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PROJECT: ELARA - Lube Change

SERIAL NO.

9

4%.
Pan Arab Research Center E

Dabh) Emarat / D & 5l <o Eppco / Enoc / B\é}h\ Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number t;lame o Number
1043 habbi ¥ 6414145
Gender Height Built Spectacled Beard Mustachel Ethnic Groups
MI1F JTIMIS|T [MITF |Yes[No [es | No | Yes | No |indian [Pakistani[Filipino [Expat. Arabs] Others:
RoOomoOoOoROOKOROR®E O O O |
EMIRATE V;‘::tlz:‘ Abu Dhabi |  Dubai Sharjah | Al Ain g’:v';‘aﬁ,' Aman | RaSM 1 Fujairan
O K O O O O O O W
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
| ' . 0
g1 5l 019 [6]3 ] 613 [ ol [ ol3 |lei3210:56
07:00- | 10:01- | 13:01- | 17:01- { 20:01- Saturdayl Sundayl Monday I Tuesday lWednesday] Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
visT T 0 0 o st | [ R O O O O O
1. APPROACH AND CLEANLINESS TR PR I |
Scores Critical Areas Al a¥Laall Jatall
ves D4 A .
1. Was there proper sign to the Lube no [ q dshie Je AVl sl jdadalia g8 da 1
changing bay? Sy My
na [ sy
_ vEs [
3 2. \é\:s:;ir;é%be changing area clean and NO D Y ey Ak cy ) et Akl S a2 3
NnAa O sy
ves [] . . s
413 Was there any oil leaking and fallingon y Soae dyg il oy gl dia g8 a3 4
to the floor of the lube bay ? S Mt dslaie & )Y
nA O sssy ?
ves [
21| 4. Were the waiting area and table clean?  NO | ¥ agay al all y etV dahie cilS a4 |2
na [ sy
. ves [d
2 5 Woarlsdt)hge?telewsaon in the waiting room NO D 9 ¢ V) e 3 Jans Ol S s 52
na [ sy
ves [ . s A
6. Was the board displaying complimentary o ] g Al lgde jedn Aldasadhculs Uy 6
services neat and clean? ®iadai g A ye Ayl Cleasd)
wAa 8 shiy
2. GREETINGS AND INITIAL CHECKS A clludall g cua il 2
Scores Critical Areas Faulud) c¥flaall AR
3|7 Was there any delay in approaching ves [ pa s/l i 2 pali gl s o8 s 7 3
customers? NO y SOl s Cala gall
8. Were you greeted in a friendly manner ~ YES E e sl A A8y o cam N 5 a8
(pleasant feeling)? Nno [ y ¢ (o e
\Sdmg_da \tﬂ aa “’\_\ ‘\J\J\
5| If no, please describe behavior: Was it Lf e < \:;! ﬁ; . j;i c.' J¢ 15
arrogant, without any expression, normal e Rl 08 5 IR R
etc..... C'“
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Sco

res Critical Areas Gt ¥ Jalaids
9. Did he guide your vehicle for positioning  ygs m A il S Gl 5 Ja g
3 at the stopper and asked you to switch N om ol - . O 13
the engine 0ff7 D M .kﬂ)ﬁ.‘dlzsihu kﬂ.mk—l."bj o)l.).m.“ L.BLQ;:‘Y
10. When asked by customer, was the . S b cdianll e Cilh gall s Lot
5 attendant knowledgeable of different YES m e i:jdji - ‘ J!i Q:A_) / ‘J}J ]y 10 5
grades of oil, filters and their relative no [ y S = ) &0" ) ; o=
benefits? ) Pleia JS il b g
YES i .. .
4| 11. Did he offer the waiting area to you? @ O & STV A8 e 8 Y e e da 11 (4
Dip MO 0FF2L 10Tl w Akep  NO %] v
2. Di ) YES " ey N <
4 1 'vazze’?staff thank you as you were P © ol S Ly o iy il pall A 12 (4
97 DionioT Sp4 ek 465 NO K ¥
3. APPEARANCE AND BEHAVIOR OF STAFF S slug Cuiligall jghia 3
Scores Critical Areas Al Y Laall Ja
. YEs [ w
3 13. gzsti?;)umform of the attendant neat Nno [ Y L e Gl el Gl sl Gl S Ja 1313
nvA [ sy
YES [d N ~
3| 14. Was the attendant wearing visible No [ q e Alay (535 53 253 gall ol pall IS Ja 14 3
nametag? a4l Ll
vA [ sy
ves @ w )
3| 15. Was he able to communicate with No [ g & dealsill e 18 Galasall S o 15 3
customer? ST\
NA O sy
YES P4
4| 16. Was staff courteous / friendly? NO D ¥ flkal/lagay bl K o 16 |4
NAa [ sy
4. SERVICE daddll 4
Scores Critical Areas T T e T Lot
\ : 208 O oy il e sall 6 n
17. Did attendant check whether you need ~ fES 0y o = uu)‘d . }Al ¢ 7
3 top up or complete oil change? 0 o ol ALY i b ) 3
' Nno [ b ¢ LSl
| 18. Did attendant check with you whether ~ YES 4 px 21 Lad ol Cala gl 3883 Ja 18 3
only oil is to be changed or oit with filter? NO [ N ¢ alall e 30 L ) as
19. Did he check using gauge the quantity ~ YES i el Sl s by il sall A5 Ja 19
3 required to be topped up and informed R T ST [ RV B IS W WA | 3
you? NO AD b el il § sl
3 PO el Ga il il sl B
3 20. Did the attendant check for oil leakages YES oo k_eﬁ 7?5: )‘ﬂﬂf . }\i; JA 20 3
under your car from filter and drain boit? 0 SR A
ey 3l
3| 21. Did the attendant drain the used ol YES P Janlead) 30 US G iy calagall 5 o 21 3
completely from your car? NO D y EEI R WY
o | 22. Did he ask whether you want the engine  YES Y%} o i adl dae x5S o eliln da 22 5
to be flushed and did it if you agreed? Nno [ N Taliddl g0 Jla 53 elly
3| 23 Did the attendant fill the correct grade as  YES b axd Sl A ofp 55 Al Calasall B8 Ja 23 3
you requested? Nno [ y Neulha Al Anpaiall
2
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Scores Critical Areas Aulult claall Lalailt
24. Did he request you to start engine and  ygs X o 4S iy el Jmdi a5 o dlie call b .24
3 leave it running for one and a half O e ias « Aido 2aal il Ala 3
minutes? NO k! 3 g <
3 25. tI?id the_attendant ensure that the carter YES p qiﬁ);ﬁﬁjli\:%ﬁf{ﬁ 25 3
olt is tightened and there are no leaks? NO D y eyl
26. Did attendant carry out the following Lilaall clia il ol ol calagall A8 Ja 26
complimentary checks: -aglull
: YES ol
31a. Battery Water top up NO EI ¥ el ole ddl) 31a.
na [ sy
YES o
31b. Coolant Water top up no O Yy coolant/s yall el 4L 31hb.
nva [ ahiy
YES E - YAl i e <y )y Al 31¢c
31c. Auto Transmission Fluid top up NO D N * (C'JJJ‘::‘“‘:’U:‘“i '
na [ ahyy
YES o
31d. Brake Fluid top up no O N Jojill cyy Bl 31d.
na O by
ves M
31e. Gear Oil top up no [ y sl mllcyy el 3le.
na [ sy
ves 4
31f.  Airfilter cleaning no O Y el gl caks 31F,
I EEY
ves Kl
31g. Wiper Water top up no y e Claleal ols Al 31g.
nA [ iy
ves A
31h. Clean engine using air gun Nno O Y el sl Getess ity & el e 31h.
na [ sy
3127 Were any of your questions related to :l(E)S % e’; dalaiall dlilind G sl (_,—lﬁ 37'\—.3‘;1‘ \—w da 27 3
lube change answered? e M s Alany
NA [ shuy
: - ; © .
3 28. chicej ‘t:t;? rs)taff place the mileage sticker in :lis % ?’; Adﬁém_ﬂﬁmﬁﬁ;\jﬁ 28 3
' A O iy €5 sl
ves K =
4| 29. Were you offered a receipt voluntarily? ~ NO D ¥ G kst A3 Jayelie (aye da 2914
NA [ sy
5.  REST ROOMS AND MOSQUE awaall g (plasdl et 53) A1 N G 5
Scores Critical Areas Lucalua¥) ¥l Jataihy
3 30a. Were they adequately stocked with all ves B Ay 5l il iusall aana 3 jeae S o .30a 3
necessary supplies such as soap? NO D ¥ 9 gball Jia
Nna [ gy I
3
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Scores Critical Areas

Al L Lalai

30b. Were they adequately stocked with all

ves Al

:"JJJ.)"'.“]‘ QLAM‘ e B e <ils Ja  30b

- g no [0 v o o
necessary supplies such as toilet tissue? <l 43 (@9 Jie
NA [ sy
30c. Were they adequately stocked with all ves [ pad Ay pall e 3l & e S Ua 30c
necessary supplies such as paper towels? NO D ¥ $48 1ot Cadliall Jia
(paper towels are not required where fully Cliiaa jisivie dygllaa e A4, 4l hiliall)
operational hand dryers exist) NA B sy (G391 )
- TSR
31a. Were sinks clean? ves I e ol wi}:l:»h:y‘t-\j‘-isd?‘.31a
require comment when marked ‘No’ no [ ¥ are sl om MY AaY) cals 1Y)
NA [ sy
; RIS
31b. Were mirrors clean? ves I wi il 2 fy‘u 'lsdT' "31b
require comment when marked ‘No’ Nno [ ¥ sl on o MY ey S 1Y)
NA [T sy
; faaka3 V) Cliis e il
31c. Were hand dryers clean? ves bd o o gl - "Séfé,,",' Lyl '\Sd;‘.31c
require comment when marked ‘No’ no [ Y T e 3 A i )
nva [ gy
s faatas ) slall CliSle il
31d. Were dispensers clean? ves Y p .}3’_“ o "y:_'i_.{.;yrf .1_:)?5"31(1
require comment when marked ‘No’ no [ b T o> Tl
Na [ gy
ves [
31e. Were toilets and urinals clean? no [ N faddy Jpal ) il Ja 31e
vAa [ gsy
5 faadsy ol oW culg
32a. Were doors clean? YES an il "..y..\—‘;\fyﬁ .\Sdﬁ:h|.32a
require comment when marked ‘No’ no [ ¥ Gt e AR
Nna [ gy
ves
32b. Were walls clean? o O ¥ ik el calS Ja 32D
NnA [ gy
ves D4
32c. Were ceiling clean? no [ ¥ Tk Gaall oK 320
Nva [ sauy
YES pi
32d. Were vents clean? Nno [ Y fAgdas MUl col s 32
na [ ssy
; fasky Slua Y1 ilg
32e. Were floors clean? YES EI X . al wﬂ,,\y,j&fw A ‘lsdelee
require comment when marked ‘No’ Nno [ ¥ gl o2 A
NA O gy
ves [d
32f. Were baseboards clean? Nno [ N ik saeldll & 5l Milall )5 cilS s 30f
NA [ gy
ves Bl
32g. Were grout clean? No [ ¥ fadas Lol IS Ja .32g
NAa [ sy
4
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Scores Critical Areas Tole§) el Lalad |
ves [ o
33a. Were trash containers clean? no [ b faadas Aaladll iy sla il Ja 33a
5 NA [ asby
ves A &
33b. Were trash containers not overflowing? NO D b Taaild e Aeladll clysla il Ja 33D
NA [ gy
YES S I .
9 34. Was the restroom smelling clean & no [0 ¥ s (15) Liada s Adadad leadt 231 S .34 2
fresh (without any offensive odor)? falanll 2 gy S A
NA [ asiy
; Jaxd Aasll 8 & eadll aea cilS da 35
35. Were all the facilities inside the ves [ plasll o el gy
restroom in good working condition? L. R e it
2 require comment when marked ‘No’ no O ¥ el o2 Y Y S 2
NA [ asuy
3 () ol dasal) dcld g e OIS
36. Was the Mosque premises clean? YES D G ( ). ,%l\ ’ ,,;?, Z_LL;?A'L')\S%T .36
2 require comment when marked ‘No’ Nno [ ¥ ok A 2
NA P ey
Comments: scallaadlall [ gatadll
FOR OFFICE USE ONLY 188 aigal) ?\.\SIWY
Aaual) Lkl Lial Jed sl . .
0, . . . ", ‘
h ACTUAL SCORE MAXIMUM | Evaluation A

Approach and Cleanliness Aalall g ot EYY |1

Greetings and Initial Checks A il 5 s A1 |2

Appearance and Behavior of

oriba gl Aglus et |3

Staff

Service eaall 4
Cleanliness - Restroom and Gilaasll — 43l |
Mosque dasall
TOTAL £ ganall
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SERIAL NO.

N Y

t 2
AL A

FRYIISe TS Yo ) .
ABLE D sy .
VLTI 0N 0y PRIE
VWEESITveril 40 14,00 .
YOI, GO0
)
CAS PAVMONT §5.09

Yo wene cervad by
DATE Qsnnggiy 3

MHANKS 1 G a0 TNG .

01 gk

T







