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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pah Arab Research Center (4
Ef—-\ Jll Emarat / O 45/ S Eppco / Enoc / D < Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
i Name Number Name Number | Name N Number
0% Nongy [ [ 1 [ []
Gender Height Built Spectacle§ Beard | Mustache] ~  Ethnic Groups
M]F ITIMI]S|T [MF [Yes[No|Yes[No]Yes[ No |indian IPakistani]Filipino [Expat. Arabs| Others:
ROOROOROOROBOMK O O O O
Western " . : . Umm Al . Ras Al -
EMIRATE Region Abu Dhabi Dubai Sharjah Al Ain Quwain Ajman Khaimah Fujairah
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
6lslols| ca[RMNFT 1O | ol |0 |2 | 120248
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 '

st AT R O O O visit | [ O O O O ;Z |

1. APPROACH AND CLEANLINESS B 5 By 1
Scores Critical Areas Al Ll L
ves D coad
1. Was there proper sign to the Lube no [ q dihio Je AVl Asaljiaddlla oS da 1
changing bay? eyl yuad
na O sy
‘ ves [
3 2. \é\l{ggntigz(l;:u?be changing area clean and NO D Y A e Akl ekt dihie el a2 |3
nAa [ sy
YvEs [ = . c
4|3~ Was there any oil leaking and falling on g e de gy cuill i gl ia S da 3 4
to the floor of the lube bay ? . Sy W paid Aidaia & m V)
A [ sy “
ves [M o
2| 4. Were the waiting area and table clean? NO O Yy fagday Al glhall g Uiyl dshie il Ja 4 |2
nva [ sy
T ves @
2 5. \\llvvoarii;hge?televwlon in the waiting room NO D N ¢ VI AE 3 Jans sl S Js 512
nva O sy
ves [ - s
6. Was the board displaying complimentary ] q LB e ek Al dasll s a6
services neat and clean? CAadat 4y Aglaal Cileadll
nA [ sbsy
2.  GREETINGS AND INITIAL CHECKS A oY) el g cua 3l 2
Scores Critical Areas Aol el Jalaid
3| 7. Was there any delay in approaching ves [] i P/l B Al gl s S da 7 3
customers? NO @ N SOl g ala gall
8. Were you greeted in a friendly manner ~ YES 4 pad Galul) Lo 4y cun il a8
(pleasant feeling)? Nno [ Yy ¢ (z ok
S Ja rcal gall @ gli i ga 08 2l (Y 1)
51 If no, please describe behavior: Was it < e Lj;! . }j; j;f g." J.‘ > 5
arrogant, without any expression, normal (G (R O8I (R el
etc..... ?---CJ‘
+ 1 +
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Scores Critical Areas LI O ORI PATHI]
9. Did he guide your vehicle for positioning YES m il sl Gl b bl g 9
3 at the stopper and asked you to switch o i - ol o . e 13
theengineoff? D N "i‘_)“-‘-“@k-’u sﬂut,\lb;a)\gud\k.ﬂhg}]
10. When asked by customer, was the . S Ja cdaandl po il gall Jian Lonie
5 attendant knowledgeablé of different YES m e f‘jﬂ%‘ - J.{I Q:: / ‘ind .],}.m 10 5
grades of oil, filters and their relative NO D y 5= ) &‘f’ . : V‘k’
benefits? Plgde JS i 8
YES |X i i
4| 11. Did he offer the waiting area to you? NO e’; ¢ ey 4 e oI dhle a e Ja 11 14
12. Did the staff thank you ak you were YES pr e e . <
4 leaving? —— T S L S Gyl 5 0 12 (4
3. APPEARANCE AND BEHAVIOR OF STAFF Sl il gall jelia 3
Scores Critical Areas IR, CAN PO Lol
3 iform of ves Bl o
3 13. :Vnz;sﬁt(;l;)um orm of the attendant neat NO D Y 0 ey Gl el Cibasall il S s 13 (3
NA [ gy
YES o .
3 14. Was the attendant wearing visible no [ y Dy A8y (55 53 3 ga gall il sl (S a 14 3
nametag? Sz a5 dand Lgle
nvA [ gdyy i
YES [X] .
3| 15 Was he able to commurjicate with no [ q go dual sl e 1508 il gl (S Ja 15 3
customer? ST\
NA [ sy
L YES e
4| 16. Was staff courteous / frigndly? No [ N Saakal/lagn g Calagall S Ja 16 |4
Nna [ sy
4. SERVICE Aandl) 4
Scores  Critical Areas ' o Al G 0 haw
R ~. S ) Gy aaailly il gall A
17. Did attendant check whether you need ~ YES X o = < u)ul il - }d N » A7
3 top up or complete oil change? =5 ot ol S Sl LAY g lias s L 3
fy ’ NO D ¢ Jalsll
3| 18. Did attendant check witH you whether YES pxd 4 5 S e i b sall 355 s 18 3
only oil is to be changed|or oil with filter? N 0 Yy €l g g ol af Jed oy 5 s
19. Did he check using gauge the quantity ~ YES [K] axi plaaialy T3l (6 sl by Calasall A8 19
3 required to be topped up and informed g Ay I AaS I Gapaill ddal) 3
you? Nno [ o fallly @il 5 gl
T O Cw 5 e B8l cabh gall A8
3 20. Did the attendant check ffor oil leakages YES E] O uﬁ u/jut: J:\MI. ) }ij dk 20 3
under your car from filtef and drain bolt? no [ N SEHsebas LR 2Rl s
ol
3| 21. Did the attendant drain the used oil YES P el Sl S g il sall A5 Ja 21 3
completely from your caf? Nno [ N fli jlw (pa
| 22. Did he ask whether you Mant the engine  YES [&] B el adl dae 5 € o il Ja 22 5
to be flushed and did it if you agreed? Nno [ N i) ga Jla S lly
3| 23. Did the attendant fill the (correct grade as YES I pxd Gl s ofp 5 Adlaly il gall A Ja 23 3
you requested? y fleidls Al dsmall
NO £
2
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Scores Critical Areas PRI U PO BT
24. Did hg requgst you to start engine and YES P 4S5y ¢l yadll d-"-“""c‘ﬁ’:‘ o i il Ja 24
3 leave it running for one and a half s € i 5 4583 500 il Alla 3 3
minutes? NO 3 5 A g «*
3 25. Did t‘he.at’(endant ensure that the carter  YES z] e ui‘)i);ﬁﬁjli\:k jﬁéﬁ: 25 3
bolt is tightened and there are no leaks? NO D N f 3l
26. Did attendant carry out the following Al Clia saidll o) als il gall olE Ja 26
complimentary checks: saduall
ves Kl
31a. Battery Water top up Nno [ b Aol ela il 31a.
nvA O by
YES ol
31b. Coolant Water top up NO D ¥ coolant/s juall ele AL} 31b.
va O sy
ves K om0 ..
31c. Auto Transmission Fluid top up NO D b} G RSl JLP uu uh‘\ 31c.
(0 shaanst yill)
nva O sy
ves Kl =
31d. Brake Fluid top up no [ ¥ deillcyjdilal 31d.
na [ sy
YES pad
31e. Gear Oil top up no [ b ool el oy ) ALl 3te.
NA [ sy
YES p
31f.  Air filter cleaning no O ¥ clsell b cads  31f,
va O shiy
YES o
31g. Wiper Water top up no O y ol ol ela L) 31g.
na [ ssuy
ves @
31h. Clean engine using air gun NO D Y el (s phadiuly o jaall Cadat 31h.
wA O sy
3| 27 Were any of your questions related to ;is % ?: Aaleiall Glilind, (ya gl .jlf- 37@}" w Ja 27 3
lube change answered? ST VY S W DY
nAa [ sauy
3 28. aig (t:f;? gtaff place the mileage sticker in :(E)S IS ?: m@mﬁi:ﬁf;\ﬁ 28 3
' nA [ sy 95 b
ves A
4| 29. Were you offered a receipt voluntarity? NO [ ¥ L) St Jag e m e Ja 29 |4
na [ sy
5.  REST ROOMS AND MOSQUE Dl g (plaad) ) 5) Aalll g L5
Scores Critical Areas Ayl Sl L
3 30a. Were they adequately stocked with all YES = 4y g el e Jliunall gan 3 g0 S b 304 3
necessary supplies such as soap? NO D ¥ Shsduall Jia
nvA [ sy =
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Scores Critical Areas Faal el s
| YES ;
30b. Were they adequately s't{bcked with all no L1 P: s pwall a3l asans 3 jeae cilS Ja 30b
necessary supplies such as toilet tissue? Sl (3)99 Sl
N O sy
30c. Were they adequately std’cked with all Yes [ i 4wl Gla el & Bleae il Ja.30c
necessary supplies such as paper towels? no [ ¥ 48 ) ol cadliall Jia
(paper towels are not required where fully Gliiae A58 die 4yplhae ye A 50 Cadlidl
) : . ~ 48 aslill)
operational hand dryers exist) N/A Gy ¥ (A1
- CTRRPEENER
31a. Were sinks clean? ' YES o L al A*f‘;,f}ffyﬁ;&%{ma
require comment when +arked ‘No' no O ¥ ol sl o Y A Y s i)
nA [ gy
= X 5 faadas Ul yall cailg
31b. Were mirrors clean? YES px L al g iﬁyﬁ 'SJT' |'31b
require comment when marked ‘No’ no O ¥ ool 2 g s
na [ sy
; $aadal sV Clidae cailg
31c. Were hand dryers clean? ves B pr o gl ; ‘*ssf?;,,‘_'a_‘gyrf .\Sdf. \'31C
3 require comment when farked ‘No’ no [ ¥ Tt o> Sl 3
NA [ sany
; Saaky ) pliall Clikle cails
31d. Were dispensers clean? ves [ . }dl el ,,y,,uﬂ_\yﬁ ,\SJTM'BM
require comment when marked ‘No’ no O ¥ Gt PR
nva [ gy
ves [N
31e. Were toilets and urinals| clean? Nno [ Y fadas Jall Sl culS Ja 31
NA [ sy
: faada il oY il
32a. Were doors clean? ves [ e ol .."\J'fli_,)lfw i ,EJT. |'326
require comment when marked ‘No’ no [ v ool o2 ol
nva [ gy
ves [l
32b. Were walls clean? Nno [ Y fagdas laasdl cilS s 32b
na O gy
ves @
32c. Were ceiling clean? Nno [ ¥ Sl caandl G s 32¢
na O gy
YES g psi
2| 32d. Were vents clean? NO Y faalay Ml culS Jn 32d [ 2
wa [ gy
; faalal i Y1 cils )
32e. Were floors clean? YES m p o gl i "y"—z'\_.i\]\tulsu?;1.32e
require comment when|marked ‘No’ no [ ki & A T :
nva [ gwyy
ves M
32f. Were baseboards clean? Nno [ Y fadda saelall = o) adladl 151 cilS Ja 32f
va [ gy
! YES % prd
32g. Were grout clean? NO ¥ fdudas B3 (S Ja 32¢g
NA [ sy
4
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Scores Critical Areas At etaaly pATH]
ves X
33a. Were trash containers clean? no [ ¥ fagdas Aaladll iy la il Ja 333
5 NA [ Gsuy )
vyes 4 =
33b. Were trash containers not overflowing? NO [] ¥ $hailh ye daladll cily s S Ja 33b
NA [ by
YEs K] o s .
2 34. Was the restroom smelling clean & NO D N g‘ O5) Ahiade s Akl aleall dal ) cils o 34 9
fresh (without any offensive odor)? alasdt (B Agy S Aail
NA [ gy
i ; Saxd alasdl 8 @l gl asea cilS Ja
35. Were all the facilities inside the vEs Bl Rt A 35
restroom in good working condition? . N IS
2 require comment when marked ‘No’ no OO v gl o MY ALY Qs WY 2
NA [ ey
; £(5) ki aaall A2l 5l e oS
36. Was the Mosque premises clean? ves [ e ( ), ) i ,,;‘,;, LL‘;T,‘J,\SﬁT 36
2 require comment when marked ‘No’ no [0 v cal e e 2
NA X g
Comments: scalaadlalf / gaaslt
FOR OFFICE USE ONLY Lsd Cagal) aladdiuy
Aaal) Jalaily Lisl oY) sl . .
9 : : W
o ACTUAL SCORE | Maximum | -valuation P

Approach and Cleanliness

el ; ) BV |1

Greetings and Initial Checks

Y il 5 s |2

Appearance and Behavior of
Staff

O pall sl y sekao |3

Service EUXEN )
Cleanliness - Restroom and lalaall - 2dkall
Mosque REWON

TOTAL £ saall
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