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PROJECT: ELARA - Lube Change

SERIAL NO.

Pan Arab Research Center @

[ < wEmarat /| [ @558 Eppco/Enoc | B @ Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR.#
/023 Name Number Name Number [ Name | lNurr|lberl I
Gender Height Bullt  [Bpectacles Beard | Mustache] Ethnic Groups
M F |ITIM][S|T [MI[F [Yes|No|Yes]No[Yes|No |indian [Pakistani|Filipino [Expat. Arabs| Others:
BEOORODOROORORROK O O 0O O
EMIRATE V;:Ztli'n“ AbuDhabi | Dubai Sharjah Al Ain o | Aiman s My | Fuiaira
O = | O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
ale?lL] ol8 [ %]|3 0|3 ol llo.s5 |1 ]5
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
vt T R O O O vt | [ O O O O O
1. APPROACH AND CLEANLINESS A8Ual g ol By 1
Scores Critical Areas Aaabud) ¥l Lta
YES ol A .
1. Was there proper sign to the Lube dihie o AYalldscal g iyl dlia S da 1
. no O 3 S e
changing bay? Sy M s
nva O by
_ ves i o
3 2 \é\:g:;ir;(ljt;be changing area clean and NO D Y i e bk cy i dikie ciS a2 (3
na O skuy
ves [1 & L .
4|3 Wasthere any oil leaking and faling on -+ 5 q e Ae gyl copud gl @lia Q8 da 3 4
to the floor of the lube bay ? Sy M yass Askaia B ()Y
na [ asiy ?
ves p[d =
2] 4. Were the waiting area and table clean? NO [] ¥ aaudss 4 gualt g Uiyt dshie culS Ja 4 (2
va [ ssiy
" o - ves X &
5|5 Woarii;hge?telewsmn in the waiting room /- ] ¥ Slavidd e Adeygeiddi g€ 52
na O iy
YES ol . .
6. Was the board displaying complimentary O q s lgle el M Aaslllcils da 6
services neat and clean? Sdaudai g 48 ye dlaall cilenaldl
nA [ sbsy
2. GREETINGS AND INITIAL CHECKS A gV Al g a2
Scores Critical Areas Al el Jalgily
3|7 Was there any delay in approaching ves [] pr /5B b pali gl dla IS da 7 3
customers? NO 9 . ool ens ol sall
8. Were you greeted in a friendly manner ~ YES [ pud sl W A dhcm il S da 8
(pleasant feeling)? no H y ¢ (z ke
S Ja reads gl & gl G ga a8 Bl (Y 1)
5| If no, please describe behavior: Was it @ Lf “. \:j& j; j:ﬁ N 15
arrogant, without any expression, normal ¢ > o el ¢ CS;
etc..... )
howmal bl no @?Muxﬂﬁ
\
1
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Scores Critical Areas Lol cilaal) LA
9. Did he guide your vehicle for positioning Yes X ; Ll S ol b ol ol A1
3 at the stopper and asked you to switch t ;: “f 1. ‘fixah:ik . ij\ ".L;h 9 3
the engine off? No [ Y Mg a5 5k iy
10. When asked by customer, was the ; , IS Ja aaadl (e Gila gall S Laric 10
5 attendant knowledgeable of different YES E p L_sj‘c‘,g\ . .'| . L:m ‘J?l J“ )
o . . u)ﬂ;uﬁ)}u')algyu@el: 5
grades of oil, filters and their relative No [0 v o - i
benefits? -~ leta JS il g8
55)YES ; L
4| 11. Did he offer the waiting area to you? (/ e oMY Ad je 4 eyl dlle e da 11 |4
D10 NoT OfferR _opiTIng Aﬂem\\ NO ¥
i X 49 \YES :
4 12. ESV%ESOStaﬁ:hank you as you were( 78 - ¢ ol S Loy o Sy Cali pall A5da 12 |4
> i nefl douy uNO ¥
{ 0
3. APPEARANCE AND BEHAVIOR OF STAFF oS sy Cuilipall gha 3
Scores Critical Areas Al SN BATH]
YES X
3 13. gzsﬁt(l;;qumform of the attendant neat No [ Y 050y Gl uemlall Giligall Gl S B 13 |3
NA [ sty
ves [ . .
3| 14. Was the attendant wearing visible = et Ay (6 5y 3 5a pall Cala sl IS Ja 14
: NO y ) 3
nametag? 12 o o el Lo
wemqu namefa% NA [ sy
YES ol .
3| 15. Was he able to communicate with O] &e deal sl e T8 Caba gl S o 15
customer? NO v €050 3
IR
NA [ sbuy
YEs =
4 | 16. Was staff courteous / friendly? Nno [ ¥ flakal/lagn g Cabagall K Ja 16 |4
vA [ sany
4. SERVICE :daddll 4
Scores Critical Areas Lalo¥) L) JRRT)
: S O e GEalh Cabgall 8 s 17
17. Did attendant check whether you need YES E o w uk—ﬂ_)’-d T )Aj ﬁ
3 top up or complete oil change? 0 ) i ol Sl AleY plad sl 3
' NO e alslly
3| 18. Did attendant check with you whether Yes A pri 5 i€ 1Y) Lagd el ik gall Giai s 18 3
only oil is to be changed or oil with filter? Ng | v A 5 ey i af dads W s
19. Did he check using gauge the quantity ~ yES [} pnt P13l o3l (6 e Gy Calapall JE s 19
3 required to be topped up and informed 0 G G 3l S N Gl il 3
you? NO ¥ Sl il \giilis)
A s 00l Gl 0n il b ol 6 Ja 20
3| 20. Did the attendant check for oil leakages ~ YES el wﬁjjwbu: ¢ .,}lij e 2 3
under your car from filter and drain bolt? Nno [J y e e e tcn 3l
3| 21. Did the attendant drain the used oil vEs I w0 e Sl S f i il gl A6 o 21 3
completely from your car? No [ Yy b Jlas (e
2| 22. Did he ask whether you want the engine  YES [ o Al dae 3y s of @il Ja 22 5
to be flushed and did it if you agreed? No [ . % Sl ga Jla 8 il
3| 23. Did the attendant fill the correct grade as  YES K pxd Syl da e 55 Alal el sall 6 a 23 3
you requested? Nno [ y el ll damiall
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Scores Critical Areas FIRTRLEN PO pAR]
24. Did he request you to start engine and  vgs X ol a8 iy o paall sy sk of dlia lla Ja .24
3 leave it running for one and a half o h % Gndy % et % . 3
minutes? no [ Yy S inai g 408 3ad Julall Al A
3 25. bDid t_he'attendant ensure that the carter YES pd qji);ﬁ}rjlﬁj jﬁiﬁ 25 3
olt is tightened and there are no leaks? no O N ey 3l
26. Did attendant carry out the following Alaall Clia gadll of jal calasal B o 26
complimentary checks: _ -a il
ves Kl
31a. Battery Water top up no O Yy 4 el ete dilizl 31a.
na [ gy
vEs XI
31b. Coolant Water top up NO D b coolant/a_ sl ¢ls Al 31b.
wa [ ahuy
YES X o . N
31c. Auto Transmission Fluid top up NO D Y ISl JLP u“ u\m‘ 31c.
(O sl 5
na [ ahiy
ves A &
31d. Brake Fluid top up no O b Jal_dl <y ) ddlia) 31d.
na [ sy
ves A ~
31e. Gear Oil top up no [ Y oo Al el cy ) Al 31e.
na O aiy
ves X
31f.  Air filter cleaning no O y el jliculs 31f,
na [ sy
ves X
31g. Wiper Water top up no O y o3l clalioal ole Lz 31g.
na [ sy
ves A =
31h. Clean engine using air gun NO O Y sl et pladiuly o el Cadan 31h.
na [ sy
3127 Were any of your questions related to ::)S ?’; bl elilind g 539 :‘\'elé\;ﬂ M d 27 3
lube change answered? S M i daleay
NA [ by
3 28. gﬂg él;? gtaff place the mileage sticker in :is % f: Jm@%ﬁ&ﬁﬁ;\;ﬁ 28 3
' wa O sy €5 bl
ves I =
41 29. Were you offered a receipt voluntariy? ~ NO | Yy L) 23l daas e yae Jd 29 |4
nva [ by
5. REST ROOMS AND MOSQUE sanaall g (aleadl ol g8) dail a2 5
Scores Critical Areas Faalad) L) BATH(]
3 30a. Were they adequately stocked with all ves [ & iy g peall la jlivall xiany 3 jeae S da 302 3
necessary supplies such as soap? NO D ¥ SO sball Jie
nAa [ gy =
3
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Scores Critical Areas £\ WIS RLAL PR BA ]
Shes O
30b. Were they adequately stocked with allq NO ?: Lol il Slivall gans s jeme 2ulS Ja 30b
necessary supplies such as toilet tissue? = Coll gl (5,9 § Jia
No NvA [ sy
30c. Were they adequately stocked with all ves [ pad s pedall e linall asans 3 jge culS Ja 30C
necessary supplies such as paper towels? no [ N 048 ) o)) Cidiiall i
(paper towels are not required where fully Cliiae 55 sie dygllaa e 44l iliall)
operational hand dryers exist) NA DI gy (31 o
31a. Were sinks clean? YES E o Ll * ,,,,df"l:nruls &.(313 ‘
require comment when marked ‘No’ no [ ¥ il (o2 YT Y cals 1y
NA [ gy
. aada; BN
31b. Were mirrors clean? YES [X pm ol ﬁ lf’\fn ;_;:.Ls Lh. 31b
require comment when marked ‘No’ No [ ¥ sl o MY Ay s 1y
NA [ sy
= - P T
31c. Were hand dryers clean? YES pr _ Tuh L;Jf?‘,ﬁm:‘rflé %"310
3 require comment when marked ‘No’ no [ ¥ ol em o Y Ay s 1y
NA [ gy
31d. Were dispensers clean? YES p m% u};LTIl .:_ihiu ‘uﬂs‘sdT "31d
require comment when marked ‘No' no [ b sl o Y Yl a1y
NAa [ gy
ves A
31e. Were toilets and urinals clean? no O N faglai Jpll Sl il s 31e
NA [ gy
. [N NI
32a. Were doors clean? ves [X] o Ll 'ﬂ%,f’,ﬂff‘ ‘ujL.SLSdT".32a
require comment when marked ‘No’ Nno [ Y cr sl oa o MY ALY s 1y
NA [ gayy
ves X
32b. Were walls clean? Nno [ ¥ faahs gl el Ja 32b
NvA O gy
ves X]
32c. Were ceiling clean? No [ y fadai caiudt < s 32¢
NvA O gy
ves A
2| 32d. Were vents clean? No [ ¥ fagday MUl il s 32d
va O sy
3 . fankay cileca NI
32e. Were floors clean? YES L an ol '%..?}f}ff“ ,1—;&?-"326
require comment when marked ‘No’ no O ¥ ool o eyl cas
va [ gy
ves X
32f. Were baseboards clean? NO |:| b il e il & ) Jhilall 3 colS Ja  32f
NAa [ gy
ves B
32g. Were grout clean? Nno [ N feada L3l oS Ja 329
nva [ gy
4
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Scores Critical Areas Toaluyy tal) Latadl
ves A
33a. Were trash containers clean? NO El b aa,da0 Aalalll il sla i< Ja 334
NA [ abuy
2 - 2
vEs A &
33b. Were trash containers not overflowing? NO (| ¥ Pl e ddlaill iy gla ilS Ja 33b
NA [ asuy
ves A N ]
2 34. Was the restroom smelling clean & NO D N gﬂ Osy) Rliaie y Adplas aleall A8l cilS o 34 9
fresh (without any offensive odor)? $olasll 3 A S Aadh
NA [ oy
3 Jaxd alaall 3 G jaeatl) asea cilS Ja 35
35. Were all the facilities inside the YES B‘ e ¢ o c_m(.: o
restroom in good working condition? L. < e
2 require comment when marked ‘No’ no O v el o MY ALY s ) 2
NA [ ey
5 (5) Cashai assall deld i e S
36. Was the Mosque premises clean? YES D o ( ). ;33\ ’ o LL“;%Z:\ST: -36
2 require comment when marked ‘No’ Nno [ ¥ et el S St ! 2
nA B e
Comments: slBadtalf / gadedl)
FOR OFFICE USE ONLY Lagd (igall auswg
Aaal) Lial LEL JeY .
9 : E ion: +asdil)
% ACTUAL SCORE MAXIMUM valuation i
Approach and Cleanliness agdaill y ol Y 11
Greetings and Initial Checks | #5¥! iluiily cua 5l 12
gg)f?arance and Behavior of il sl sl edae |3
Service sl |4
Cleanliness - Restroom and et — dlaih |
Mosque daall
TOTAL £ saxall
5
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