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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change anfab Research Center g
O < ,u Emarat 10w Eppco / Enoc / E &4 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
1015 Comesiyp| | | | | |
Gender Height Built _ [Spectacles] Beard | Mustache| Ethnic Groups
MJ]F JTIMIS T MIF [Yes[No]VYes]No|Yes[ No [indian [PakistaniFilipino [Expat. Arabs]| Others:
IZ]DDIZDDIDDIDEIDEIZDD O O
EMIRATE V;:Z‘:)’: Abu Dhabi |  Dubai Sharjah | AlAin g’:;‘ai’: Aman | R2SA ) Fujairah
O . O O K O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
¥HI3[ 094 [ 20 49 Ol 2 ol 3 1330 [13:52
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 | DAYOF |
VISIT < VISIT
O 0O 0 O O O O 0Od O KM O
1. APPROACH AND CLEANLINESS A s._a\jé*]\ |
Scores Critical Areas Aanbal) ctaall Jaai
YES f&
1. Was there proper sign to the Lube NO % dalaia o AVl daal g da gl s oS JA A
changing bay? eeu Al uad
nva O _yh-u*l
, ves [
3 2. \é\ﬁgasntir;z(lj%be changing area clean and NO D e Ak Cu )l s dihiecnlS da 2|3
nva [ suy
vyes [ . .
4 3. Was there any oil leaking and falling on no [R g e ae gl s gl i S a3 4
to the floor of the lube bay ? - Sy M o Aadaie e Y!
nva O sduy )
YEs [d
2| 4. Were the waiting area and table clean? NO O ¥ Saadas A gUall g Uiyl dilaie S Ja 4| 2
na O sy
o N ves [A
2 5. &voarii’;hge?telewsmn in the waiting room NO D N ¢ LY A e 3 Jem ool S da 52
nva [ shiy
YES o s s
6. Was the board displaying complimentary [ g Lald lggle jelas M Aa Ml cols b 6
services neat and clean? faada g g ye Adgilaall Caleaddd
na O sy
2. GREETINGS AND INITIAL CHECKS JA ) Al 5 qua Ut 2
Scores Critical Areas Al el Jla
3|7 Was there any delay in approaching ves [ ax pafl 8l 3 pali ol lia (S a7 3
customers? no I y SOl ol gall
8. Were you greeted in a friendly manner ~ YES pri b)) Aa A el cun il i da 8
(pleasant feeling)? Nno O y ¢ (zo
JE U i gall @l gl L g9 28 sla, oY 13
5| If no, please describe behavior: Was it Lj e \i;j . )j\l . j:E 7 ). 15
arrogant, without any expression, normal G R o I :“’."’
etc..... ¢
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Scores Critical Areas Apaldi) el Jalasty
9. Did he guide your vehicle for positionin 1% ; S - . .1 .
3 at the stopper and asked you‘:o switchg VES - :,_u el U‘S.A,‘ ‘.‘T“ ‘%MJ}-" %&}A‘ "9 dﬁ -9 3
the engine off? O ¥ Tl paall et o i Calla g 5t alay
10. When asked by customer, was the . A b cdendl e il sall (o Letic
5 attendant knowledgeable of different YES - i:-“ - ‘ )\ QL:Z / ﬁ.?] d]}“ e 10 5
grades of oi, fiters and their relative o [y 2 TR SRR A
benefits? flete JS 20l 5
YES KX : .. .
4| 11. Did he offer the waiting area to you? E P; SVl A8 e A Yl elle e Ja 11 (4
~ NO 5
i X ) YES :
4] 12 gglvt:g?staff thank you as you were (63 K pul © a5 S Let oS iyl 6 Ja 12 |4
‘Dip noT gAY THANE Toy NO ¥
3. APPEARANCE AND BEHAVIOR OF STAFF ;,aq.SJluJ Cribls galt Ha 3
Scores Critical Areas Tl eyl P
_ YES [X ax
3 13. \;\r/‘z;stitgf?umform of the attendant neat Nno [J Y S5 sy Gl sl Gilisall L S da 13 (3
NA [ sy
ves B W N
3| 14. Was the attendant wearing visible no [ oy A8y (o1 5 3 sall ala sl IS b 14 3
nametag? D Sz pia g danl Lo
N/A Gk Y
YES ; ] o
3| 15. Was he able to communicate with No [ & Jeal il e 106 Gl st IS Ja 15 3
customer? ARETR
NnAa [ sy
YES pxd
4| 16. Was staff courteous / friendly? No [ y ladal/la gy ok sall S Ja 16 |4
Nna [ ssny
4. SERVICE 4da0ill 4
Scores o © Critical Areas ) S Ala) u‘lla-dl '''''' Ll
: 2SO el 38l cala gall BB Ja |
17. Did attendant check whether you need YES m i ;u uu),_d P }A ¢ 7
3 top up or complete oil change? 20 ol il ALY liad s Ll 3
NO D ¢Sl
3| 18- Did attendant check with you whether  YES i A S ) Lad lie il gl 38a3 S8 18 3
only oil is to be changed or oil with filter? no  [[] Yy € ildll gy 3l o dad oy 01 yuas
19. Did he check using gauge the quantity ~ YES ans el Sl 6 siaee iy (ilasall B s 19
3 required to be topped up and informed e N | GV WYX U 95| R W IN 3
you? no O v flldy dlaly 5 gLl
o a3l i (e eail il sl G
3 20. Did the attendant check for oil leakages YES m ol uﬁjfi )ﬂﬂ" . }:ij :i 20 3
under your car from filter and drain bolt? 0 L A
ey 3l
4| 21. Did the attendant drain the used ol YES O] s et oo OS i cali i G s 21 3
completely from your car? Nno [ ¥ ol Sl (pe
o | 22. Did he ask whether you want the engine  YES pd Ay el dowe i€ g elile da 22 2
to be flushed and did it if you agreed? NO Y uliddl 5o Jla 4 iy
3| 23. Did the attendant fill the correct grade as  YES 4 pxi Gl da /e 58 Al Cals bl B8 o 23 3
you requested? no [ ¥ fleidla Al da il
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Scores Critical Areas EEWRI RN PN Jaldlly

24. Did he request you to start engineand  ygs [k] o 4SSyl yaall Qi o of s cailla Ja 24
leave it running for one and a half PR ety . 3
3 minutes? S no O N fdualy Aids Saal Jpdill Al 8
o 48 e /Al sea o (e cala gl B Ja 25
. ves K] g S A0e/lsba o gn ihpad S5 2
3| 25 D atencent arure e car, CRERR A TR T
Ny O v gyl
26. Did attendant carry out the following Aglaall Cila gadll o) b Calasalt B Ja 26
complimentary checks: sl
ves B
31a. Battery Water top up NO [:I N Ay jUanll ela ddlial 31a.
na O asuy
YES p
31b. Coolant Water top up NO D b coolant/a_all sle Al 31b.
na O ks y
ves kK o~
1AS Al JIG Sles Cu ) ALl
31c. Auto Transmission Fluid top up NO D b IS~ & )""j; o "‘\3):3\! 31c.
na [ sy (05550
ves Kl
31d. Brake Fluid top up no O ¥ doyill cyjiilal 31d.
na [ ey
YES ol
31e. Gear Oil top up no O ¥ ool iy ils) 3ie.
na [ sy
ves X w
31f.  Airfilter cleaning no O ¥ ol S cads  3F.
na [ ks
ves Kl
31g. Wiper Water top up no O y el Sl Calinal olo G| 31g.
nA [ by
ves @
31h. Clean engine using air gun no [ Y elsell i pladiuly o el Cadai 31h.
na [ sy
ves X S .
5| 27. Were any of your questions related to ] ?: Aabaiall Gl (e gl e AaYl s A 27 3
lube change answered? NO Sy ) i Adasy
na O ssy
4 _  yes[@  w se e eale gy cilisall B s 28
3 28. 5‘!2 (t:r;? gtaff place the mileage sticker in NO D N e Ll Gl J i 5L 3
na O sasy €5
ves ] &~
4| 29. Were you offered a receipt voluntarily? ~ NO D ¥ 0 LAl 26 Jaay e ynye o 29 |4
va [ sy
5. REST ROOMS AND MOSQUE s2auaall g (alasd) fell ) Aal M G L5
Scores Critical Areas FERRUR U PON | Jalat
3 ves O & 3
30a. Were they adequately stocked with all Xl ?’;’ 3 g pdall e jliesall aaans 8 jee i€ da 304
necessary supplies such as soap? ,\, NO S gbalt Jia
Ko gneP nA O aasuy Sr

3

Lube change.doc




+
Scores Critical Areas Lot Yalt PRI
. YES S e
30b. Were they adequately stocked with all 0 y sl Gl Jliud) arens 3 jeae il Ja 30b
necessary supplies such as toilet tissue? NO i gilh (g 299 Jia
nva [ iy
30c. Were they adequately stocked with all ves [] ad 4y s_pall cile sl & B e <ilS Ja.30c
necessary supplies such as paper towels? NO D v 48 ) ol ddliall S
(paper towels are not required where fully Gldiae 84 vic dy5lhs e 48, adlial)
operational hand dryers exist) nA R gy (ALY o
; TR Jubdl walS
31a. Were sinks clean? ves [ px gl ‘"Y"'J;\:\A r‘j'tsd?l.ma
require comment when marked ‘No’ NO D Y Tt o> el s iy
NA [ gy
: Tiadas Ul oS
31b. Were mirrors clean? YESW px il "’y" a’_ﬁ;r‘f 'ISJT' "31b
require comment when marked ‘No’ NO D ¥ Gt ARl s
(77N I [ RARN
; faabi ou¥) Cliisa il
31c. Were hand dryers clean? ves [ gl - “s"f,y,:_‘h’wuf 'lsdT' “316
3 require comment when marked ‘No’ no [ ¥ & w2 AR AR
na [ gy y
: fRLRT ) slall LSl cais
31d. Were dispensers clean? ves [Bd px }d‘ o "y'f:\j_\yﬁ ~1Sd75‘.31d
require comment when marked ‘No’ no [ v G Al R
NA [ sbuy
YES pai
31e. Were toilets and urinals clean? Nno [ ¥ FAgds Joull Akl culS o 31e
Nna [ adyy
P ; AR PRTIERTS
32a. Were doors clean? YES o o .;'Y'fhiyigtsﬁs{sza
require comment when marked ‘No’ NO D ¥ & i T :
na [ gy
ves [
32b. Were walls clean? Nno [ v i el cilS Ja 32b
Nna [ sy
ves
32c. Were ceiling clean? Nno [ y fehalai sl S o 32¢
Na [ gy
YES pri
2| 32d. Were vents clean? no [ ¥ fAadas Ll s s 329
nva [ sy
; Ak Ol YW1 S s |
32e. Were floors clean? YES E - = gl ) "y"ﬂa,,\i‘y:'_gtj'ﬂsze
require comment when marked ‘No’ Nno [ v G Sk -
NA [ gbuy
YES s
32f. Were baseboards clean? Nno [ ¥ Fadlai sacall & o /il i ) cuils s 32f
NA [ sy
YES pd
32g. Were grout clean? Nno O Y feabs L3 IS da 329
Na [ sauy
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Scores Critical Areas Fauladl) el PRV}
YES o
33a. Were trash containers clean? no [ b faadas Adladll il s culS Ja . 33a
’ NA [ iy 5
ves ]
33b. Were trash containers not overflowing? NO O v fhailh e ddadll S <€ da 33b
NA [ iy
ves [X] o e .
2 34. Was the restroom smelling clean & NO D N g‘ Q) Adela g Ak aleall Aa ) culs da 34 2
fresh (without any offensive odor)? planll G Agy S Aadl,
NA [ @iy
X 3 Jaxd alaall 8 <l jagaill aes S Ja 35
35. Were all the facilities inside the YES # Fellet e
restroom in good working condition? . w4 e i
2 require comment when marked ‘No’ no O ¥ gaasill o2 MY A S N 2
NA [ ey
. ; (5) ki ameal Al i e S
36. Was the Mosque premises clean? YES D i ( ), };“ ’ ,,;T, Rju?'u'lsk\f\i .36
2 require comment when marked ‘No°  NO O v el P gl e 2
N/A Gy Y
Comments: siUaaall f gakedl)
FOR OFFICE USE ONLY Lagd (il pladda Y
Alzucal) Llail) Llaill Je¥) aal .
9 . E ion: Al
& ACTUAL SCORE MAXIMUM valuation e
Approach and Cleanliness Ay ! EY) |1

Greetings and Initial Checks

1Y Sy s i 2

Appearance and Behavior of

Ol sl Al s sglaa |3

Staff

Service deaall |4
Cleanliness - Restroom and labeall — Aildll 1
Mosque daall g
TOTAL & sanall
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