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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube Change Pan Arab Research Center @
D‘_—“JL‘.‘ Emarat | [ @y Eppco / Enoc / s Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
, ’88 Name Number Name Number | Name Number
Gender Height Built Bpectacles] Beard | Mustache] Ethnic Groups
M F |TIMJSIT [MIF [Yes[NoJYes[NoYes| No [Indian [Pakistani[Filipino [Expat. Arabs] Others:
NOONOOROORKOXROXK O O O O
Western . " . . Umm Al . Ras Al .
EMIRATE Region Abu Dhabi Dubai Sharjah Al Ain Quwain Ajman Khaimah Fujairah
|| O O O O O [ O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
F13F 9l ol2 | 29 8| 9 0|2 0|3 (21123 (219
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

vIsIT m O 0 0 VvisIT O O O O O O

1. APPROACH AND CLEANLINESS _rdduail g o By 1

Scores Critical Areas FIIRN RN P Jataih
YES X

1. Was there proper sign to the Lube

P ki e Yl daasly dagd dllia S a1
changing bay? b

Sl i

.l
E
134

.

3 2. Was the lube changing area clean and

organized? 30 ya g Adplai 3l et Al calS o 2|3

Bt
E
RN KV AR ¥ 4

4|3 Was there any oil leaking and falling on e 4o gyl Copui gl s S da 3

-

o
O0RORKOOOXROO

3)

to the floor of the lube bay ? NO k Sy il yuks Aidaia L3 Y 4
N/A ki Y .
YES pad
21 4. Were the waiting area and table clean?  NO b edaday A el Uyl dshwecalS Ja 4 |2
N/A AR
. N ves @
2 5. \V/vvoarii:]hge’)telewsnon in the waiting room NO D S YA b dae ol IS d 5|2
NA [ sdny
ves [ - )
6. Was the board displaying complimentary o 7] q Adlilgle sl Alda i< ds 6

services neat and clean? Saadan g 435 ye Arlaall Clenall

2. GREETINGS AND INITIAL CHECKS A ) Sl g a2
Scores Critical Areas Auludt c¥aal Jaash
3|7 Was there any delay in approaching ves [ o pafcal Bl 3 yali gl dus S da 7 3
customers? NO N el st Cals gall
8. Were you greeted in a friendly manner ~ YES 1X px Gsllb) iy da ki dh i 5 da 8
(pleasant feeling)? Nno [ y ¢ (o
S sk pall Wb Cia g a8 Bla Y )
5| If no, please describe behavior: Was it S . \js , j‘; j;f R
arrogant, without any expression, normal ¢ S o DI e v
etc..... -CM
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Scores Critical Areas Al YLl AN
9. Did he guide your vehicle for positioning yEgg ; Ll &l 3 ol L el ol A8
3 at the stopper and asked you to switch m e :,:: I“‘J 0. ‘;‘d_:i j }d‘ ¢ \;JA 9 3
the engine off? NO D ¥t jadl @L‘ J k5 3 bl Y
10. When asked by customer, was the = ; S da edsandt (e s gl J e Larie 10
attendant knowledgeable of different YES X pr ch . < }d }u
5 . . ) u‘)ﬂﬂl)uﬁ‘)“ulé)alt‘yim‘dc 5
grades of oil, filters and their relative NO D y i I
benefits? Tleia JS il gd g
YES (X i . .
4| 11. Did he offer the waiting area to you? NO E ": FOULEYI A8 e b iV elle age Ja 11 (4
12. Did the staff thank you as you were ves [] pr @ er oenc R .
4 Ieaving’? NO E N ‘).!Lu&_\.\SL\.\ysi‘)SmuLﬂ‘eb&a 12 4
3. APPEARANCE AND BEHAVIOR OF STAFF 1agS sl (il galt e 3
Scores Critical Areas Al Ylaall Jalgi
. YES pa
3 13. \;\r/‘zsﬁ?:?umform of the attendant neat NO D Y L pe s Gl el Cila gall Gl S Ja 13 (3
NA [ sy
ves 0 L o
14. Was the attendant wearing visible o ey Ay (55 3 5a gall Cala ol S Ja 14
3 NO ¥ , 3
nametag? Sz v 5 daul Lle
No Namg TAG NA [ sy
YEsS 4w )
3| 18- Was he able to communicate with no [] ga dual sl e Toli Gl gl (IS s 15 3
customer? S0l
NA [ sy
YES s
41 16. Was staff courteous / friendly? No [ N $ldal/la g0y Cala gall (S Ja 16 |4
NA [ ssuy
4. SERVICE il 4
Scores Critical Areas Lsaa) SYLaall Ly
¥ ; “S Of o sl Cala gl BB Ja 17
17. Did attendant check whether you need YES e u uu):ul aar . }A e
3 t r lete oil change? g_g))_..\:suﬁ\;s_.;JHMLm}jELmo_)wl 3
op up or complete oil change? no [ N ¢ el
3| 18. Did attendant check with you whether ~ YES & pri 3 S Lad dlia caba gl (33 Ja 18 3
only oil is to be changed or oil with filter? yo O N ¢ _alall y 0 o) dads oy 3l s
19. Did he check using gauge the quantity ~ YES ot plaRials o3l (5 e (s Cala gl A3 s 19
3 required to be topped up and informed g Al AeS I janll sl 3
you? No [ Y felly el 5 L)
X i Oe QG e Biall el gl BB 8 20
3 20. Did the attendant check for oil leakages YES o u:;h_/’jut: il a}l:luj(; cand 3
under your car from filter and drain bolt? Nno [ N IRy AR e
pRWET}
3| 21. Did the attendant drain the used oil YES B s st o3OS i Gl 6 e 21 3
completely from your car? Nno [ ] el s (e
2| 22 Did he ask whether you want the engine  YES iy adll dae 3 e o) @il Ja 22 9
to be flushed and did it if you agreed? No [ N felifdl go Jla d iy
3| 23. Did the attendant fill the correct grade as  YES Bq axd Syl da /e 5 ALy Cala ) B Ja 23 3
you requested? Nno [ N fledalla il dapaiall
2
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Scores Critical Areas P R PN Jalailt

24. Did he request you to start engine and YES m A ag @l Jad i o) i calla Ja 24
3 leave it running for one and a half N P';A sl i_“_\ . 3
minutes? no O 3 fhsiy i sad Jiadl o
o e 3l A8 e Al gaboa () (e cala gl S Ja 25
25. Did the attendant ensure that the carter YES m P )‘- )j > Lf UA ,A san
3 bolt is tightened and there are no leaks? et i g 43l LilSa (B Tam A 3
g “no O ¥ oy 3l
26. Did attendant carry out the following Lilaall Cliasaill o} ply calagall B Ja .26
complimentary checks: -l
ves [1
31a. Battery Water top up NO D b el sla L) 31a.
na K sy
YES o
31b. Coolant Water top up no O b coolant/_uall ele ALzl 31b.
na O ks y
ves B "
3 ) Cuy ) el
31c. Auto Transmission Fluid top up NO I:I Y S JL‘T\ N 'Uﬁ" 3tc.
NA [ sy (0t
ves A =
31d. Brake Fluid top up no O N Jaill oy dila) 31d.
va O iy
ves X
31e. Gear Oil top up no O y sl [l iy Al 31e.
va O abiy
ves B
31f.  Air filter cleaning no [ y cad jlGaln 31f,
A [ abuy
YES m px
31g. Wiper Water top up no [ y a3l Slabiaad ela iz 31g.
na O aduy
ves B =
31h. Clean engine using air gun NO D N el Guae phadinly A aall Cadas 31h.
nA [ adbuy
ves [] N T .
3| 27. Were any of your questions related to O ?’; Aalaiall dlilind (e gl e Ayt i dy 27 3
lube change answered? NO o )l it dgdeey
nA B iy
. _  yes K . s Op Grale i il pall aE Ja 28
3 28. g]lg (t:g? gtaff place the mileage sticker in NO. D N o L KPETECI [ e sLSH 3
nAa [ sy 5l
ves X
4| 29. Were you offered a receipt voluntarily?  NO | y Sial A Jeay dle (a e Ja 2914
nAa [ sy
5.  REST ROOMS AND MOSQUE aaaall g (alaad) [ §) Aall g 5
Scores Critical Areas Al ¥ laall PATH]
3 YES (X ; 3
30a. Were they adequately stocked with all E ?’;’ gy pall Gl el azens s je3e il Ja 302
necessary supplies such as soap? NO hshall Jia
NA [ gisy =
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Scores Critical Areas EIWR I AN PR PATH]]
ves =~
30b. Were they adequately stocked with all O] = sl e il auans 3 e <ilS Ja 30b
necessary supplies such as toilet tissue? NO v Salledl (3r99 Jia
va [ gy
30c. Were they adequately stocked with all ves [X] pd Al i) & B eae S b, 30c
necessary supplies such as paper towels? no [ ¥ 48 ) ol Cidliall S
(paper towels are not required where fully Glidae 55 die dggllan e 48 )l Cadliall)
operational hand dryers exist) wva O b ¥ GaYI i
% ; aikai Julid) cols
31a. Were sinks clean? YES - gl '-'y-fl;;mﬁ 'tsdT' "313
require comment when marked ‘No’ NO D ¥ Tt > S A s
Nna [ gy
; 24,55 Ul all cuis
31b. Were mirrors clean? ves B gl g :"_‘fyrf KJTMB“J
require comment when marked ‘No’ no [ b Tt o> P e
NA [ sy
; faaudas oY1 Culiiag culs
31c. Were hand dryers clean? YES W P gl - q’."\f,y,,u LL;Yluj 'LSJTAIB‘]C
3 require comment when marked ‘No’ no [ ¥ e Al s 3
nva [ gy
. faaky ) ebeall LS cals
31d. Were dispensers clean? YES m P . )3“_“ o "Y"HL’L;}'\;U' 'LSJTAIB"d
require comment when marked ‘No’ Nno [ ¥ (G et Sl s
nva [ sy
ves A
31e. Were toilets and urinals clean? Nno [ N $a5at Jadll LSal culS o 31e
NA [ sy
; faidas ol ) s
32a. Were doors clean? YES M o gl ’,,\J" .:g_,}\iytk_:_\;\sd?;\{sza
require comment when marked ‘No’ no [ ¥ (ot als T -
(V77N N R RN
YEs Bd
32b. Were walls clean? no [ Y faadas Uasll CilS Ja 32D
Nna [ giuy
YES % oy
32c. Were ceiling clean? NO ¥ feadai casall 1S Ja 32¢
NA [ sy y
YES I8 s
2 | 32d. Were vents clean? No O v Paiplsy MLl il s 32d |2
na [ gbuy
4 : FAaa) il Y1 cals
32e. Were floors clean? YES X e o i ,.y,,“ fuJIA\J) qlsd“:‘.32e
require comment when marked ‘No’ no O y (ot iR e ks :
NnAa [ gy
ves [d =
32f. Were baseboards clean? NO D ¥ SAalay sac 8 ARl 5 <l Ja 32f
Nna [ gbuy
YES aud
32g. Were grout clean? NO D ¥ S L3 (IS Ja 32¢g
nvA [ gbyy
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Scores Critical Areas Tl el Jadi
ves @ =
33a. Were trash containers clean? NO D Y Sdaly; daladll bl S 8 333
5 NA [ @y )
Yes Kl
33b. Were trash containers not overflowing? NO [] ki fAali pe Aalaill il s <ilS o 33b
NA [ auy
YES pi o ]
2 34. Was the restroom smelling clean & no [ N b 05 Admia g Ak aleall Aty S a 34 2
fresh (without any offensive odor)? planll A S A3l
NA [ asuy
7] ; Jand alaall L3 il jgadl) anes il Ja |
35. Were all the facilties inside the YES pud e e L s 35
restroom in good working condition? - N P
2 require comment when marked ‘No’ no OOy gl sl (o MY A S W) 2
NA [ ey
i 9(3) ki daeall AclE 5 e JS
36. Was the Mosque premises clean? YES D P ( ), ,;ﬁ\ ’ ,,:; ai:\j;yflsﬁ; 36
2 require comment when marked ‘No’ No O 0y gt e Al s 2
N/A IX] Gbisy
Comments: sclBadall / galesl
FOR OFFICE USE ONLY La88 uigal) ?‘.\.A:MHY
Uaual) Liail) Ll Jed) aal) S 2
9 : : : f
to ACTUAL SCORE | maximum__ | -valuation +
Approach and Cleanliness Zadaill g ol 8V 11
Greetings and Initial Checks | as¥) cilSully cus il 12
Appearance and Behavior of iyl @ls selae |3
Staff .
Service iaaall |4
Cleanliness - Restroom and Sleaall — it |
Mosque daoall
TOTAL & saxall
5
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DESCRIPTION Qry  PRICE TOTAL

VoyagrSilveriL 4,50 14.00 63.00
Nei Nissan Max 1,00 26.00 26.00

TOTAL 89.00

CASH PAYMENT 89.00

You were served b% Operator 1
DATE 29/02/2012 21:49 T1S1 01 6251

THANKS FOR SHOPPING .
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