neat NO D ¥ P e gl el Gl gl Gl S Ja 13 3
NA [ syy
' YES ; .
3| 14. Was the attendant wearing visible NO D a: e Ay (55 35 gl Callsall S Ja 14 3
nametag? C a3 danl Lgale
NA [ swuy
YES[d .
3| 15. Was he able to communicate with no [ q e dealsill e 1508 ol sl S s 15 3
customer? Sl
NA O sy
ves
4| 16. Was staff courteous / friendly? NO D b Pladalfls 535 als gall Jsda 16 |4
NA [ ey
4, SERVICE daadl 4
Scores Critical Areas ) o 7 o D) e N Ll
2 S o) e Gl Gl LB g 17
3 17. Did attendant check whether you need YES X o u uu‘U’J ETRRY, d:i e Ll
top up or complete oil change? S0 o el Sl ALY lias s 3
NO D Y ¢Sl
g | 18. Did attendant check with you whether YES 14 pxd 28 S 1 Lad clia il gl 3ini o 18 3
only oil is to be changed or oil with filter? NOo [ Y € el 5y 3 of das 5l s
19. Did he check using gauge the quantity YES [ ard iy 5l (s st (uliy Cala gl Adds 19
3 required to be topped up and informed g Gl e I Gl Ll 3
you? Nno [] fallyy a4 (il
PO ol 3 e Bl Calh gl A13 .
3 20. Did the attendant check for oil leakages YES B\ pe Ot wﬁ;ﬁi} )ﬂﬂ"w aﬁj i 20 3
under your car from filter and drain bolt? Nno [ y B fu
3| 21. Did the attendant drain the used oil YES D i e Sl JS G i il sall 8 b 29 3
completely from your car? No [ N Sl Jlew (e
22. Did he ask whether you want the engine  YES B4 s s doaall du 5 i€ ) lile Ja 22
2 2
to be flushed and did it if you agreed? Nno [ y Sl 5o Jla 8 cllly
3| 23. Didthe attendant fill the correct grade as YES DI axd ol A /e 5 Ay Cali sall W6 o 23 3
you requested? Nno [ y Tlgialls Al Aapa il
2
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Scores Critical Areas W AN EW] Jaaih
24. Did he request you to startengineand  ygg E a4 jm o el Jprdiy o i o e alls Ja 24
3 leave it running for one and a half i ik saad el Al 8 3
minutes? no O ! fbuaiy 4383 saal Jpudil o
Ll &8 e /Al gaba o (e calagall <6 825
25. Did the attendant ensure that the carter ~ YES R P )l- .)j. R }d on
3 bolt is tightened and there are no leaks? i llin o il L (8 Tam A0ie 3
olt is tightened an a eaks? o [ N ey 3l
26. Did attendant carry out the following dailaall s saill of sl il gall 8 da 26
complimentary checks: -aglal
ves K| &=
31a. Battery Water top up No [ Y g )ladl ela ddlial 3a.
na [ sy
ves X
31b. Coolant Water top up no [ Y coolant/:ull ele Aila) 31b.
na [ sy
YES E o Y1 AS jalt JiU lea <) ALl
31c. Auto Transmission Fluid top up NO D b A ﬂf‘ T 3tc.
. (O 5panil i)
vAa O adyy
ves X
31d. Brake Fluid top up NO D b bl 2y il 31d.
na [ sbiy
ves X =
31e. Gear Oil top up no [ Y ool ellcy)ale) 3ie.
na [ sbsy
ves ]
31f.  Air filter cleaning vo O Y ol i 31F,
NA O] sy
ves X ~
31g. Wiper Water top up no O N ol Chalieal oo dil) 31g.
NnAa [ shuy
ves I
31h. Clean engine using air gun NO [:] Y gl Gt phaninly ol el Caplals 31h.
na O sy
YES S e « . .
3| 27. Wereany of your questions related to % P ad) ailind e gl e ey @ da 27 3
lube change answered? NO Y PGV VES B T DE
va [ adsy
. .  ves X a0 s e Gabipmpdibsdidids 28
3 28. 51'2 (t;r;f gtaff place the mileage sticker in NO O N gy L Ailaall /] e sLSH 3
% e €5
ves X =
4| 29. Were you offered a receipt voluntarily?  NO Yy L lial a3 Jea s elle (a e da 29 14
na [ abuy
5.  REST ROOMS AND MOSQUE saawaall g (alead) foudi ) Al g L5
Scores Critical Areas Al a¥tawl) i
3 ves K a 3
30a. Were they adequately stocked with all 0 e el e el xaeny 8 2w <ilS Ja 303
necessary supplies such as soap? NO ¥ Oy gall Jia
na [ gy Qe
3
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Scores Critical Areas Lol ¥l LGl
30b. nWei;es ;t;ey :Seqllilately srt]ockfd-;/vittt:_all . :(E)s g ":: s pall e il Fee :,_4 Jf.;f‘ u.»LS d:;:;30b
ry supplies such as toile |ssue.NlA O ssuy s iy
30c. Were they adequately stocked with all ves [ v L s all il 3lnall & B ee S s, 30c
necessary supplies such as paper towels? NO D ¥ T4, 5l u&l-udl Jie
(paper towels are not required where fully Glidae g aie Ay lhas ye 44, adliall)
operational hand dryers exist) NA X sy (Y1 o
: YES ; ki Jubedl il da 313
st g;&ﬁ:?:%ﬁ:ﬁ?zvhen marked ‘No’ NO g ?’;‘ gra sl o MY ALYl cals 1
NA [T gy
31b. Were mirrors clean? YES d L. Nf,*h: Eﬁl)‘” uJLS JA. 31b
require comment when marked ‘No’ No O ¥ Tl om o MY ey als 1y
NA [ sbiyy
YES i ik Yl liiae cilS da 31¢
>t yevtfgﬁehggri%r:ﬁ:s\/vﬂ:?lﬁarked ‘No' NO g ?: gasil (o "V Al il 1y 3
VA [ gasy
. ves X ik ¢ sibaall il cals Jr .31d
T e commen o rokea e no D1 e aem sl o2 "V Y culS 1y
NnAa [ sy
ves [1 .
31e. Were toilets and urinals clean? @ No X N faaki Sl Al S Ja 31
Lounod oy NA L] gy rRTaT
YES 3 RS VRPN JER .32a
oo et v O 3 ceeslon s o a0
NA [T sy
ves X
32b. Were walls clean? Nno [ Y faads) Glassdl cilS s 32b
NA [T gduy
YEs B4
32c. Were ceiling clean? Nno [ Y S caull < da 32¢
NA [ gy
ves B
32d. Were vents clean? No [ Y filas Muall cilS s 329 |2
o NA [ iy ‘
32e. Were floors clean? @ YES D pu 2l S@.,j}fzfgﬁﬁsdl‘sze
require comment when marked ‘No’ NO ¥ el o Al e
MQ;tD fon-ha HooY va O by
ves M
32f. Were baseboards clean? No [ b faadai Sac il o) flaitsdl 0 cuilS o 30F
NA O sy
ves
32g. Were grout clean? NO D b feadas W3 S Ja .32g
NA [ smuy
4
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Scores Critical Areas Fala) Slaalt Jaas
ves i
33a. Were trash containers clean? no O b faidsy Laladll oy da S s 33a
) NA [ Gy
ves B|d
33b. Were trash containers not overflowing? NO O ¥ fiaild e Adladll cigls il da 33b
NA [ iy
ves [] e .
2 34. Was the restroom smelling clean & NO N 6h 0p) Alimiay Aighad pleall Aad) ) <ilS Ja 34
fresh (without any offensive odor)?7 - f(olaall S Agy S Al
Aod dmel 100) A [ oy
3 o slaadl i <l jeadl) aan S Ja 35
35. Were all the facilties inside the Yes B o L A G AT
restroom in good working condition? L = e
2 require comment when marked ‘No’ no [0 ¥ gl sl (oa  "Y HaYl i )
NA [ Gy
; 2(5) ks dawedll 2l Sl i oIS
36. Was the Mosque premises clean? ves [1 e ( )_ j:J\ ey aju?\?ﬁ\sﬁ; 36
2 require comment when marked ‘No’ NO E] b g > NEN R
nA B gy
Comments: scUaadiall [ gabadll
FOR OFFICE USE ONLY Jatd il P\.\.L'.w‘:l
Alcalt LSI LAl Ao aall . .
9 . Eval : i)
% ACTUAL SCORE MAXIMUM valuation ins
Approach and Cleanliness Addaall 5 ol BN
Greetings and Initial Checks Y Sl 5 cua Al
ésapf?arance and Behavior of il sall sl g sk
Service deaall
Cleanliness - Restroom and Cilalaadl — Akl
Mosque daeeall g
TOTAL £ gaaall
5
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ENGINE FLUSH
AIR_CONDITIONER GAS
SERVICE CHARGES —
TOTAL AMOUNT 59 o0
- {1
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All above 20 points have been checked .—Yes " No

Thank you for your visit 5 s Lo

) o ! @
Receive! nmning condition.







