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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center w
DGUA& Emarat /O 4 511/ 5S4 Eppco / Enoc / mdﬂ\ Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
[ \DSQA =094 D | 3¢oul@us waad ol | |
Gender Height Built Bpectacles Beard | Mustache| Ethnic Groups
M| F JTIM]SIT[MTIF JYes[No [Yes | No | Yes | No [indian [Pakistani[Filipino [Expat. Arabs][ Others:
FROONDOROKOORROROR O O 0O O
EMIRATE V;i:"‘::‘ AbuDhabi |  Dubai Sharjah Al Ain g’:v';’a:l' Aman | JaSM | Fujairah
O O O O X O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
o D52 ol> |20 %% | oW o? 9 2 12
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday | Monday | Tuesd Wednesday | Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | PAY OF
VISIT VISIT IX
O o O O O o 0O O O O

|
i 1. APPROACH AND CLEANLINESS Al g ol By 1
! Scores Critical Areas ) Lt L\asl
ves o .
1. Was there proper sign to the Lube no [ g dibie e AVl daialjda gl ellia G a1
changing bay? Pl il yuad
na [ sy
. ves [4
3 2. \é\:g:ntit::(lﬁ?be changing area clean and NO D N R RVOE TR RTCNG R dibieciS Ja 213
na O amiy
ves 0 & o :
4|3 Was there any oil leaking and fallingon 4 g e ae syl i gl s (S a3 4
to the floor of the lube bay ? CuHl yass Adlaie A waY
NIA I:I ik Y
YES o
21 4. Were the waiting area and table clean?  NO D y Shgday 4l Ul g Uauyl ddhie S a4 2
va O sday
. y YES o
2 5. gvvoa:_ii:‘h;?telewsmn in the waiting room NO D N ¢ Uyl e b Jens sl S Ja 5 (2
NA O adny
ves ] = - R .
6. Was the board displaying complimentary o [ q Al lgle jedai Maa Mol da 6
services neat and clean? 3401 5 A5 ye Anilacall Cileadll
na [ sy
2.  GREETINGS AND INITIAL CHECKS Y il g e Al 2
Scores Critical Areas L) c¥Laal) Jataily
3|7 Was there any delay in approaching ves [] p sl i 4 sl gl i S a7 3
customers? no B Y el i s Cals gall
8. Were you greeted in a friendly manner ~ YES )% QY Gall) Wk dhcn Al da .8
(pleasant feeling)? NO |_‘_'| ¥ ¢ (zow
S Ja b sall & glu Cam g a8 Blay oY 1A
5| If no, please describe behavior: Was it u‘ e \:;X . i& j:di AR 5
arrogant, without any expression, normal L o el e st
etc..... ..
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Scores Critical Areas D) ¥l Lt
o[ * e o sy VES B G e R
the engine off? D ('é.‘)a.q]l @Lﬁ U‘ Sia g.\ﬂaj 5‘)\*&“ u&gy
10. When asked by customer, was the . OS da cJrandl (e s sall Jae ladie 10
attendant knowledgeable of different YES E p Lfk, W et . 4 Cakis
5 S : ) ul)aldl_gu)g_)]lul;_).)/tly it ale 5
grades of oil, filters and their relative NO D v Pleie JS 2
benefits? flada JS 2l 48
YES | i .. .
4| 11. Did he offer the waiting area to you? NO E (’: FOULEYI A8 je & jUanyl elle saedy 1114
4| 12. Did the staff thank you as you were YES D € i i€ Ly oS Galipdll W5 Ja 12 |4
leaving? No [J y =IO gme
3. APPEARANCE AND BEHAVIOR OF STAFF eSS sl g il gall e 3
Scores Critical Areas Akl el PR ]
_ YES
3 13. Z\rl]zsﬁ?;?umform of the attendant neat No [ Y 00 ey Gl el Gilipdl Gl S Ja 1313
NvA [ sduy
YES pad iy .
14. Was the attendant wearing visible ey Ay (5 0 3 3 sl Gl sall IS o 14
3 nametag? No [] k! o . 3
g . — W s Aaud Lgale
NIA Eﬂ"mi TK\ 5L\ -(a;_t} SN\
YES pxi .
15. Was he able to communicate with & dealsilt e 158 Gils ol K Ja 15
3 customer? Nno [ v P 3
? ST
NA [0 gy
YES B
4| 16. Was staff courteous / friendly? Nno [ y kol gy Cala sl S Ja 16 1 4
NA [ gesy
4. SERVICE rdasdll 4
Scores Critical Areas Lot} iyt JXFRT)
Z 2SO o) 5l Gl o6
17. Did attendant check whether you need ~ YES &I pr TR u)’d sa )A ¢ o A7
3 to r complete oil change? S0 o ol Sl ALY pliass ) 3
p up or comple change” Nno [ N LSl
3| 18. Did attendant check with you whether ~ YES px 8 S 1Y) Lo i Calasall Bia3 Ja 18 3
only oil is to be changed or oil with filter? No [ N  alall gy 3 f,i v BV VS
19. Did he check using gauge the quantity ~ YES [ aad Pl Syl (5 e iy Cala sall W5 Ja 19
3 required to be topped up and informed A 3 AeS G el ulaal) 3
you? No [ fllly il Loz
‘ § Ol e (n Gl iyl 26 a2
5| 20. Did the attendant check for oil leakages ~ YES el uﬁjft: A b}dj s 0 3
under your car from filter and drain bolt? no [ FIE s e _
w5l
3| 21. Did the attendant drain the used oil YES [ P Janusadl 5 JS G i il sall W8 da 21 3
completely from your car? No [ Y Tl i (e
2| 22. Did he ask whether you want the engine  YES B st L5, ¢l i de v 5 s ol e Ja 22 5
to be flushed and did it if you agreed? Nno [ y felidd) go Jla 4 ally,
3| 23. Did the attendant fill the correct grade as YES &J axi Sl s /e s ddlaly il sall W8 Ja 23 3
you requested? No [ y fletdh Al Aol
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Scores Critical Areas Ll Lol ]
24. Did hq requgst you to start engine and YES E a8 iy ol el Jsiy o i C)‘ die Gl Ja 24
3 leave it running for one and a half it « Aado s Ll Wl | 3
minutes? no [ ¥ fduaiy 40 82l Sl o
Gl A e Al gl o (e cala padl XU Ja 25
3|25 Dd the attendant ensure that the carter ~ YES & pr iﬂi\uﬁu J} UL;& ::\\- e Ak 3
bolt is tightened and there are no leaks? NO D y g sl
26. Did attendant carry out the following Liladl Gla il ¢l aly cabsal 23 o 26
complimentary checks: -aqlul
ves @
31a. Battery Water top up no [ b A el ele Al 3a.
nva O sbyy
ves D4
31b. Coolant Water top up NO D N coolant/a_ull cle Ll 31b.
na [ iy
ves b o 1Al JIU lea g § il 31
31c. Auto Transmission Fluid top up NO D b A J‘ﬁ T e
(0 shsmnsl )
NA [ sy
YES p
31d. Brake Fluid top up Nno [ Y deill ey alal 31,
nAa [ abiy
YES pad
31e. Gear Oil top up no [ b wos A [l ) Al 31e.
na [ ahiy
ves X1
31f. Airfilter cleaning no I ¥ dpd Gk 34,
na [ asy
YES o
31g. Wiper Water top up no O N ol latind oL Gl 31g.
na [ sany
ves
31h. Clean engine using air gun no [ ¥ ehsell arne phaiil ol el cahs 31h.
NA [ ki y
YES oL e f . .
3| 27. Were any of your questions related to % P: Adlaiall il (e gl Gl LY i s 27 3
lube change answered? NO Sy 3l st Aglasy
NA [ shny
_ _ o YES e e Geale gy ilisdi B s 28
3 28. 5:;1 (t:f;? ;taff place the mileage sticker in NO D N o e i S 2ilsall /) sia SIS 3
na [ akyy €5 and
ves [1
41 29. Were you offered a receipt voluntarily?  NO ¥ fhbEa) A Jaa g dlile (a e o 29 |4
va O sy, )N Moo (= doen
Y SPo— 2
5.  REST ROOMS AND MOSQUE aaall 5 (laall full 53) Al g 5
Scores Critical Areas At ¥ Laall Jalailt
3 ves Bd 3
30a. Were they adequately stocked with all O ?’;' Al il Jlisall maang 3 3¢ae S Ja 304
necessary supplies such as soap? NO Ol Jia
na [ gy =
3
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Scores Critical Areas Al Ll Jalash
_ ves B o
30b. Were they adequately stocked with all ] v A pall Gl el paeas s jeae S Ja 30b
necessary supplies such as toilet tissue? NO Sl il g 339 Jia
NvA O gy
30c. Were they adequately stocked with all ves 4 pad s pall b el arens 5 eae il Ua 30c
necessary supplies such as paper towels? vo O y "4-9' ) ddliall Jia
(paper towels are not required where fully Cliias 5863 die 4y pllaa ye 44 ) ailiall)
operational hand dryers exist) va O gy (Y1 A
31a. Were sinks clean? YES E d L al * ‘,,. l:‘tfu'"“ uls "‘h. 31a
require comment when marked ‘No’ no [ Yy gl o2 MY Y cals 1
nva O ssy
31b. Were mirrors clean? YES m pri L. * ,.,' .,; lf"”n UJLS d“. -31b
require comment when marked ‘No’ Nno O Yy gl o2 MY AlaY) cals iy
NA [ sy
31c. Were hand dryers clean? ves 4 pud ) N"dm "séf,w,:i.'m’u u:‘s d“ 31¢
3 require comment when marked ‘No’ no [ ¥ Tl (o2 MY Dla Yl calS 1y 3
nva [ sy
31d. Were dispensers clean? YES E o ?WL“ Oﬁhfn I:::t;;st.« uf\S dA. 31d
require comment when marked ‘No’ no [ Y crasil o MY Ay s 1y
nva [ sy
ves K
31e. Were toilets and urinals clean? No [ N fAidas Syl LS4 <l s 31e
NA [ gy y
32a. Were doors clean? ves K4 pud o ﬁé’:%"',ff"m u\s JA. -32a
require comment when marked ‘No’ vo [ ¥ gl o YT ALY s 1)
nva [ ghsy
ves Kl
32b. Were walls clean? Nno O N 3k el cilS Ja 32p
nvA [ gbuy
ves Kl s
32c. Were ceiling clean? no [ Y fadal casnd) oIS Ja 32¢
Na [ sy
ves M
21 32d. Were vents clean? Nno [ ¥ ik MLl il Js 32d |2
Nna [ gy
32e. Were floors clean? YES g Ll e ”,,Q}f‘_.aij‘ wls dA. 32e
require comment when marked ‘No’ no [J ¥ gl o2 MY Y cals 1y
NA [ sy
ves X
32f. Were baseboards clean? Nno [ N ALk saclll - ) /hailadl i1 cailS Ja 32f
NA [ gy
YES K4
32g. Were grout clean? Nno O v il L oS da 329
nva [ smuy
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Scores Critical Areas Agualad) c¥ Jatash
YES 4
33a. Were trash containers clean? Nno [ ¥ Al daladll iy s cilS Ja 334
NA [ ahuy
2 ves K 2
33b. Were trash containers not overflowing? NO D ¥ Sy e Akl cilygla il Ja 33b
NA [ abyy
ves ] e

2 34. Was the restroom smeliing clean & no [ . ) Os) Liaiay Al dleall A1 CilS Ja 34 2
fresh (without any offensive odor)? Fplasdl B A S And)

NA [ iy
: Jat plaall 3 &l el auen i€ Ja |
35. Were all the facilities inside the YES B = ¢ e thuma JS %
restroom in good working condition? . % e v
2 require comment when marked ‘No' VO O v g sl o MY e Yl cils 1) 2
NA [ ey
; 9(5) ki daaall Al 51 e S
36. Was the Mosque premises clean? YES D = ) . }ZJ‘ ) ..;: ML“;:MULST? 36
2 require comment when marked ‘No’ Nno [ ¥ et A S 2
N/A Gy
Comments: alBBadlall / gatedlt
FOR OFFICE USE ONLY Jagd Gisall ?Lh.w' |
Aualf Jalail) LG Y aal) . ;
9 : : <Al
o ACTUAL SCORE maximym | Evaluation P
Approach and Cleanliness Al 5 ol Y (1

Greetings and Initial Checks | 4s¥! Sl s cua i |2

Appearance and Behavior of Ol sall gl g jedae |3

Staff

Service sl |4
Cleanliness - Restroom and Clabaali — il |
Mosque Aaaall
TOTAL £ saxall
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ADMOU DISVTRILIS T LION
AL GHATL S/¢ 152

Al GAAIL ARE:
AIN

AL
DESCIRIF I LUl it FRiCE FOTAL
Corolla/Cemry 1,00 25.0C 25.00
Voyagrsilveril 4,50  14.00 £3.00
TOTAL 290
CASH PR{MEN: 38.00

You wer @ seived by dperato
DATE )“ 03/2012 19:24

THARKS FOrt S

i
g a1 8760

I ANG .
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