‘ 6 |7

SERIAL NO.
o pe as// i) . -

+ 1 + +
PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change ParArab Research Center @
D <kl Emarat / D & 53/ &4 Eppeo / Enoc / & 44l Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
’ O 2\8 Name Number Name Number | Name l |Nunl|berl \
Gender Height Built Bpectaclesl Beard Mustache[ Ethnic Groups
M] F JTIMIS|T M F [Yes|[NojfYes[No]Yes] No Ilndlan [Pakistani[Filipino [Expat. Arabs][ Others:
ROOEOOEOOMdOBORKE® O O O O
EMIRATE V;zztlz:‘“ AbuDhabi |  Dubai Sharjah Al Ain gfl‘:v“ai‘:" Ajman Kﬁ:fm’:'h Fujairah
O B O O O | O O O
SITE ID Month Date Amqunt (Dhs) # of vehicles - # of staff Time In Time out
88810 \[8 [ &8l1 ol 1 olz |09:049.30
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday { Sunday [ Monday | Tuesday [Wednesday| Thursday I Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
VISIT VISIT X]
0 0O O m O O O O W O 0O
1. APPROACH AND CLEANLINESS JAAUAIN g il By 4
Scores Critical Areas Al cqLaal PEIH]
’ YES o I ,
1. Was there proper sign to the Lube no [ q dihia Je AVl dsialydaddin IS s 1
changing bay? fey s
nva O gbiy
w [ _ vEs [d
3 2. Org:ntir;eedgbe changing area clean and NO D Y T e ikl cy 3l e dibie el Qa2 |3
na [ shiy
vEs [1 . ,
4|3 Was there any oil leaking and fallingon ) o7 q e e gdsycul i gl ia S da 3 4
to the floor of the lube bay ? Sy M s ddhie b )Y
NAa [ sy )
ves [ pxd
2| 4. Were the waiting area and table clean? NO [] ¥ fagday Al gall g sty dslaia S da 4 (2
nva O sy
5 w h ision i iti YES . o~
2|5 Woarii:]ge?telev13|on in the waiting room NO EI N ¢ Uty 32 e sl S s 512
wa [ siiy
ves Kl & o s
6. Was the board displaying complimentary ' q Ll e pelat dlas Ml culS a6
services neat and clean? fagdat g Ax ye Anilaall cileasdl
na [ by
2. GREETINGS AND INITIAL CHECKS A Yl y cua il 2
Scores Critical Areas FONRI L PO st
3| 7. Was there any delay in approaching ves [ px sl B 3 bl la glS s 7 3
customers? NO ¥ ol e cala gall
8. Were you greeted in a friendly manner ~ YES O px sl Wiy dn ki dh cua i i ds 8
(pleasant feeling)? NO y S (zoke
S Ja reaks gall @ gli Caingr a8 gla 5 Y 1)
5| If no, please describe behavior: Was it Lf e . ﬁ ) )j; . j:ﬁ A 5
arrogant, without any expression, normal ¢ o Ll DI *
¢ &l
etc..... e
No  yReeings
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Scores Critical Areas Al Ll Jalgil
9. Did he guide your vehicle for positioning  ygs A : Ll &l 3 ol L s oall A8
3 at the stopper and asked you to switch * :“ o "T‘ o 5 « dA 9 3
the engine off? no [ ¥ febad il o) o il 5 Gl ity
10. When asked by customer, was the . S o cdpenll e il gall Jiee Larie 1
attendant knowledgeable of different ves [ i ‘;‘c.u . o L }A ol 10
5 o g . . u\_)ﬂsnjuxuhu\_}‘)a/&ba‘g_du?h 5
grades of oil, filters and their relative No [J N . AN
benefits? Tlgia JS il gé
YES [X] i .
4| 11. Did he offer the waiting area to you? NO P: $oUsYI 48 e 4 iyl lle me da 11 |4
4|12 ggﬂv::g?staff thank you as you were :(E)S e’; 545 S Ly oy iyl S5 12 |4
3. APPEARANCE AND BEHAVIOR OF STAFF S by Cuiligall jeka .3
Scores Critical Areas Ll e Jalai
1 ‘ YES [ &
3 3. Z\rl]zstitdh;?umform of the attendant neat NO D Y 9L e Gl sl il sl el S da 13 |3
NA [ sbyy
YEs [ . ‘
3| 14. Was the attendant wearing visible no [ g ey Ay (535 5 3 g gl Calasall S Ja 14 3
nametag? @ $z a0 4wl Lo
Covtr _not  Eepo NA [ sy
YES [4 m )
3| 15. Was he able to communicate with No [] q &o dual il e 108 Gl gl S Ja 15 3
customer? SOl
NA [ sy
YES bd
41 16. Was staff courteous / friendly? NOo [ ¥ Slaki/la oy s gl S s 16 [ 4
va [ sy
4. SERVICE 4a.aall 4
Scores - Critical Areas -  Raaawa T Ly
- “S O ol Gaacily ol 5l A Oa
17. Did attendant check whether you need YES [Z & u uu)’—dd& . }QS e 17
3 top up or complete oil change? ) o ol Sl AlaY gliad 3 3
; No [] y ¢ sl
4| 18. Did attendant check with you whether YES px 25 a0 Lad elia Cals sl (33a3 Ja 18 3
only oil is to be changed or oil with filter? o O Y ¢ dall 5 g 3l oF dadd <y 3l s
19. Did he check using gauge the quantity ~ YES [x] ot @RIl Sl G sl i Glasall W8 Ja 19
3 required to be topped up and informed g S G AaS I G el ulaall 3
you? NO D7“ 3 Cellyy lalii 5 L)
L Om e e el s gl 08
4| 20. Did the attendant check for oil leakages ~ YES @ oo uijf > dl.w’ . }:ij .20 3
under your car from filter and drain bolt? O ST SR O B bt s
Sy i
3| 21. Did the attendant drain the used oil ves [d P Jenuall Cy 30 S i Cala gl Q6 Ja 21 3
completely from your car? Nno [ Yy il ETN
2| 22. Did he ask whether you want the engine ~ YES X ad iyl dae & e o elile Ja 22 5
to be flushed and did it if you agreed? Nno [ y fuliddl go Jla & Sl
3| 23 Did the attendant fill the correct grade as YES d axd Gl s /e 58 Adlialy s gl Bl Ja 23 3
you requested? b A daaaall
NO b} L
2
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Scores Critical Areas Aguabaal) ¥ Lalt Lia

24. Did he request you to start engineand  ygs K| A iy jadd) Jsidihy a8 of dlie clla b 24
3 leave it running for one and a half S ind ¢ Aad sad Ll dlla 3
minutes? NO D b} fiiai g 4380 Baal Jprulill &
.l Ao/l gaua (f e alagall B s 25
25. Did the attendant ensure that the carter YES m o )Xu ,Jj . i e ; Gad
3 bolt is tightened and there are no leaks? el s Gl Al LS 2 Faa A 3
“ no O 3 eyl
26. Did attendant carry out the following el Gl saill o) jabs alapdl QB Ja 26
complimentary checks: -adull
ves =
31a. Battery Water top up no [ ¥ A el ole ddlia) 3a.
na [ sy
ves [
31b. Coolant Water top up NO D b coolant/a b ele 2ilal 31b.
na [ sy
YES o Y1 A8 el Jau ALl
RTTR
31c. Auto Transmission Fludtopup  NO [ y SR e L) bt 31c.
(O sansit )
na O by
ves M~
31d. Brake Fluid top up no [ y Ja il eyyilal 31d.
NA [ sy
ves [
31e. Gear Oil top up no [ Y oo A byl 3te.
na O sy
ves B
31f.  Air filter cleaning no' O y A ks 31
na [ ahuy
ves Kl
31g. Wiper Water top up no O y o 3l Claliaal oo i) 31g.
- A [ iy
YES et
31h. Clean engine using air gun NO I:I Y elsell et pladiuls O el Cadais 31h.
na [ sy
ves K v L .
3| 27- Were any of your questions refated to 0 ?’; Alaiall clilind (e g1 e DY i 27 3
lube change answered? NO Sy 3l s dlany
na [ sy
. | yes @ e e Galiganaabidiids 28
3 28. ?hlg (t;g? ’?taff place the mileage sticker in NO D N ol L il dilsal J2h fia LS 3
NA [ sy €5l
ves B
41 29. Were you offered a receipt voluntarily? ~ NO O ¥ S lia) a2l Jeagdlle ase da 20 |4
na [ by
5.  REST ROOMS AND MOSQUE saneeall g (alaad) full g5) Aal M g L5
Scores Critical Areas Aglud) a¥laall Jatgalt
3 ves Bl 3
30a. Were they adequately stocked with all D '“; I pall Gl liwall aasa 3 e i€ Ja 30a
necessary supplies such as soap? NO! 9 gball Jia
nA O gy
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Scores Critical Areas Al L) Lalai
, ves 0 0 e
30b. Were they adequately stocked with all no LI v sl le il gas s jeae cilS Ja 30
necessary supplies such as toilet tissue? Sl sl (59 e
NA [ gy
30c. Were they adequately stocked with all ves [ ani Ay eall ol & e ilS s 30
necessary supplies such as paper towels? NO D N 1486l idlial (Jia
(paper towels are not required where fully Clidae g5 vie Dylha ye 4l Cadliall)
operational hand dryers exist) NA [ guy (AIY)
31a. Were sinks clean? YES E i 2l v“%;,?“u:;flsls‘% "313
require comment when marked ‘No’ Nno [ ¥ gl o Y AaY) calS 1y
NA [T oy .
31b. Were mirrors clean? YEW s ol %:j: U’:\;rf\sﬁ "31 b
require comment when marked ‘No’ no [ ¥ caasl oa o Y ALY s 1)
NA [ gy
A Tk o Sliins o
31c. Were hand dryers clean? YES P 2l . ‘*sAf, Iy,, ,E‘flisd: “316
3 require comment when marked ‘No’ Nno [ ¥ sl (o MY AV s 1
NA [ sy
N faalss ) gliall CSla CuilS
31d. Were dispensers clean? YES g o o ,,Ay,:_', l_ﬁlu 'tsdT' 1‘31d
require comment when marked ‘No* no [ b sl o YT Ay s 1y
NAa [ sy
ves A
31e. Were toilets and urinals clean? Nno [ Y gk Joall 28 il Ja 31e
Nna [ sy
32a. Were doors clean? YES e 2l vu%;,,%‘f;ru\s‘;? "328
require comment when marked ‘No’ no [ ¥ sl o M Y s 1y
nva [ shyy
YES a2
32b. Were walls clean? No [ Y $38k5 oUaadl CiilS Js 32p
NA [ gy
ves B0
32c. Were ceiling clean? Nno [ ¥ feaks Canudl S da 326
NAa [ ghuy
YES pad
2| 32d. Were vents clean? no [ Y faida; Mliall S s 32
NA [ sy
32e. Were floors clean? YES M prd Ll (m,,k;,%&:f;f‘sﬁ“}: |.32e
require comment when marked ‘No’ no [ ¥ g sl o2 TR R
na [ sbuy
YES pad
32f. Were baseboards clean? No [ ¥ fddat saelal - o fladladl 150 <l s 32f
Na [ gy
ves B
32g. Were grout clean? no O ¥ feadas LI (S Us 329
NA [ gy
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Scores Critical Areas Al Nl L
YES X
33a. Were trash containers clean? Nno [ ¥ gk dalaill oy gla il Ja 333
NA [ @iy
2 ves [ 2
33b. Were trash containers not overflowing? NO O ¥ il ye dalall Clysla il Ja 33b
NA [ abuy
YES [K] o

2 34. Was the restroom smelling clean & no [ ¥ sl ) Llaiay Aidai alasd) 2l il b 34 5

fresh (without any offensive odor)? Splaadl A A S A
NA [ gy
X 3 Jaad sleall 3 G jgadl ages <l Ja
35. Were all the facilities inside the YES ~ — QM:: S 35
restroom in good working condition? L. S SN
2 require comment when marked ‘No' ~ NO O v gl 2 T ALY s 1) 2
NA [ Gy
3 2(3) il dawsall A2l L S
36. Was the Mosque premises clean? YES D o ( ), };“ ’ ,,:;, LJ\;;TA“L?\S(\%T 36
2 require comment when marked ‘No’ Nno [ Y gt > da g <l ) 2
A B oy
Comments: rBadlall / galedl)
FOR OFFICE USE ONLY Ja8d (icaly aladliuy
aal) Jalsil) LEl ey aalf . .
o, . . . - \
o ACTUAL SCORE MAXiMum | FYaluation: P
Approach and Cleanliness Al 5 cal &) |1
Greetings and Initial Checks | s} lSadl y cus il 12
Appearance and Behavior of il ol .
Staff il pall sl g jelas 13
Service Aaaall |4
Cleanliness - Restroom and Slalaall — bl 5
Mosque sl
TOTAL € saxall
+ 5
Lube change.doc







SERIAL NO.

6|7

ES A ..:S -888

AR
AUN All.l ITION

T
e o 1%5 22?5% 5
VoyegrSilveriL 1,00 18.00 18.00
TOWML 81.00
CABN PAYMENT 81.00
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