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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center i
[ e Emarat | [0 @595 Eppeo/ Enoc | B @i Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
2/3 Name Number Name Number | Name Number
Mo sae oddhed [ |
Gender Height Built Bpectacles]  Beard | Mustache] Ethnic Groups
MIF JT[M[SIT [MIF Yes | No | Yes | No | Yes [ No |Indian [Pakistani[Filipino [Expat. Arabs[ Others:
ROOORORKOOROXRONM O O O |
emiraTe | Vestern | apy Dhabi Dubai Sharjah Al Ain Umm Al Ajman Ras Al Fujairah
Region Quwain Khaimah
O | X O O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
952 o9 |2 |° 7l | olf oll N2\ 14202l
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday [ Sunday I Monday | Tuesday |Wednesday [ Thursday I Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF

VvISIT ] X 0 O O VvIsIT O O O O O -

4. APPROACH AND CLEANLINESS -43Uall s..ab:é‘lﬂ |
Scores Critical Areas Ll ot L
YES D e .
1. Was there proper sign to the Lube no [ q dilaia o A¥alldsunlgda ddlia (S da 1
changing bay? Sl yuad
na [ sy
_ ves X o
3 2. \é\:g::iiié%be changing area clean and NO D g T e Akl i il S W 213
NnA [ sy
ves ] = ) . C
al3 Was there any oil leaking and fallingon 0 g S ac gyl gl dia gSda 3 4
to the floor of the lube bay ? Sy 3l i Aalaie 3 (a )Y
na Ll s "
YES ax
214, Were the waiting area and table clean? ~ NO | ¥ Ciida A1 a5 Uiyl Adlaie clS a0 412
na [ sy
o § ves B o~
) 5. \V/VVOe;ski;hge?telewsuon in the waiting room NO D N ¢ UanY) 4 2 3 Jens il Sy 52

Aas Lgde el it As N It L T 5

6. Was the board displaying complimentary NO D N
services neat and clean? ¢iada o 45 e Aulaall cileaadl
wa [ sy
2. GREETINGS AND INITIAL CHECKS ALY clsdall g cua A 2
Scores Critical Areas ) Ll Lot
3|7 Was there any delay in approaching ves [] pad i/l il 8 pali gl s 8 7 3
customers? NOo BX Y ol gad ala gall
8. Were you greeted in a friendly manner ~ YES prd sl Ak d s il i a8
(pleasant feeling)? no O N ¢ (A
S il gall Sl Coimgy o elay Y 1Y)
5| If no, please describe behavior: Was it u‘ e \:‘;l . }j; . j;(:’ ;,' ),‘ ‘15
arrogant, without any expression, normal Fe oo e o
etc..... ?--Cj‘
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’gores Critical Areas Lplalt SYLa) Liai
9. Did he guide your vehicle for positioning  ygg [X] ; Ll Sl 3 ol b Gl ool 26
3 at the stopper and asked you to switch I * :“ o “’? .J = . s e dﬂ 9 3
the engine off? No [] ¥ ebaall (il of i alla g 5 jldl Cilisy
10. When asked by customer, was the , IS Ja cdianll o il sl Jipas Ladic 1
5 attendant knowledgeable of different YES m e :’t-\:]‘ o ‘ )" a:: / ‘}.}d ]}u R 10 5
grades of oil, filters and their relative no [] q 2= ) g(.y. AN
benefits? Tleie JS a3l 8
. N VES [X] o o .
4| 11. Did he offer the waiting area to you? no [ g POV 48 e 8wyl elle (e da 11 (4
4| 12 Did the staff thank you as you were YES pu £ 5oli3 i€ ety o) &5 Cilagall W o 12 (4
leaving? No [ y =S e
3. APPEARANCE AND BEHAVIOR OF STAFF (S sy Cpiligall jelia 3
Scores Critical Areas Al YL Jolail
. YES P
3 13. gzstit(:)y%unlform of the attendant neat No [J Y e Gl el Gl Gl S s 13 (3
NA [ sy
YEs [ = . .
3| 14. Was the attendant wearing visible no [] q ey Ay (6 3 3 g gl Calapall (S Ja 14 3
nametag? = T pio 9 danl Lgdle
N/A '-§"h"='\1 Nonaae \Oadg_c
YEs B ]
3| 15 Was he able to communicate with No [ g ga deal il e 506 Cala gl IS s 15 3
customer? . o
NvA [ sasy
YES d
4| 16. Was staff courteous / friendly? No [T y fahal/loga 5 Caba sl S Ua 16 |4
NA [ sauy
4. SERVICE il 4
Scores  Critical Areas R W ey Al
-, 2SO Gad Gaaally Gl el o6 s
17. Did attendant check whether you need ~ YES m o b“ uu)’d P }A ’ » A7
3 top up or complete oil change? ) ool Sp 3l BlaY plass ) 3
pup p ger No [] ¢ JalSil
3| 18. Did attendant check with you whether YES o 23S 1 Lad i Cala gl Gias Ja 18 3
only oif is to be changed or oil with filter? I N PRV PR S et SV [P
NO b} S=u e A onix
19. Did he check using gauge the quantity ~ YES and el o G 6 sss il alasall W8 b 19
3 required to be topped up and informed G Al 3l Al LJ)’..\.“ ol 3
you? no [0y fullly il 5 s
3 20. Did the attendant check for oil leakages ~ YES B o \_u:: /ft): Sl s ):jj‘ s 20 3
under your car from filter and drain bolt? No [ e O 2l s
PGITRA]
3| 21. Did the attendant drain the used oil YES M sl 3 IS 6 S Cali sl als da 21 3
completely from your car? No [ y feli i e
2| 22. Did he ask whether you want the engine YES [X] P el aall dase S ) el Ja 22 5
to be flushed and did it if you agreed? NO D y faliss) ga Jla PERUIRY
3| 23. Did the attendant fill the correct grade as  YES pus Sl da /g 5 Adlaly Caba gl A Ja 23 3
you requested? no [ y glh Al dsaiall
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Scores Critical Areas Aalal cLaal pATH]
24. Did hg requgst you to start engine and YES px aS iy @l iy o g o dlie b da 24
3 leave it running for one and a half NPT L ery % R 3
minutes? NO O y C i s A28 Baa) il s 3
3 25. Did @he_attendant ensure that the carter YES m p q:”)‘:);ﬁi:éjl t:\:x: Lﬁfi;_f: 25 3
bolt is tightened and there are no leaks? no [ v ? e sl
26. Did attendant carry out the following Lol Glasadll ol el Calasall 8 o 26
complimentary checks: -4l
ves ] &
31a. Battery Water top up no O b A el ol A} 31a.
na [ sy
ves I
31b. Coolant Water top up NO O b} coolant/s_ell sl 8Ll 31b.
na [ sy

ves I N
31c. Auto Transmission Fluidtopup  NO O b G ISl J\P uU MLA‘ 31c.
(0 9ipansit )
na [ abuy
YES pad
31d. Brake Fluid top up no [ ¥ Qi eyj s 31d,
NA [ siy
ves X
31e. Gear Qil top up NO O b oo sl Adlza) 31e.
na [ sy
YES oo
31f. Airfilter cleaning no O v Al ks 3F,
na [ abiy
YES o
31g. Wiper Water top up no [ ¥ o claliad ola il 31g.
na O sy
YES o
31h. Clean engine using air gun NO (| N bl Gedese pladiily o el gl 31h.
nA [ sy
5| 27. Were any of your questions related to :!ZS % ?’; dalaiall clilid (ya sl glf— %—:L.:\J‘ um J 27 3
lube change answered? : S s Alensy
na [ shisy
N/ . - . Y. -
3 28. ﬁ]ke:i (t:r;? staff place the mileage sticker in :IZS ?’; Jbgsmiiﬁdﬁj:\ﬁ 28 3
' NA [ gy €% jladl
ves I =
4| 29. Were you offered a receipt voluntarily? ~ NO- O y 0 sl 22t Jea g e (o e da 2914
nva [ sy
5.  REST ROOMS AND MOSQUE dauall g (plaad) ol 55) Aaf M G g 5
[Scores Critical Areas Tl Yl L)
30a. Were they adequétely stocked with all ves Kl & Ayl Cila jlinall aaen 3 360w <ailS Ja 304
necessary supplies such as soap? NO D 3 ¢ sall Jia
NA [ sy =
3 +
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Scores Critical Areas LI TR PR | PRI
. YES PRI e
30b. Were they adequately stocked with all N D y A g pall aile &y 8 e aS & 30b
necessary supplies such as toilet tissue? Sl il 3599 e
NA [ sauy =
30c. Were they adequately stocked with all ves X ad Ayl el ey Beae il Ja.30c
necessary supplies such as paper towels? no O N 749, ol cddilial} (Jia
(paper towels are not required where fully Clidae J8 55 2ic Ay gllae e A8l ailiall)
operational hand dryers exist) N/A D by (A1 a0
31a. Were sinks clean? YES m pd o 3l ! L,;&,?Zf;‘df\%&d?"ma
require comment when marked ‘No’ Nno [ ¥ Gt e AR
NA [ sy
; A,k Ul al
31b. Were mirrors clean? ves [X] o Ll ':\j" -{_‘)l:y;—lj 'ISIJT' "31b
require comment when marked ‘No’ no [ k] el oa AR
NA [ gasy
; fadula ooV Cildiag S
31c. Were hand dryers clean? ves [J o ol L;Af'\i("u:\_,t;yrf .\Sd?. "310
require comment when marked ‘No’ no [ ¥ o2l o A s
Nna B gy y
: faglay ) sliall Clisle cuils
31d. Were dispensers clean? YES m pr ) ,:'ll d ,,y,:_‘{_\yrf 'lsdel.S']d
require comment when marked ‘No’ NO D b T2t > a1 Qo )
NA [ sy
ves ]
31e. Were toilets and urinals clean? no [ y aanla Jpal Al <l Ja 31e
Nna [ gaauy
; Saayla il oW1 il
32a. Were doors clean? YES m e - g lefm B 1;14\3.323
require comment when marked ‘No’ no [ ¥ sl o R
NA [ sy
ves B
32b. Were walls clean? Nno [ Y faik GUaall cailS Ja 32b
Na [ gaany
ves ]
32c. Were ceiling clean? Nno [ b fhy Ll IS s 32¢
nva [ sy
ves ]
32d. Were vents clean? No [ Y fiada MLl sl a 32
NA [ gduy
; $adal Dl Y1 2¢ |
32e. Were floors clean? YES ‘z o e 'Mﬂy}f‘zf;’ -"§LSJT'\.328
require comment when marked ‘No’ No [J Yy o2l o AT
NA [ gy
ves M
32f. Were baseboards clean? Nno [ b fida sae & o /LAl )50 clS Ja 32
Na [ sy
ves X
32g. Were grout clean? NO D ¥ Sl Ll S Ja .32g
Nna [ sy
4
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Scores Critical Areas EOWI (L (PN | Laas
YES pai
33a. Were trash containers clean? no [ b Phaas Adladll cilysla cilS Ja 33a
) NA [ aaiy )
ves 4
33b. Were trash containers not overflowing? NO | ¥ fhaild e dalaill Sl <ilS Ja 33b
NA [ iy
el L
2 34, Was the restroom smelling clean & NO D N &b Osy) Aliaiey Adghad alaal Aadl ) il Ja .34 2
fresh (without any offensive odor)? $(planl (A A S a5
NA [ asiy
H Jaxd alaall & < jagatl pea S da 35
35. Were all the facilities inside the ves a2k e&*‘::dsm
restroom in good working condition? . . N e (A
2 require comment when marked ‘No’ no [ ¥ gl (2 MY ALY ils ) 2
- NA [0 iy
; (5) ks dmnall Aol 5l e OAS
36. Was the Mosque premises clean? ves [] o ( ), ) ' ,,::, LL‘;T‘”Q\Sﬁ 36
2 require comment when marked ‘No' ~ NO I el R 2
NA [ gy
Comments: sclBadlall [ galaalt
FOR OFFICE USE ONLY Jad igall aladday
Apal) Jala) Ll ey sali ,
0, 3 - . )
N ACTUAL SCORE MAximum | EYvaluation: S
Approach and Cleanliness aslaill g ol BV 11
Greetings and Initial Checks | sV Sl y —us S |2
Appearance and Behavior of il all Al s sedae 3
Staff
Service FORERINY]
Cleanliness - Restroom and Slabaadl — &dadll |
Mosque aasall
TOTAL & gaall
5 +
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ESCRIPiION oty
ovagerBronzal. 1,00
oyagerB;onzlL v 2,00
OTAL

éCASH PAYMLN1

were »exved by Operator

 DATE"0700/2012  12:21
LOTHANKS FOR

g -

PRICE TOTAL
50.00  « 50.00
13.00 26.00
76.00

76.00

T 82 01 854
SHOPPING .







