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PROJECT: ELARA - Lube Change

SERIAL NO.

P
Pan Arab Research Center &

O «iuw Emarat 10 @ Eppco / Enoc / & yal Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
/ Name Number Name Number | Name Numper
5S4 Ver Ghese [ ELARNIL [ M4-1<
Gender Height Built _ Bpectacle§ Beard | Mustachef N Ethnic Groups
M| F JT[M[S|T [MJF [Yes[No Yes | No | Yes | No |Indian [Pakistani]Filipino [Expat. Arabs| Others:
ROOROORODOORORBRORAKE O O | J
EMIRATE ";‘:Z’:;" AbuDhabi |  Dubai Sharjah Al Ain ‘éTvTaﬁ,' Ajman K'::?m‘:h Fujairah
O =8 O | O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
seBlod | 1+ 8 | ol | olx [l 50118
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturdayl Sunday | Monday | Tuesday IWednesdayI Thursday l Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
VISIT 0 @ ] 0 0 visim | [ O X O O O O
1. APPROACH AND CLEANLINESS B 5 By 1
Scores Critical Areas Al el lata
ves X1~ s .
1. Was there proper sign to the Lube no O y dihie o AV danlgdadalia gl da 1
changing bay? ey i s
na [ abiy
. ves O]
3 2. \é\:;:ntir;eeé%be changing area clean and NO D Y Sy Ayl cay ) s Aidaie calS 2 213
A [ sy '
vés [ & , ,
4|3 Wasthereany oil leaking and falingon % q e 4 g cusll gl S da 3 4
to the floor of the lube bay ? Sy M s Ashaie b ()Y
na O sy j
ves bd =
21 4. Were the waiting area and table clean?  NO O Y agyday A jUally jUail dadaie cilS Ja 4| 2
na [ abuy
Tl -«
213 Woariizge?te evision in the waiting room NO D v ¢ Uyl 4 e Lﬁ Ses sl S Ja 5|2
nA L sy
YES pxi . T
6. Was the board displaying complimentary ] q Al Lo el (M Aall oS a6
services neat and clean? Saadni 5 43 ye el leaadl
nva O] sy
2. GREETINGS AND INITIAL CHECKS Y il g qua it (2
Scores Critical Areas Agulat Ll PR
317 Was there any delay in approaching ves [] p PR I TG IPIRE S S S 4 3
customers? NO Yy ol en cala gall
8. Were you greeted in a friendly manner ~ YES Xl Gl Adsda e il ds 8
(pleasant feeling)? Nno O Y ¢ (g ke
SIS Jda ik gall & Chaa g a8 ela Y 1)
5| If no, please describe behavior: Was it Lf Ge . le Jj\: j:_!i ;.'J,‘ 15
arrogant, without any expression, normal @ R o8 S S Q‘“";j
etc.....
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Scores Critical Areas Dl Lol pAYH]]
9. Did he guide your vehicle for positioning  ygg [X] A Caiall Sl sl o Glisdiids 9
3 at the stopper and asked you to switch ol Ve il o otia b o Lol ¢ day (3
the engine off? No [J ¥ el il Py B bl Y
10. When asked by customer, was the . IS a Jrandl (e il galt s Lorie
attendant knowledgeable of different ves [d e Lsh,u ~ o JA il 10
5 S . . u‘yﬁl;uﬁj|u§)é/&|yiuhw(d; 5
grades of oil, filters and their relative NO D v o AR
benefits? fleda JS il 5h
YES i .. .
4| 11. Did he offer the waiting area to you? NO % (’: ¢ oty 45 e @ oY elle g o 11 (4
12. Did the staff thank you as you were YES |4 pxd € it gt N .
4 leaving? No [ y Foolad S ey o] S Calapall A Ja 12 (4
3. APPEARANCE AND BEHAVIOR OF STAFF pgS sle g Cudls galt sehe 3
Scores Critical Areas Laabal el PAYH)]
. Yes @
3 13. Z\r/]?jsﬁ?;?umform of the attendant neat NO D Y S e Gl el Cili gl G S Ja 13 (3
NA [ gbyy
ves [ s ,
14. Was the attendant wearing visible Dada Ay (535 3 3 g sl il sll IS Ja 14
3 No [J ¥ _ 3
nametag? fr s 5 dand Lgle
Nna [ sauy
YES o .
15. Was he able to communicate with &o deal il e 1508 Cala gl S Ja 15
3 customer? No [ ¥ 050 3
NA [ sy
vEs A
4| 16. Was staff courteous / friendly? No [ Yy fadl/lagny ok sall 1S o 16 (4
NA [ sy
4. SERVICE ALl 4
Scores Critical Areas T  hadaves T Tnag
P S G Gaadl ik G s ]
17. Did attendant check whether you need YES [E o Lu uu}:d Sd - }d ? > 17
3 t r complete oil change? S0 o ol S AR i sl 3
op up or comp ge’ No [ N sl
3| 18. Did attendant check with you whether ~ YES [X] ax 28 S ) Lad lia ol gl Bis3 Ja 18 3
only oil is to be changed or oil with filter? NO D y € lall g oy 5l YJ dadd oy 3l s
19. Did he check using gauge the quantity ~ YES ¥ pad A5l a3 (5 e (s i sall WG a1
3 required to be topped up and informed i Al 3l AeS I o janll il 3
you? no [ Y Sellly il o )
H s 00 oV ol (e il il ol Eda 2
3| 20. Did the attendant check for il leakages  YES o ui.:/’ﬁ o :"jij 20 3
under your car from filter and drain bolt? No [ y B feu
3| 21. Did the attendant drain the used oil YEs [ A el 31 JS & i Cali gl A da 21 3
completely from your car? NO D y bl e
2| 22. Did he ask whether you want the engine  YES M Al aall ey 5 e ) lila Ja 22 2
to be flushed and did it if you agreed? NO E] y Slifd) o Jla o2l
3| 23. Did the attendant fill the correct grade as  YES axi Sl Aa e o8 ddlaly Cala gl adda 23 3
you requested? No [ y flealh Al dagaall
2
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Scores Critical Areas Al ciaall LAl
4| 2 Dnerequestyoulosiartongieand  ves Bl e s, sondl ity o f e ol 1 24
minutes? no O Sy 43 5ad Jpudil) Al
3 25. Did t_he'attendant ensure that the carter YES pud wfﬁéﬁﬁuﬁit&% jﬁﬁ 25 3
bolt is tightened and there are no leaks? NO | N j ’ ~ ch)ll
26. Did attendant carry out the following Agilaall Claa gadll o jals calagall A8 Ja 26

complimentary checks: saqdull
ves
31a. Battery Water top up no O y il ldils) 31a
na O sy
YES o
31b. Coolant Water top up no O b coolant/2 el sls dilia) 31b.
na O sy
ves I =~ .
31c. Auto Transmission Fluid top up NO D b} Y RS b JLP u“ TL“‘A 3te.
B (st )
YES o
31d. Brake Fluid top up no O ¥ daill cyj sl 31d.
na O gy
YES o
31e. Gear Oil top up no O Y oA ey lal 3e.
na [ aduy
ves XI
31f.  Airfilter cleaning NO D b} el el jild Cadas 31f.
NA [ iy
YES ol
31g. Wiper Water top up Nno [ N a3 cilalind cla Rl 31g.
va [ by
YES [X]
31h. Clean engine using air gun no [ Y elsadl et plodiuly o el Cailad 31h.
nA [ sy
3| 27. Were any of your questions related to ;Es ?: Aalaial) il e g g,Jé 3\?!\—.\?1\ k—w da 27 3
lube change answered? Sy st Aleny
nva [ sy
3 28. t[;}is (t:r;? gtaff place the mileage sticker in LES ?: Qm@mﬁmﬁfxﬁ 28 3
nva [ sny 5
ves B w
41 29. Were you offered a receipt voluntarily? ~ NO O ¥ S a2l Jaydlle e da 29 |4
na [ sy
5.  REST ROOMS AND MOSQUE savaall g (e fesll 55) Aal M g L5
Scores Critical Areas bt Yl Jaiash
3 _ ves 4 o L 3
30a. Were they adequately stocked with all Ay g peall e Jliuall aeny 3 jeme S Ja .30a
necessary supplies such as soap? NO D ¥ eogball Jia
na O gy =
3
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Scores Critical Areas Ll el Llaiy
_ YES oo o
30b. Were they adequately stocked with all | v Aoy el e Huall arass 5 jema S Ja 30D
necessary supplies such as toilet tissue? NO ol gl (4599 Jie
NA [ asyy
30c. Were they adequately stocked with all ves [] ari sl e Jlianall pyans 3 jeme <€ Ja 30C
necessary supplies such as paper towels? no O y A ) ol) el Jia
(paper towels are not required where fully . Slidaa g5 die Ay gllaa ye 448l adlial)
operational hand dryers exist) NA 1A sy Gy Al
. ‘l‘ : .. - -
31a. Were sinks clean? ves [ = ol mfu,‘,'l“\:n rflS\SdT |'31a
require comment when marked ‘No' no [ ¥ gl o MY ey s 1y
NA [ gy
31b. Were mirrors clean? YES pd 2l ?4?;? Lf"f:n ruslsdT |'31 b
require comment when marked ‘No’ no [ ¥ sl (o2 MY A s 1
NvA [T sy
. - TR PFER
31c. Were hand dryers clean? YES IX} . f‘%‘h ‘5'\:,3;,:','1“1:‘ Ihf\isdi "31C
3 require comment when marked ‘No’ no [ ¥ sl om o YT A s 1y
NA [ gy
= - TR TR
31d. Were dispensers clean? YES px . mf” UJQLT]WU,LL’EA ‘ulelSdT |'31 d
require comment when marked ‘No’ no [J b il o2 MY ey cals 13
NA [ gy
ves fd
31e. Were toilets and urinals clean? no [ v PAdlas Jpall Sl il o 31e
NA [ gy
. (\’ . v - A -
32a. Were doors clean? YES o ol 'M%;" ',‘ff‘ r'\:\isd‘:.lsza
require comment when marked ‘No’ no [ 3 ool o Al s iy
NA [ Gy
YES p
32b. Were walls clean? No [ ¥ faghs GUasll culk da 32b
NA O gy
ves Kl
32c. Were ceiling clean? Nno [ Y fabs el S Ja 326
Na [ gsuy
ves @
2| 32d. Were vents clean? Nno [ ¥ ¢Aadas Ml calS Ja 324
NA [ Gauy
. fagbny il Y1 o
32e. Were floors clean? YES m P -l m,,?&af;ruﬁ;: "326
require comment when marked ‘No’ no [ N Gl o Y Ay s 1y
NA [T suy
YES pad
32f. Were baseboards clean? no [ ¥ Aadas saclill & o /dailall ), 5 clS Ja 32
NA [ gy
ves Bl
32g. Were grout clean? Nno [ ¥ falsi LI S s 32g
NA [ by
4
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Scores Critical Areas FEW IR LA PN | Jatail
YES K] o
33a. Were trash containers clean? NO D b fagudai daladll G s il Ja 333
) NA [ asuy )
ves [
33b. Were trash containers not overflowing? NO D b fiails e daladll iy sla cailS Ja 33b
NA [ abiy
yes[® o~ .
2 34, Was the restroom smelling clean & no [J N b s Adaia s Al pleadl Aail; culS Ja 34 2
fresh (without any offensive odor)? el (B Agy S A
NA [ gy
H Jad slaall 8 Gl aeaill anen S Ja 35
35. Were all the facilities inside the YES m p ¢ o= @i:d&m
restroom in good working condition? L. s e i
2 require comment when marked ‘No’ no O v sl o2 MY Y S 1) 2
JNIA O aay
3 €(3) ki dawadl deld o e A
36. Was the Mosque premises clean? /ves O - ( ), }E\ll ) ..:;. LL‘;T,U.\S%T 36
2 require comment when marked ‘No’ Nno [ ¥ Tt o> il 2
nA K] sy
Comments: slBadlall [ galesll
FOR OFFICE USE ONLY Jadd Cigall Pi;iiu\l
Aaall Jalail LEl el sl . .
9 : : il
to ACTUAL SCORE | maxiMum__ | Cvaluation e
Approach and Cleanliness Al y ) 8 |1
Greetings and Initial Checks | ls¥! <S5 |2
/S\&pf?arance and Behavior of il gl ol s el |3
Service iaaall |4
Cleanliness - Restroom and Glalaall — Astalt 5
Mosque Aol
TOTAL £ saall
+ 5
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&AMHA REST A. S5S—888
ADNO M'i’% A?EﬁT T0N
ABUfBﬁABI

DESCRIPTION Qiy PRICE T0TAL

Voyaﬁrsnveﬂl. 3,00 14.00 42.00
jssan alt 1,00 26 00 26.00

TOTAL ‘ 68.00

CASH PAYNENT 8. 00 :

Dgu were sery d by Opera or 1
E1ﬁo 25N 201 683
FOR SHOPP ING.

o
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