R
N
D ~ SERIAL NO.
+ 1 + +
) : 2
PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center &
[ < u Emarat 10O s Eppco / Enoc | X} a9 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
260 __|zat Qesi__|=aga U Ne vowelotiddel ||
Gender Height Built _ [Bpectacles  Beard | Mustache| Ethnic Groups
M [ F M S |T |MF JYes[No [Yes] No | Yes | No findian [Pakistani| Filipino [Expat. Arabs| Others:
ED&DDDI&DDID&DIDDD X O
EMIRATE V;g:‘;:‘ Abu Dhabi |  Dubai Sharjah Al Ain g’:‘:v“aa' Ajman Kfl:fm“ah Fujairah
O O O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
JA 53| olb]2[3 [d3bo]| AL | ofl IF:co VAN
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 i
vist T 0O O VISIT O O a O O O
1. APPROACH AND CLEANLINESS - LI gbﬁ\‘ﬂ B |
Scores Critical Areas Al c¥lpall Latas
YES e ot
1. Was there proper sign to the Lube no [ q dihia e AVl dsaljiadalla S 1
changing bay? T 3 yuad
na [ abiy
. ves b o
3 2. \(l)\:g:;il;zcljt’x?be changing area clean and NO D G TR ey Akl 3y fbie cul€ o 213
nA [ shuy
ves [1 &
413 Was there any ol leaking and fallingon 53 q e as gy eyl ol s a3 4
to the floor of the lube bay ? Sy 3 ypmd dilaie A sy
na [ adny
ves [ &~
21 4. Were the waiting area and table clean?  NO [:I Y fRade; d Ul g ety Ashie cilS Ja 412
va [ ahiy
W o - ves K-
2 5. Woariiahge?telewsnon in the waiting room NO D N ¢ Uyl de b Jeons il S 5 (2
na [ sy
ves [1 s .
6. Was the board displaying complimentary ] q Lol lgle el Al s s 6
services neat and clean? aadhi ¢ A ye dulaall Sleasll
nA [ sy
2. GREETINGS AND INITIAL CHECKS A0 ) il g cua S 2
Scores Critical Areas Al el PRI
37 Was there any delay in approaching YES pr s/ il & el gl s g8 ds 7 3
customers? NO y ol ga il gall
8. Were you greeted in a friendly manner ~ YES X pd sll) G dha il s 8
(pleasant feeling)? Nno O b $ (g
S8 da rcab gl & Chc g a8 gl y oY 1)
5| If no, please describe behavior: Was it u‘ te . Ljﬁ "31‘ j;ﬁ ;.'),‘ 15
arrogant, without any expression, normal ¢ o 22 'e‘ =
etc..... . \ ¢l
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Scores Critical Areas Ll ey Jta
9. Did he guide your vehicle for positioning  ygg [X] M Ganliall S ) el | Gl s g
3 at the stopper and asked you to switch ; o I . o 13
the engine‘:)ff? ’ No [] ¥t ik of s ks 3 ul) liyy
10. When asked by customer, was the . NS A Jaandl e als b 3w Laie .10
attendant knowledgeable of different YES i ubu ol e - y;] ; fw
5 4o - . u'_)lm“’ux‘)]‘u‘éJJ/&‘yuMelc 5
grades of oll, filters and their relative No [J v o 0
benefits? fleta JS il i
YES i .. .
4| 1. Did he offer the waiting area to you? NO g ": € oUaiyl 48 e BB e e a1 4
12. Did the staff thank you as you were YES pr ¢ v oect s . .
m leaving? No [] q F AR S Ly off Sy Call sl 5 12 [ 4
3. APPEARANCE AND BEHAVIOR OF STAFF adSshag il galf HBe 3
Scores Critical Areas L) c¥Laaly Jataist
. YES X -
3 13. xzsﬁtgﬁyumform of the attendant neat Nno [ Y S0y Gyl el Gl gl Gl S 1313
NvA [ say
Yes [ N ‘
14. Was the attendant wearing visible S Ay (55 5y 3 g sl il gl S Jn 14
3 nametag? No [ bl e 3
g 1 e gy Al =
A [0 sduy vorre odohe. (12
; = —
YES o P
15. Was he able to communicate with Iz & deal gl e 108 bl € s 15
3 No [ Y . 3
customer? $0s 0
N NA [ sy
YES A
4| 16. Was staff courteous / friendly? NOo [ y Galal/lagay il ol S Ja 16 | 4
NA [ gy |
4. SERVICE RIREL] 4
@:(;;; T Criticaerreas I Q-HM‘SI QYM‘* T hﬁﬁl
' : LTINS sl el gall G Ja 17 |
17. Did attendant check whether you neeq ~ YES K] o A u):_d i yd, = 1
3 top up or complete oil change? S0 e ol Gyl ALY sliag s ) 3
: Nno [ e JalSIL
3| 18. Did attendant check with you whether YES pxd 8 S 1Y Lad lie Cabs gl 35a3 Ja 18 ;’
only oil is to be changed or il with filter? No [ y AN 5 a3l A dadd oy 5 s
19. Did he check using gauge the quantity YEs [X] pat el Syl (s gie (i Gl dBda 19
3 required to be topped up and informed g Al A il Ll 3
you? NO D b felly el L)
X o 0n o wnd on el b IRERT
3 20. Did the attendant check for oil leakages YES e qﬁ;ﬂi} )ﬂm'w sjdjl e 20 3
under your car from filter and drain bolt? NO D N B oy
3| 21. Did the attendant drain the used of YES I oo Gy bl i da 21 |
completely from your car? No [ Yy Sl Jlis e
2| 22- Did he ask whether you want the engine YES L] pu = 3 ol ey 5 g o @il dﬁ» 22 5
to be flushed and did it if you agreed? NO =" J i Jéﬁﬂﬂl)& ds 8 elly
3| 23. Didthe attendant fill the correct grade as YES > S Ty s e 55 Ailaly (s al) Péda 23 3
you requested? Nno [J y fleilb ) dayaiall
2
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Scores Critical Areas At caall PAH]
1 24. Did he_ requgst you to start engine and YES m A a5 g o jaall Qs o o e ke 24
3 |e§ve it running for one and a half D f o, i 3 ] Alla 3
minutes? NO b} g 48 o -
3 25. bDid t.he'attendant ensure that the carter YES e %fﬁ);dﬁj;i\:h jﬁﬁ 25 3
olt is tightened and there are no leaks? NO D y fe
26. Did attendant carry out the following Aplaall Cilia gadll ol jab calagall B Ja 26
complimentary checks: a0l
ves [0
31a. Battery Water top up no [ ¥ il L) 31a.
na [ iy
YES o
31b. Coolant Water top up NO D ¥ coolant/2 el sle ddla) 31b.
na [ sy
vesOO =~ }
31¢c. Auto Transmission Fluid top up NO D b e ﬂé u’ u\,_a 3tc.
(0 soiansit i)
na B sy
ves [1 a
31d. Brake Fluid top up no [ ¥ Jailcyyila)  31d.
nA DA abiy
ves L1
31e. Gear Oil top up no [ ) ol el el 3T,
na B sduy
YES o
31f.  Air filter cleaning NO E] b} ol sell i Caulats 31f.
na [ sday
YES ol
31g. Wiper Water top up no [ N 2ol clalioal ol dibal 31g.
nA [ ssuy
YES pai
31h. Clean engine using air gun NO O Y elaelt (et aladiuly el (il 31h.
nva [ sdbuy
3 27. Were any of your questions related to :KE)S % ?: Aabeid) ilind (e gl L.,Jf— 3?*\%‘21‘ ‘_w da 27 3
lube change answered? S M yawd Agleny
nA [ sbuy .
3 28. t[::;! ::I;? gtaff place the mileage sticker in :“E)S B ?’; jm@mﬁ@ﬁf)\i\;ﬁ 28 3
' nA DS sy €5 o
ves B0
4| 29. Were you offered a receipt voluntarily? ~ NO | oy 0 lial o3l Jagdlle jame Ja 29 14
na Bl sy
5.  REST ROOMS AND MOSQUE sl g (alaad) el 55) Al A G 5
‘ Scores Critical Areas Al ¥l PRI
3 30a. Were they adequately stocked with all YES B sl e il pan 8 3¢ae <ilS Ja 308 3
necessary supplies such as soap? NO ¥ S gall Jia
na [ gy
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Scores Critical Areas Aplulr) Ll La
YES X T
30b. Were they adequately stocked with all NO E P: ol Sla Sl aueas 5 360 cuilS Ja_30b I
necessary supplies such as toilet tissue? Caall g3l @99 Jia
NA [ sayy
30c. Were they adequately stocked with all ves IR au Al ) & Bene <uilS da 30c
necessary supplies such as paper towels? NO D y 48, ol Cidliall (Jia
(paper towels are not required where fully - Cldiae i g3 aie 4 4lhas B RPN CRilial)
operational hand dryers exist) N/A Gebi Y (Y1
; $aik Joulid caols
31a. Were sinks clean? YES e a3l '--y-d:_hy;—‘j 'lsdtsl.ma
require comment when marked ‘No’ no [ ¥ =l e TR e
NA [ gmyy
: SRl Ul s
31b. Were mirrors clean? YES E p o ,,‘y,, Mf:lyru _LSJTM'S‘Ib
require comment when marked ‘No’ Nno [ ¥ Gt el aS PRS0
vA [ sy
P : SRS 0] Sl oS
31c. Were hand dryers clean? YES i o gl ’ "“sdfz(,:_gyrf 'lsd? “310
require comment when marked ‘No’ NO D b Tt o> Fa ) CdlS o)
e V171 D (Gahals ¥
: fagk ) gliall Sl culs
31d. Were dispensers clean? YES P . ):’” bl ,,y,:‘_'{;yr\j ,LS‘JT.J"Md
require comment when marked ‘No’ Nno [ ¥ o e TR )
T NA O sy
YES pd
31e. Were toilets and urinals clean? Nno [ N Faks Jol Al culS Ja 31e
NA [ gy y
3 fagdas L Y1 clg
32a. Were doors clean? ves [ ot il m,f;,u }Lfyrlj 'ISJT’ |.32a
require comment when marked ‘No’ no [ ¥ Tl om o MY Al 1y
- N/A D Cahiy ¥
ves X .
32b. Were walls clean? Nno [J y ik gl cuils Ja 32
Nva [ gbyy
YES pai
32¢. Were ceiling clean? No [ ¥ filas G S Ua 32¢
A O] gy
YES D4
2| 32d. Were vents clean? Nno [ Y ek Muall cuils Ja 324 |2
NA [T skuy
; fAidas e V1 Cul8
32e. Were floors clean? YES e a sill ) ";J"quliw - ‘ksdTll.32e
require comment when marked ‘No’ no [ b Cant el P Al s
. N/A D by ¥
YES pas
32f. Were baseboards clean? Nno [ N A8k saelal) & o1 dailall i3 S Ja 32f
NvA [ gasy
ves [ .
32g. Were grout clean? no [ y Tl B3 S Ja 32g
NA [ gayy
4
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Scores Critical Areas Agalad) el Jalast
ves [ &
33a. Were trash containers clean? NO D ¥ faaas dakadll iy gla <ailS Ja 332
) nva [ iy )
vyes [
33b. Were trash containers not overflowing? NO D b fhali e Al cila <iS Ja 33b
NA B @iy
YES pud N ,
2 34. Was the restroom smelling clean & NO D ¥ c,s‘ O5Y) Adinda s Aglas aleall dail el da .34 5
fresh (without any offensive odor)? olasll 3 4y S A
NA [ iy
X ; Jasi alasll & i il gaan IS Ja 35
35. Were all the facilities inside the YES pi ol S
restroom in good working condition? ' _ o = et
2 require comment when marked ‘No’ no O ¥ sl (oa MY AaY S 1Y) 2
NA [ gy
3 $(5) o dnall AclE gl s (IS
36. Was the Mosque premises clean? YES an ( ), }”ﬂ\ ) ,,:; LL“??A;‘SIS ﬁ: 36
2 require comment when marked ‘No’ no OO0 ¥ ot o A d 2
NA [ asiy
Comments: saasiall / aaladll
FOR OFFICE USE ONLY Lk Coigall aladdu h}
Alsalt Llail) Liaill Je ¥ . .
Y . : » agdil)
o ACTUAL SCORE | _maximum | Evavation P
Approach and Cleanliness Alaill 5 ol 8 |1
Greetings and Initial Checks A9 Sl s s 5 12
/S\,f;ﬁearance and Behavior of il sl G sls sedaa 13
Service Laall 4
Cleanliness - Restroom and lelaad) — adlaill )
Mosque aall g
TOTAL £ gaxall
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