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PROJECT: ELARA - Lube Change

SERIAL NO.

315

Pan Arab Research Center &

O i w Emarat 1 & 5il/ 5S4 Eppco / Enoc | B @3 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
23 Bogiwr 1 Raga, ENTEN M\/ﬂjﬂ N |
Gender Height Built _ Bpectacles] Beard Mustachd| Ethnic Groups
T M [S | T [ M [ F |Yes]|No|Yes| No | Yes]| No |indian [Pakistani]Filipino [Expat. Arabs[ Others:
IEDDEDDDIDIXDIZIZIEIIDD O O
EMIRATE V;:Z'Ii:‘“ AbuDhabi |  Dubai Sharjah Al Ain g’:"v';‘aiAr: Ajman Kﬁ:fm:'h Fujairah
O X O O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time in Time out
T2 18] o2 2]\ Flo oY ol D 1B 3k y7
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 T 0 O O 0O vist | R O O O O O O
1. APPROACH AND CLEANLINESS A8 5 ol 38y L1
Scores Critical Areas At alaall Liai
YES F - .
1. Was there proper sign to the Lube no [ P: dakaie o AYalldaalgda Jlla IS ds 1
changing bay? PGITIN  VPFL
va O sy
. ves X m
3 2. \é\’{g:':ir:acljt;be changing area clean and no [ YA ey Akl ) ks dikie S v 2 (3
va [ by
vyes [ . )
4|3 Was there anyoil leaking and fallingon = q e e fogcuill gl dia g8 da 3 4
to the floor of the lube bay ? S 3l st dslaie A Y
: gy ’
YEs X
21 4. Were the waiting area and table clean? NO [] ¥ Saaydey 4 Ually jUsisy) Aihie cllS Ja 4 |2
va O sasy
5.  Was the television i iti YES g =
205 Woa:iingez?te evision in the waiting room NO EI N ¢ syl 4 e & Jams sdll € 2 512
na [ sy
YES pa . o
6. Was the board displaying complimentary o [ q Al lgle et dldallcaS ds 6
services neat and clean? aaudat g A5 pe dxilaall Cleasdl
NA [ sbiy
2.  GREETINGS AND INITIAL CHECKS A Y S pdial g s a2
Scores Critical Areas L) L Jalasl)
3|7 Was there any delay in approaching ves [] axd R STENCRPI R T S P 3
customers? no KX Y bl ga cals gl
8. Were you greeted in a friendly manner ~ YES >4 p sl Ao il b i i ds 8
(pleasant feeling)? No [ N S (o
A8 da rcabs gall & gl Cam g1 a8 2l oY 1A
51 If no, please describe behavior: Was it Lf ‘e . Lj;x );:.“ j:li g.'J.‘ ‘15
arrogant, without any expression, normal Ll D3 . CJ‘
etc.....
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Scores Critical Areas Al ¥ aalt pAYH]
9. Did he guide your vehicle for positioning YES ; Ll S, 0 el o cals ot A6
3 at the stopper and asked you to switch ~ ::; ‘L‘J . ui!elu i}a . :j‘ ¢ L:.,J; -9 3
the engine off? No [] v adl ki g A
10. When asked by customer, was the 5 . S8 Ja cdaendl e s sl U Ladie 10
attendant knowledgeable of different YES p &GU e )A - ’
5 . - : ul_)aldi_,c_\_ﬂ_).\lulé_)élt\y‘uhweb 5
grades of oil, filters and their relative NO D N ot - i
benefits? fleda JS 154,
YES [¥X : - .
4| 11. Did he offer the waiting area to you? NO E t SOLTY A8y A& jhuYi elle ase Ja 11 |4
12. Did the staff thank you as you were YES By s sl :
4 leaving? no [] q $ ol S Ly o Sy Calagall 3 Ja 12 14
3. APPEARANCE AND BEHAVIOR OF STAFF tagS sl Cuiligall glia .3
Scores Critical Areas FI I LN PR Jataal
_ YEs [
3 13. Z\r/]z(ajsﬁ?;?umform of the attendant neat NO D Y ey Gl unlall il sall G S da 13 (3
va [ sy
ves &4 : . .
14. Was the attendant wearing visible N Dby Ay (531 5y 3 g gall il gall IS Ja 14
3 nametag? No b4 ) o . 3
g . . Ty Aol \g__\.\r_
vAa O sy Sy
YEs A
15. Was he able to communicate with & dhal il e 1508 Gl gl S b 15
3 customer? Nno [ ¥ P 3
? €M
NA [ sy
YES ax
4| 16. Was staff courteous / friendly? Nno O y Sladal/lagny iy gall S Ja 16 | 4
NA [ sany
4. SERVICE Aandll 4
Scores Critical Areas D) Ll - LAl
: 2SO Grd (B8l als gl A8 Ja
17. Did attendant check whether you need YES E ax w uu)d o }d fﬁ 7
3 top up or complete oil change? ) ol 3l ALY plias s 3
‘ Nno [J ] ¢ aSIL
3| 18. Did attendant check with you whether YES pxd i S Lad e cals sl (383 Ja 18 3
only il is to be changed or oil with filter? Ng O Yy € a5 30l dadd <l s
19. Did he check using gauge the quantity ~ YES ant plaaEaly Cu 3l (5 sse Qulty Calasall Qi Ja 19
3 required to be topped up and informed g Al Gl A b o paall gl 3
you? Nno [ Sallly il L)
5O Sl 5 e (38adlL Cab gl AU .
3| 20. Did the attendant check for oi leakages ~ YES oS s gl ot e S 20 3
under your car from filter and drain bolt? 0 v HEIRseAs e 8= -
3l
3| 21. Did the attendant drain the used oil YES Bd i Jesudicu K Gy Gl W6 Ja 21 3
completely from your car? NO D N il (e
5| 22. Did he ask whether you want the engine  YES A iy el duee S ) ellile da 22 2
to be flushed and did it if you agreed? NO [:I Yy Cuelidd) ga Jla s el
3| 23 Did the attendant fill the correct grade as YES pd Sl Aa g 5 Adlals calhsall A8 Ja 23 3
you requested? no O y el Al dsaall
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Scores Critical Areas Al ¥l PR
24. Did hg requgst you to start engine and YES a8 iy el Juy o5 O e ke Ja 24
3 leave it running for one and a half St Ahds sadd il Ala 3
minutes? no O 3 fhnais 4383 sadd Jprdl &
L 3l 48 e /A salia of (e ibagall 3SB5 Ja 25
3 25. Did the attendant ensure that the carter YES E e i );uid A_“.f i\& }AL\_\;L_\L 3
bolt is tightened and there are no leaks? e = f 1 A
no OO ¥ eyl
26. Did attendant carry out the following Lilaall Clia gaill o) b calagall B o 26
complimentary checks: Jaia
YES b
31a. Battery Water top up no [ b Al ela 28U} 31a.
nva O sy
YES M
31b. Coolant Water top up no O ¥ coolant/aydl sl il 31b.
na [ asy
ves 4~
PR Hall JIG e cy ) ALl
31c. Auto Transmission Fluidtopup  No [ y VRIS e o 3te.
(Qrsimnsit ll)
na [ sy
YES DY
31d. Brake Fluid top up o O v dlill cyjiila) 31d.
na [ sssy
ves [
31e. Gear Oil top up no [ Y oo Al el &y Al 31e.
nva [ iy
YEs X
31f.  Air filter cleaning no [ y ol ks 31F,
va [ abuy
ves B
31g. Wiper Water top up no [ y a3l Slatiual ol il 31g.
NA [ adny
ves I
31h. Clean engine using air gun NO O Y elsedl e pladiuly o el il 31h.
va O sy
YES vt S ; . .-
3| 27. Were any of your questions related to % ?’; Aalaiall Bl e ¢l e Ul Gl 27 3
lube change answered? NO Sy et Adasy
na O by
. . ves B w0 e e Gakipapalsdiids 28
3 28. 5:((: (t:r;? gtaff place the mileage sticker in NO D y b Lgiakad 3l Alsall /) sia SLSH 3
va O by 5
YES l:l ool
4| 29. Were you offered a receipt voluntarity? NO ¥ b =N P Juagdlle o e da 2914
-~
NIA Elsem SEN A5 (- Snma &
\ O 7 = I )Y
5.  REST ROOMS AND MOSQUE :danall g (alaad) fodl 55) Aai i g 5
Scores Critical Areas Tl el P
3 YES ; 3
30a. Were they adequately stocked with all D “: Ay g all Gl liuall azans 8 ¢3S Ja 304
necessary supplies such as soap? NO S gball Jia
na [ gy =
3
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Scores Critical Areas IV TN PO pAH]]
_ ves B o e
30b. Were they adequately stocked with all no I g s el e sl paans 3 jeae cuilS Ja 30b
necessary supplies such as toilet tissue? Gl g3l (5599 Jia
NA O sy S
30c. Were they adequately stocked with all ves B ani sl e el maens 5 jgae <uilS Ja.30c
necessary supplies such as paper towels? no O y 948 5l Cidiliall Jia
(paper towels are not required where fully Clidsa 845 e Ay gllaa e 438l Cailidl)
operational hand dryers exist) wva O Gk Y (A ot
= - TR SRR
31a. Were sinks clean? YES o o ! " :qu\ uLS d“. 31a
require comment when marked ‘No’ no [ ¥ sl o MY syl il iy
NA [ gy
31b. Were mirrors clean? YES g Ll ! ,.,‘ .,; \.""”n Cfls d‘. 31b
require comment when marked ‘No’ no [J ¥ sl o MY e Yl S 1y
nva [ gy
31c. Were hand dryers clean? YES E i . Y‘ ~ ‘fdf?",‘;,'m‘a Qj\s Lh 31c
3 require comment when marked ‘No’ no [J ¥ caa Al ean Y Al s 1)
NnAa [ gy
. ea.lr - P -
31d. Were dispensers clean? YES o ‘m:a u”""':“,:"}"’su uf\S d“. -31d
require comment when marked ‘No’ Nno [ ¥ sl (o MY Ada Yl s 1Y)
NA [ sy
ves A
31e. Were toilets and urinals clean? no [ N $aadas ol Al il Ja 31e
NA [ sy
32a. Were doors clean? YES @ o L. M’:‘,E_:"_"’m u'ds “h. -32a
require comment when marked ‘No’ no [ ¥ Gl o MY AR s 1y
NA O gy
ves B
32b. Were walls clean? no [J ¥ fAadas el <l s 32b
NA [ sy
ves I
32¢. Were ceiling clean? NO D ¥ feawdai Canull < o 32¢
na O seyy
YES psi
2 | 32d. Were vents clean? no [ Y faadai Ml <ol Ja  32d
nva [ sy
32e. Were floors clean? YES E e Ll ?%,,Q}f‘lhﬂ‘ WLS &.'326
require comment when marked '‘No’ no [ Yy sl on MY el s 1y
nva [ giyy
ves Kl o
32f. Were baseboards clean? no [ ¥ fAadai s il o+ o) flailadl 150 cilS Ja 32f
nva O ghyy
ves A
32g. Were grout clean? no O b Sl B3 (S da .32g
NnA [ gy
4
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Scores Critical Areas Al ¥l Lai
YES pa
33a. Were trash containers clean? NO D b faadas Aaladll b s <uilS & 332
) NA [ iy )
YES o
33b. Were trash containers not overflowing? NO |:] ¥ fhails ye daladll ciysla cilS da 33b
WA [ asby
YES pui A .
2 34. Was the restroom smelling clean & no [ N ) o) Adinia g Aiglas plaall Aail ) il Ja 34 2
fresh (without any offensive odor)? faleall B Agy S Aad
NA [ gy
. Jand sleall o ol agaill asea <ilS o 35
35. Were all the faciliies inside the ves Bl e L
restroom in good working condition? L a4 et
2 require comment when marked ‘No’ no OO v gl o2 MY ALY s 1Y 2
NA [ abay
H €(3) il daawadl Acld e oS
36. Was the Mosque premises clean? YES D o ( ), };“ ’ ,,;: ML?TALL:\S:? .36
2 require comment when marked ‘No’ no [ ¥ o= e g : 2
NA [ sy
Comments: scalaadladl [ gabedll
FOR OFFICE USE ONLY Lagd Cusall aladsuy
Aaual) Jalal LAl e aal . .
Y : E : vifl
% ACTUAL SCORE | MAXIMUM valuation P

Approach and Cleanliness

skl 5 ol B3y |1

Greetings and Initial Checks

AW el g cun Al |2

/S\g.;fearance and Behavior of i pall sy Lelae [3
Service daasll 4
Cleanliness - Restroom and lelaalt — astlad |
Mosque RENOY Y

TOTAL £ gaxall

Lube change.doc




:4‘










