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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center &
O < Emarat 10 a5 Eppco / Enoc / & gl Adnoc
SHOPPER CODE . DATA ENTRY EDITING CSA SR. #
Name Number Name Number } Name Number
1035 Salom | [ ] ]|
Gender Height Built __ [pectacle§ Beard | Mustache] Ethnic Groups
TTM [S | T [M]F |Yes]No|Yes[NojYes[ No findian [Pakistani|Filipino [Expat. Arabs| Others:
DDIDDDDIDBIDEDD O O
EMIRATE V;:Z‘Iz'n“ AbuDhabi |  Dubai Sharjah Al Ain omms | Aiman as Al | Fuiairan
O O O | O . O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
¥ ¥4] 08 1 03 | 5l olL | o|2 |lb'o0|l6: 31
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 9T 0 B O O vst | K O O O O O O
1. APPROACH AND CLEANLINESS A8 o n,nbﬁ\_ﬂ K|
Scores Critical Areas Bl ¥l L
ves ] . - ,
1. Was there proper sign to the Lube No [ q dihie o AValldsmljaadallia S s 1
changing bay? ey 3l
Nna [ shuy
, ves
3 2. z\:::ntihzeeclitébe changing area clean and NO D ¥ S e s Ak iy s dihie S o 23
_ na O gdiy
ves [ . ,
4|3~ Was there any oil leaking and falingon v (R g sle e dgycnllopsglduw gsds 3 4
to the floor of the lube bay ? Sy M s Adhaia 8 Y
na O aiy ’
YES pal
2| 4. Were the waiting area and table clean? No [ ¥ Phada A gl g lawyl Akie clS Ja 4| 2
nAa O seiy
o N YES =
2 5. xvoarii;hge?telewsnon in the waiting room NO D N ¢ Jany) 4 e i S sl S Ja 5 |2
na [ sy
ves I o s s
6. Was the board displaying complimentary ] q Al e ekt Alda M culs ds 6
services neat and clean? Saaakai g A o dplacall Cilaadl)
nva [ absy
2. GREETINGS AND INITIAL CHECKS A g cAuEl g a3l 2
Scores Critical Areas Laulad) c¥laall Lalail
3| 7. Was there any delay in approaching ves [] axd a8l 3l gl da S s 7 3
customers? no X y ol Ml sad cala gall
8. Were you greeted in a friendly manner ~ YES X i Gl Ay da ki dh am gl ds 8
(pleasant feeling)? No [ ¥ ¢ (g
1S Jp il pall @lole Cim g 28 2l oY 1
5| If no, please describe behavior: Was it u‘ Je 1:\;3 “j; . j:_‘i ;. )..‘ ‘15
arrogant, without any expression, normal & . et DI o su
etc..... £
+ 1 +
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Scores Critical Areas Al Ll Lial
9. Did he guide your vehicle for positioning yEgg X P Caliall G ) s L Gl gl W5 Ja 9
3 at the stopper and asked you to switch ol br il o] el b e g Lol ¢ ey 3
the engine off? Nno [ ¥ el il iy bl slay
10. When asked by customer, was the . S A (Jraadl (e il sl s Lodic
attendant knowledgeable of different ves K e "qu . ‘ N d }d il 10
5 0o . . u\_).\mbu).\).“ulé))/t\y‘u_d.\;@?.\: 5
grades of oil, filters and their relative no [ y g ) AN
benefits? fleta JS il 58
_ ) YES R L L
4| 11. Did he offer the waiting area to you? No [ v SV A e 8 iVl @lle g o 11 |4
4| 12 Did the staff thank you as you were vEs K € 35 S L ol S iyl 6 Ja 12 |4
leaving? No [J y =S ¢ :
3. APPEARANCE AND BEHAVIOR OF STAFF tagS sl Cuiligall jelia 3
Scores Critical Areas Ll ¥y Llau
, ves N
3 13. Z\:}zstitc:l;’)umform of the attendant neat NO D Y ol e Gl Sealall Cala gl L S Ja 13 |3
NA [ gy
Yes X : s .
3| 14. Was the attendant wearing visible No [] ?: e Ay (535 3 3 asall il sall (IS Ja 14 3
nametag? $z s 4 Lo
A [ gy
YEs [ W .
15. Was he able to communicate with &o dral gl e 1506 Galasadl (S Ja 15
3 customer? Nno [ Y P 3
[ NSEIB!
NnA O sy
YEs A =
4| 16. Was staff courteous / friendly? No [ ¥ Sladal/laga g cals ool S Ja .16 |4
NA O ey
4. SERVICE L0l 4
Scores Critical Areas Al el Ll
; 23S o Gaed (Baailly ol gall B8 a1
17. Did attendant check whether you need YES E i u Uuﬂ Sal - }Ae ’
3 t c lete oil ch ) Cu) sl el Gy 3l ALy CL‘*" 3kl 3
op up or complete oil change” Nno [J y ¢l
| 18. Did attendant check with you whether ~ YES X pxd AP S 1) L lie slagall (33a3 Ja 18 3
only oil is to be changed or oil with filter? no [ N ¢ lall g oy 3l o dadd 31 s
19. Did he check using gauge the quantity ~ YES [ au plSiub ol 6 giss (s Cala sall W15 Ja 19
3 required to be topped up and informed Gang Ay I A I G aill ulaall 3
you? Nno [ Y Sl Glalif 5 Lgaala)
ad s O Sl ol (e Gl Gala sl B Ja 20
3 20. Did the attendant check for oil leakages YES o w:ju/fi il s}{i}?\ s 3
under your car from filter and drain bolt? n y Sy R :
S 5l
3| 21 Did the attendant drain the used ol YES [ at awiowall 30 S it Cilapdl o5 Ja 21 3
completely from your car? NO D ¥ bl jl (ge
2| 22. Did he ask whether you want the engine  YES R o @ adl doe v sk o) il o 22 5
to be flushed and did it if you agreed? Nno [ y Puslish) ga Jla (b iy
3| 23. Did the attendant fill the correct grade as  YES axd Sl da e 5 Adlal cals gall B8 o 23 3
you requested? Nno O y il Al Anaiall
2
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Scores Critical Areas Al ) pATH]
5| 2+ Daherequestyoutosiartonginoand e B o a5 55 pmal il o of e il s 24 |
minutes? no [ k! fiaaiy 438 saal Jolill s S
3 25. Eid t'he.attendant ensure that the carter YES m (o wﬂﬁﬁﬁﬁjli?j&:ﬁ 25 3
olt is tightened and there are no leaks? NO D N eyl
26. Did attendant carry out the following A Lplaadl Clia il ol jaly alasall J3 Ja .26
complimentary checks: aul

ves I
31a. Battery Water top up no O b Tt sle ddliz) 31a.
na [ sy
ves A
31b. Coolant Water top up no [ y coolant/sull sle izl 31b.
N/A % iy ¥
YES i _
31c. Auto Transmission Fluid top up NO D ?: R JLP w’ utm' 31c.
(Csipansid A1)
nva [ sbuy
ves I =
31d. Brake Fluid top up no [ Y de il ey sl 31d.
wa O sduy
YES o
31e. Gear Oil top up no [ Y s lcuy il 3te.
na [ shuy
ves X
31f.  Air filter cleaning no O Y osell glaks  31f,
nA O sy
YES pad
31g. Wiper Water top up no O N el 3l clalual ol L) 31g.
nA [ sdiy
ves X
31h. Clean engine using air gun no [ Y elsgll Getina pladtily o jaall Cadans 31h.
NA [ iy
3| 27. Were any of your questions related to :;f)s % P: Al lilind e s 45‘5 :‘-'.’lé}“ L_—w da 27 3
lube change answered? Sy Myl Alasy
na [ skuy
3 28. gig (t:r: gtaff place the mileage sticker in :ES % : Jm‘samﬁidﬁﬁ:\ﬁ 28 3
' NA [ sy €5l
ves [0
4] 29. Were you offered a receipt voluntarily?  NO | Y $hobial 22 Juag dlle e da 29 14
d had “lo %k—t"m-the icm?/b oA O sy
5.  REST ROOMS AND MOSQUE riaaaall g (alaadl foll g5) dal a2 5
Scores Critical Areas Aaalad el PATH]
3 30a. Were they adequately stocked with all ves B o Iy sl e liuall arens 3 42 <ilS Ja 304 3
necessary supplies such as soap? NO D v ¢ gibuall Jia
na O sy =
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Scores

Critical Areas

Aot el Lalaily

30b. Were they adequately stocked with all

ves A

no- O v

g el il el mian 3 jgas <l Ja 30b

necessary supplies such as toilet tissue? cudl ol G99 Jie
NA [ akyy S
30c. Were they adequately stocked with all ves [ pad Aol e il & e S Ja 30
necessary supplies such as paper towels? No [J N 48 )l ddliall Jia
{paper towels are not required where fully Clitae 8¢5 die dyglhae e 3840 Chilialf)
operational hand dryers exist) na X bl ¥ (&A1 i
4 ; faada Jubd) cals
31a. Were sinks clean? YES px g "'\j':l;_.\_syluj .‘;1?3‘.31'&
require comment when marked ‘No’ Nno [ ¥ T2t > AR
na O gayy
: $aaai Ul culs
31b. Were mirrors clean? YES E e o g ':Y" :;fyr‘j ,é?jmb
require comment when marked ‘No’ Nno [ ¥ T > e
NA [ gy
i : Tha o0yl Cliias oS Ja
31c. Were hand dryers clean? YES X i ol ‘5?,\1,,“ my‘““j Kd:_ﬂsm
3 require comment when marked ‘No’ no [ ¥ Tt o> it 3
NA [ gyy
4 : faadas ) sliall culisle cuilg
31d. Were dispensers clean? YES px . }ﬁl el "Y':Ja.iawt\;tsdTA\‘Md
require comment when marked ‘No’ NO D ¥ T2t > S i
nva [ shuy
ves D
31e. Were toilets and urinals clean? NO [:I N faidas Jeall K cul€ s 31e
NA [ gy
; Shaglai Ll oY) g
32a. Were doors clean? ves X Loy o "'y':_,iya\sdl\.SQa
require comment when marked ‘No’ NO D ¥ o el T E :
na [ sy
ves R
32b. Were walls clean? Nno [ y Sl lanldt CalS Ja 32D
NA [ iy
YES pad
32c. Were ceiling clean? no [ Y Sk caudl S Ja 32¢
NA [ sy
ves X o
2| 32d. Were vents clean? no O ¥ fadday Ml CilS o 32d (2
NA [ sy
X ; $aaudas s Y <wilS Ja |
32e. Were floors clean? YES pr o il ) ,.y.f;_‘iy‘ @\SJTMZ%ZG
require comment when marked ‘No’ no [ Y & 2 gt ;
na [ sy
YES X
32f. Were baseboards clean? Nno O ¥ a8 saeldl - o dailadl ) 51 culS s 32f
nvA [ ghyy
YES I o
32g. Were grout clean? no [ ¥ fadai 3l S s 32g
na [ gy
4
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Scores Critical Areas ) L) s
YES [
33a. Were trash containers clean? No O ¥ ehida; Aaladll s <ilS Ja 333
NA [ iy
2 = . 2
YES o
33b. Were trash containers not overflowing? NO D ¥ il e Adladll Gl <ilS Ja 33b
NA [ asuy
ves K] e o _
5 34. Was the restroom smelling clean & no [ N ) ) Llmia s A plaall Aail ) S Ja 34 2
fresh (without any offensive odor)? (olaadt gy S Aadl
NA [ gy
3 Jad alaall 8 i il gpes S Ja 35
35. Were all the facilities inside the YES m = f e @n“: iy
restroom in good working condition? L. wn 4 e
2 require comment when marked ‘No’ no O ¥ gasill > ALY s ) 2
NA [ gy
5 £(3) cakai aneedl Aeld § Jise oS
36. Was the Mosque premises clean? YES D P ( ), ,;M ’ wgn LL“TJTAHLS%T .36
2 require comment when marked'No©  No [] ¥ o Al e 2
N/A Gl Y
Comments: scllaadall [ gabadlt
FOR OFFICE USE ONLY Jadd il aladiuy
Alaual) Jaldil) LAl ey al . 4
9 . E tion: : ]
h ACTUAL SCORE | _ MAXIMUM valuation et
Approach and Cleanliness EEBEH PRR: D
Greetings and Initial Checks | &s¥ GlSullls cua 5 (2
g:)apf?arance and Behavior of il pall gl s sedae |3
Service 4eaall |4
Cleanliness - Restroom and ilabaall - AaUM 5
Mosque RENVA )
TOTAL £ sanal)
+ 5
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SERIAL NO.

2|13 |8

ribu

AREA §/S -
DUBAI ROAD
103 - 783207

DESCRIPTION QTY PRICE TOTAL
VoyagrSilveriL 4,00 14.00 56.00

TOTAL 56. 00
CASH PAYMENT 56.00

You were served hy Operator
DATE 03/03/2012 16:3] T1 SB 01 7786

THANK YOU FOR SHOPPING.....







