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PROJECT: ELARA - Lube Change
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+

' 0,
Pan Arab Research Center E

O < wemarat / O aus Eppco / Enoc | ;] a3 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
2 (e 2o U 1 RS\ | Zeob o vav oiddel | | |
Gender Height Built  [Spectacles Beard | Mustache] Ethnic Groups
TIMIJISIT [MTF |Yes] No]Yes] No|Yes[ No |indian [Pakistani[Filipino [Expat. Arabs| Others:
IDDDDDDEIDIZEIIZDEI O O
EMIRATE ";2::‘;“ Abu Dhabi |  Dubai Sharjah Al Ain g:";"ai’: Aman | RSBl Fujairan
O K O | O O | O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
oA\ 4 o> 2o |THFIL ] <N ol \ l1g:e31g:1€
07:00- ‘ﬁn- 13:01- | 17:01- | 20:01- Saturday I Sunday | Monday [ Tuesday J Wednesday [ Thursday [ Friday
TIME OF | 10:00 13:00 17:00 | 20:00 | 24:00 | DAY OF
VISIT VISIT
OO0 o ®B O OO0 O O Oo®
1. APPROACH AND CLEANLINESS ;33125513 ‘#‘Jﬁ\,f‘ |
Scores Critical Areas Flal! Y Laall PR
YES X ?"'
1. Was there proper sign to the Lube No [ Ahis e AYall a5 4a o) @llia lS dA A
changing bay? TR O]
na O ;;ghi.e‘i
, YES X o
3 2. X\:::;ir;(;é%be changing area clean and NO D ¥ T e Ak oyl ki dilie ciS Ja 2 |3
NA [ sy
YES [  a« . ‘
4|3 Was there any oil leaking and falling on No [ N e de oyl s gl dlia g€ s 3 4
to the floor of the lube bay ? = Sy i et Adhaie 3 L,y
NnAa O sy ’
ves X
2| 4. Were the waiting area and table clean? NO D k| faaley Al ol g sty dshie cilS a4 (2
va [ iy
ves A
2 5. vaoariltnhge’)televusmn in the waiting room NO D y kYl e o Qans il S s 5|2
NA [ iy
ves B . s
6. Was the board displaying complimentary O N Ll lgle pelas Al sl K da 6
services neat and clean? Caaudai g Ax ye Ailaalt Gleaall
NA [ sy
2. GREETINGS AND INITIAL CHECKS Y cladall g cua a3l 2
Scores Critical Areas Al eylaal) Jataihy
3| 7 Was there any delay in approaching ves [] pa il ) A el gl el S da 7 3
customers? NO y ol ead Cals gall
8. Were you greeted in a friendly manner ~ YES B pxd sl vyl i i ds 8
(pleasant feeling)? Nno [ Yy ¢ (zoi
S Ja b sall Woli Caim g 28 2lay (Y 1)
51 If no, please describe behavior: Was it Lj e \_j;" “j; j:ﬁ g.").‘ ‘15
arrogant, without any expression, normal 4 el e e e n
etc..... G-“
1 +
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Scores Critical Areas At YLl pATH]
9. Did he guide your vehicle for positioning ygg A il G il a5 a9
3 at the stopper and asked you to switch ol all s il T dlie b < 3 ol ¢ s 13
the engine off? Nno [ ¥ Sl il ~a 5 5 bl Y
10. When asked by customer, was the ; S A edsaalt e il gall g Ladie 1
attendant knowledgeable of different ves [} - uhu e )A = 10
5 - . : uijidljuﬁjlt_\L.\JJ/ay‘;dM?h 5
grades of oil, filters and their relative No [ N . o
benefits? fleda JS Xl
YES i s .
4| 11. Did he offer the waiting area to you? NO % ‘: fonYl A8y A Uil e (i ge Ja 11 |4
4| 12. Did the staff thank you as you were YES KX e L ol S8 Gl ydi s 12 |4
leaving? no [J y ') 2 o Sy ¢ .
3. APPEARANCE AND BEHAVIOR OF STAFF tagS sl Ondlgall Jehaa 3
Scores Critical Areas FIWE U AN, PO PR}
. Yes i
3 13. X\rlmzstitc?;? uniform of the attendant neat Nno [ Y 08 ey Gl unlad) Cali gl W S da 1313
na [ sy
ves [0 s .
3| 14. Was the attendant wearing visible - ek Ay (65 53 350 gall il sl IS b 14
NO ¥ . 3
nametag? . ?C}uay Al L@.}lc
v O ssiyais s o 30 N
vEs A T .
15. Was he able to communicate with oo dral gl o 1,08 b gdl < da 15
3 customer? no [ ¥ P 3
7 SOl
na [ geny
ves @ ~
41 16. Was staff courteous / friendly? No [ ¥ Sladal/faa s cadagall S Ja 16 |4
vA [ sk
4. SERVICE daddll 4
Scores Critical Areas EOWI RSN B L
; S ) saaills Cada gall S8 .
17. Did attendant check whether you need ~ YES R - = u,ujd a s }A ¢ > 17
3 top up or complete oil change? S5 i ol Sl AaY glind s ) 3
pup P ge’ no [J N S S,
3| 18. Did attendant check with you whether  YES &d e S 1Y Led clia Cala gall (383 Ja 18 3
only oil is to be changed or oil with filter? no  [] ¥ ¢ lall g 30 of dadh g
19. Did he check using gauge the quantity ~ YES B s eladiels ol (g shua s ilasall a6 Ja 19
3 required to be topped up and informed SRENE | LIV EVX S 95 | W I N 3
you? Nno [ ) eally; lalil Ll
§ Oe GV e a3l e pall B a2
3 20. Did the attendant check for oil leakages YES E o q&?):/ﬁbtj Y e Djij ans 0 3
under your car from filter and drain bolt? NO D y = teu i
3| 21. Did the attendant drain the used ol ves K pe Jaaall w3l IS g i cada sall G s 21 3
completely from your car? Nno [ Yy YE ) RN
o | 22. Did he ask whether you want the engine  YES Bl e ad e s lla da 22 5
to be flushed and did it if you agreed? Nno O y il g Jla S elly
3| 23. Did the attendant fill the correct grade as  YES ax Sl A /g 5 Adlaly il sl B8 b 23 3
you requested? Nno O y el Al Aagaial)
2
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Scores Critical Areas Al ¥ laalt Liail
24. Did hg requgst you to start engine and YES E p S Ty o ) Juio o s o e il Ja 24
3 leave it running for one and a half Oy dads sadd el Alla & 3
minutes? no [ ¥ fuaiy 4ifa 52l Jpddl @
. W A8 e /A gabia of (e calapall 3SG Ja 25
3|25 Did the attendant ensure that the carter ~ YES K - «f)w);uid J}ﬁ& jm it 3
e » - 3 Sl A4
bolt is tightened and there are no leaks? NO D y ey 5l
26. Did attendant carry out the following ilaall Slia gadll of jabs calagall B Jo .26
complimentary checks: sagjull
ves I
31a. Battery Water top up no OO ¥ ikl lils 3a.
na O sduy
YES o
31b. Coolant Water top up NO O b coolant/s el el Azl 31b.
na O assy
YEs X o Y1 A< all iU e <y Al
31c. Auto Transmission Fluid top up NO D b A ﬂf‘ o o 31c.
(O phipanait 1)
nva [ abuy
ves KI
31d. Brake Fluid top up NO D b} Jab_ill ) Al 31d.
nA [ sy
ves K.
31e. Gear Oil top up no [ y sl /el ) il 31e.
na [ asuy
ves B} =~
31f. Airfilter cleaning no [ Y ol gk 31f.
na [ assy
ves &I
31g. Wiper Water top up no [ y a3l cialiual Lo Rl 31g.
na O sy
ves B
31h. Clean engine using air gun NO D Y ehsell Gata aladinly ol calast 31h.
nva [ amiy
YES oL e ¢ . .
3| 27. Were any of your questions related to % ?: dalaiall @il e gl e Ay i da 27 3
lube change answered? NO Sy 3 Huid Aplasy
nva [ sbuy
. )  YEs K ax 26 e Grale g g calagall BB s 28
3 28. 51'2 ér:? gtaff place the mileage sticker in NO D N o L L 2losall /) yie sLSH 3
NnA [ gsy €5l
ves B
4| 29. Were you offered a receipt voluntarily? NO I:] v S0 Laa) A3l deay e yme da 29 (4
nva [ asuy
5.  REST ROOMS AND MOSQUE aaaall g (aleadl [l $5) Aai N g 5
Scores Critical Areas Aol c¥aall PRI
3 YES ; . 3
30a. Were they adequately stocked with all % & Ay g pealt Sl Hlinall areny 3 jgme S Ja 30a
necessary supplies such as soap? NO ¥ S gl Jia
na O assy S5
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require comment when marked ‘No’

g sl o Y ALY s 1)

4 +
Scores Critical Areas Al ¥l PATH]
YES i .
30b. Were they adequately stocked with all % P: A rall Cle jliall asens 5 jean il Ja  30b
necessary supplies such as toilet tissue? NO Calt gl (399 Jie
Na O gy
30c. Were they adequately stocked with all YEs X an Ayl cle il e e ilS da.30c
necessary supplies such as paper towels? NO D ¥ o4 8 pol) cailiall (Jie
(paper towels are not required where fully Clidas 845 aic 4ollas e 348 ) adliall)
operational hand dryers exist) nva O @by (Y1
; k) Juladl oS
31a. Were sinks clean? ves Kl e~ L al m,,L;,‘,‘h léy;u: 'lsd?' "313
require comment when marked ‘No’ no [ ¥ gl sl o2 MY Ay s 1y .
NA [ sy
; 2k )l cols
31b. Were mirrors clean? YES pu s Ll S da 31

Al 521 Claine < 0o 31c

31c. Were hand dryers clean? YES e . = e 1t
require comment when marked ‘No’ NO ¥ e e Y Ayl s iy 3
na B amy SN olen=2 0erny W
ks ¢l sl
31d. Were dispensers clean? ves 4 i ‘m‘L" o "Y':_: gy;ud EEJT‘ 31d
require comment when marked ‘No’ Nno [ ¥ gl o " Yl s 1y
NA [ adyy
YES 1M
31e. Were toilets and urinals clean? NO D N ik Joah L cilS Ja 31e
na [ gy
. ?" = .. ‘ A -
32a. Were doors clean? ves K - 2l u'%,,u J\f‘;r‘f&&d‘: \'328
require comment when marked ‘No’ Nno [ b e S
NA [ gy
ves B
32b. Were walls clean? Nno [ ¥ Al el CilS o 32b
NA [ sy
YES pi
32c. Were ceiling clean? no O v fCida il S Ja 32¢
na [ sy
ves X
32d. Were vents clean? Nno [ N fhidss MLl calS Ja 32d |2
Na [ sy
; PR NOICRTS
32e. Were floors clean? ves X o Ll M’h"?,,', iww ’tsdT' "326
require comment when marked ‘No’ no [ ¥ gl o2 Bt AR
NA [ by y
ves
32f. Were baseboards clean? no [ ¥ A4l il ~ o flailadl 1 cailS o 32f
nva [ gy
ves DA
32g. Were grout clean? NO D ¥ feabas L3 < Ja .32¢g
NA [ gy
4
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Scores Critical Areas EIR I AN PO Jalail
ves I
33a. Were trash containers clean? NO I:l b fasdny aladll iy s S Ja 333
NA O ey
2 - - 2
‘ YES e
33b. Were trash containers not overflowing? NO D b fiaild e Al s <ilS s 33b
NA [ @iy
ves’ w
2 34. Was the restroom smelling clean & no [ v b Osn) Ldmiey Al leall dadl ) S d 34 2
fresh (without any offensive odor)? fobaall A S A
NA [ iy
> Jani alaadl b il jgail asan S a |
35. Were all the facilities inside the YES i el cmi.: IS 35
restroom in good working condition? . 5 T e
2 require comment when marked ‘No’ no O ¥ gaasll o Y e s ) 2
NA [ ey
3 2(5) s daaaall Acld o) e oAS
36. Was the Mosque premises clean? ves [1 e ( ), s ,,;:,', LLL;?E\S‘\"\: -36
2 require comment when marked ‘No’ no [ ¥ g e gl s ) 2
NA B gy
Comments: scallaadlall [ galadlt
FOR OFFICE USE ONLY 18 uisall e\.h.w' Y
Vo) B | Bl 91 2l : -
9 : : ]
% ACTUAL SCORE MAXiMum | Evaluation P
Approach and Cleanliness adlaill 5 b 89 1

Greetings and Initial Checks | &3s¥) CiSpdally cum 5l 12

Appearance and Behavior of b sl G gluy jekae |3

Staff

Service eaall 4
Cleanliness - Restroom and Clabaalt — dallail |
Mosque asall y
TOTAL & saxall
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. G PR TOTAL "
Wi erB\"or\'z‘\L 1,00 w1 () TR
Vg,agayb\on;]t RV 5.0 o6 00
TOTAL 76.00
CASH PAYMENT 7600
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