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PROJECT: ELARA - Lube Change
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SERIAL NO.

9 8

—

Pan Arab Research Center &

[ i uEmarat | 1 w5554 Eppeo / Enoc [ Bl e Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
2% [2aca ool [Sata Lae\ (e JoBPAI3]
Gender Height Built Spectacle  Beard | Mustachel Ethnic Groups
M| F |TIM[Ss]|TMI[F Yes | No | Yes [ No | Yes | No [indian [Pakistani[Filipino [Expat. Arabs] Others:
DI:IE]E]EIEIEIEIEIL__IEI O O
EMIRATE V;i:tlz’n“ AbuDhabi |  Dubai Sharjah Al Ain ‘é’:w'“ai‘:" Ajman Kﬁ:fm“ah Fujairah
O O [ O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
slalt bl ols | 3lo [b3lool oll | o2 1615 [ib3s
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday‘ Monday | Tuesday lWednesdayl Thursday I Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
vISIT VvISIT ]
O 0O O 0O O o o ad o O
1. APPROACH AND CLEANLINESS LI c,:\jéﬁj\ A
Scores Critical Areas Tt Yl PATH]
YES o o ot
1. Was there proper sign to the Lube no O q dihie Lo AYall daalgdagd s GiSda 1
changing bay? ) Sy sl
na [ sy
A YES o
3 2. \é\ﬁg:;gz(lj%be changing area clean and NO D g A e s Al ) GhiecdS s 213
nwa [ ahuy
ves [ & ) . o
4|3 Wasthere any oil leaking and falling on o X q Seacdgyalonigldia gsdr 3 4
to the floor of the lube bay ? a3l s ddkaia A (Y
Nna [ sy ?
ves B o
21 4. Were the waiting area and table clean?  NO D b Caga Al Uall eyl dihie S Ja 4|2
N R
Was the tel ves Bl o
2 5 W;imge?te evision in the waiting room NO L__l N ¢ iyl 4 e i Jes sl S Ja 5|2
nva [ shuy
ves XI o o s
6. Was the board displaying complimentary 5 7] g il Lo ekt Al calS da 6
services neat and clean? hiylad g A e dyilaall Cledall
NA [ abiy
2. GREETINGS AND INITIAL CHECKS A0 N il g cua Al 2
Scores Critical Areas Faulalt Yl Lol
37 Was there any delay in approaching ves [] p A/ gl 8 pali gl s S a7 3
customers? NO Bl Yy ol i sas Calhgall
8. Were you greeted in a friendly manner ~ YES pxd o) an i dhaa Al S ds 8
(pleasant feeling)? Nno [ ¥ $ (g
S Ja cals gall & la Clia gy a8 2la DY
5| If no, please describe behavior: Was it Lj ‘e . u};\! J:L ;fj AR
arrogant, without any expression, normal & 2 ol e “,' o
etc..... ‘.‘,__CJ\
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Scores Critical Areas Lyl N Lidil
9. Did he guide your vehicie for positioning  ygg A Ll Al M @l Gals i LG s 9
3 at the stopper and asked you to switch ’ < L j o 13
the engine off? No [] ¥ el (il of i a5l Gty
10. When asked by customer, was the 7 \ IS A8 craall (e il gall Ja Lonic 10
5 attendant knowledgeable of different YES pe ﬁ| o ).]" d:y: / ﬁ‘i] Iy e ) 5
grades of oil, filters and their relative no [J y T i &ey . W
benefits? fleda JS i a5
YES [X] ; .. .
4] 11. Did he offer the waiting area to you? NO E ": € oUanYl 48 e o Y e e o 11 4
12. Did the staff thank you as you were YES ax € e eect . .
Lil leaving? NO D y .Jamgus@ﬂ)s“guk}dlﬁbd& 1214
3. APPEARANCE AND BEHAVIOR OF STAFF S sbuy Cpibigall ghia 3
Scores Critical Areas Ala¥) ey Llaih
_ YES ek
3 13. ;/Y}zstigwﬁ)unlform of the attendant neat NO D Y0 e Gl enlal) Gl sl Gl S 1313
vA [ gwyy
YES pai y
14. Was the attendant wearing visible et Ay (5 ) 3 g gall il gl JSda 14
3 nametag? No [] ¥ o, . 3
NA [ sy
YES pd .
15. Was he able to communicate with &e dralsill e 1508 Cals gl S s .15
customer? No [] ¥ . . 3
) . RERR ST\
NA [ sy I o W
YES v -
4| 16. Was staff courteous / friendly? No [ ¥ Lkl gy g caba sl IS Ja 16 |4
NA [ gy
4. SERVICE sdaadll 4
Scores  CoticalAreas T i enw Laladl)]
( T COU P Gaail Cals ool LG
17. Did attendant check whether you need YES o Hu u,uﬂ ca ?&{ fa 17
3 top up or complete oil change? 0 o ol Sl ALY liag s i
p ge NO D Y ¢ LSl
3| 18. Did attendant check with you whether ~ YES [X] pxd A Y Ll lie s gl 3323 Jy 18
only oil is to be changed or oil with filter? No [ y € oaldll 5 w0 Al dass oy 5l Py
19. Did he check using gauge the quantity  yEs B ehiel ol it GG Gl dda 19
required to be topped up and informed e A 3 Al I G el oaliall 3
you? No [J el il L)
PO Sl s e il Gl G .
3 20. Did the attendant check for oil leakages YES p s uﬁ):ﬂt:} Al e aj:jdﬁud: 20 3
under your car from filter and drain bolt? NO D y i feu 3l
3| 21. Did the attendant drain the used oil YES A Jeadaall cy 3l S &ofi ala gl B8 o 21 3
completely from your car? No [ Y i S (e
2| 22. Did he ask whether you want the engine YES A Al el ey 5 e s da 22 >
to be flushed and did it if you agreed? NO D N felisd) 4o Jla JPLREIAY
3| 23. Did the attendant fill the correct grade as YES axd Sl Aa e 5 Ailaly Cals sall a8 da 23 3
you requested? Nno [ N el Al dspaiall J
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Scores Critical Areas Aaeduay) cLpalt Jaaiht
24. Did he request you to start engine and  ygs o aS sy o jaall i o i o e b Ja 24
3 leave it running for one and a half e dids padd Lkl Alla 3 3
minutes? no O b fiuai g 480 saa) Sl &
Tl 8 ye/Al gaia o (g i sall B b 25
25. Did the attendant ensure that the carter ves & o > 0 o
3 . e llin () 4l 5 318 A Tan Aia 3
bolt is tightened and there are no leaks? O .
NO kb S )
26. Did attendant carry out the following bl Cllia gadll o) jals calasall 8 o 26
complimentary checks: -a il
ves @ =
31a. Battery Water top up NO E] N Ul cla il 31a.
NIA D gkl ¥
YES o
31b. Coolant Water top up NO ) coolant/s yll els AiLal 31b.
na O ahy
ves [X o Y148 jall Jib LP FERN| 31
31c. Auto Transmission Fluidtopup  NO [ ¥ o S ) s C:
na O ahsyy
ves XI a
31d. Brake Fluid top up no [ ¥ oLl ey dlal 31d.
na O siyy
YES X ax
31e. Gear Oil top up no O Y cos i allcnydlal 3Te.
na O swuy
ves 4 o
311, Air filter cleaning no O Y ol glicubs  31f,
na [ gy
ves 4
31g. Wiper Water top up Nno O N s ol laliaad ol 4l 31g.
na [ asuy
ves ] o
31h. Clean engine using air gun NO D Y ehsgll Getasa plaatuly el caylats 31h.
na [ sy
ves X T E .
3127 Were any of your questions related to 0 ?’; dabaiall Gl (e gl Ao WY i da 27 3
lube change answered? NO ey Ml dpleay
na [ asuy
. , T YEs Bl 0 ae e Gebepan bl il 28
3 28. ‘t:r)wlg (t:t;? ;taff place the mileage sticker in NO D N ol 13 Gm Al /) yia sLSH 3
wa [ sy @l
ves B =
4| 29. Were you offered a receipt voluntarily? ~ NO [:_] 4 ehobial 2 Juag e jme da 29 |4
na O sy
5.  REST ROOMS AND MOSQUE el g (alaal) feull 55) Bl i 5
Scores Critical Areas FI I REAN PR laih
3 _ ves R = " . 3
30a. Were they adequately stocked with all 0 . Ay gl il il apan 3 jeae <uilS Ja 302
necessary supplies such as soap? NO Soghall Jia
na O gy =
3
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Scores Critical Areas Llall el L
_ ves O T o
30b. Were they adequately stocked with all NO v oo el Sla3ludll wass 3 jene cuil Ja 30p
necessary supplies such as toilet tissue? Cult gl 5, 99 Jie
VA [ gkyy Cwldr (5,0 309y GG\
30c. Were they adequately stocked with all ves [ aa A el Sy & 8 e Tl Ua 30T |
necessary supplies such as paper towels? No (X ¥y 048 ) ol Chdilial) i
(paper towels are not required where fully Clding Ji g5 aie Ayglh, e iyl chdliall)
operational hand dryers exist) N/A D Gubi ¥ Lo L9 o Lwo Y>) 91,1:1) (A AM‘“&
’ N - Y" I3 l.'- T -
31a. Were sinks clean? YES K] p ol ‘,,Y,,d‘f L};;—‘f L.Slsd?{ﬁ'ra—
require comment when marked ‘No’ Nno [J ¥ sl o MY sy =
- N/A D Gl ¥
- RS RRIER
31b. Were mirrors clean? YES px 2 al " ,,l,'"i” ra:LiSdT.‘.Mb
require comment when marked ‘No’ NO Y T2l o2 MY eyl i 1y
- N/A D Gbip Y
31c. Were hand dryers clean? YES D pd . ?‘:ﬂm Ls'\:,i,‘ﬁu:‘ qu\sk;l: "31C
3 require comment when marked ‘No’ Nno [J ¥ .'_C’“"}‘] e T A ¥ s 1y
NIA . Ao (}glc)\pﬂ?ﬁggﬂ
- R TR NER
31d. Were dispensers clean? ves [ px . ‘m'& u’ghf]yﬁhiu ‘ulSLSdT "31 d
require comment when marked ‘No’ Nno [ b T2l o Y eyl s 1y
NA [ sy
YES pd
31e. Were toilets and urinals clean? Nno [ ¥ bk ol L0 il b 31e
VA [ gayy
V . ?" . . R -
32a. Were doors clean? YES s ol M’T,L‘J,:’,'liy ‘ r'“ EKJT "328
require comment when marked ‘No’ Nno [ ¥ Tl o MY Yl il 1y
e N/A D @bl ¥
YES psd
32b. Were walls clean? No [ ¥ A4k Ul cailS Ja 32p
NA [ sy
YES o
32¢c. Were ceiling clean? Nno [ y fiali Al IS U 32¢
A [ sy
vEs K
2| 32d. Were vents clean? no O v ik MUl oS J 324 [ 2
NnA [ gmsy
- Were floors clean? YES m e i om..??f;ﬁﬁ;? "328
require comment when marked ‘No’ no [J ¥ Tl o MY AR Y s 1y
- N/A D Gehiy ¥
YES pad
. Were baseboards clean? Nno [ N ek el &5l [lilall )50 il Ja 30f
NA [ gy
YES pad
32g. Were grout clean? NO D ¥ faadas L3 IS Ja .32g
nA [ Gy
4
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Scores Critical Areas Aol claall PATH]
ves XI
33a. Were trash containers clean? NO D b failas Aaladll cily gla S Ja . 33a
5 NA [ ey ”
ves b e |
33b. Were trash containers not overflowing? NO D ¥ faild e dalaill iy gla S Ja 33b
NA [ iy
ves L ] |
2 34. Was the restroom smelling clean & no [J ¥ &h 05) Adaia s Aipai sleall Aa3) ) S s 34 2
fresh (without any offensive odor)? aleall 3 gy S A
NA [ assy
2] 3 Saxd alaall A Gl jeadll aaea <€ Ja 35
35. Were all the facilities inside the YES o P e e U,
restroom in good working condition? L. = T ey
2 require comment when marked ‘No’ no O ¥ el o2 Y A S 1Y 2
NA [ asiy
X 3 $(5) ki dawd) deld ol e (IS
36. Was the Mosque premises clean? YES e ( ), g i ,,:;, LL‘;;’“_".’LS Tf: 36
2 require comment when marked ‘No' ~ NO O v gt oA sl At 2
NA [ by
Comments: s\daaiall [ gabedll
FOR OFFICE USE ONLY LB Cigal) ?Mﬁuy
Aaall JaRL Ll Jed sl . .
0, g . . il
& ACTUAL SCORE |  maximym__ | =vatation et
Approach and Cleanliness Aglkall 5 o vt 1
Greetings and Initial Checks | &Y} iSeilly wua il |2
g{)apf?arance and Behavior of ol pall ol s sedae 13
Service ieadlt |4
Cleanliness - Restroom and Slabaall — Aaladl) |
Mosque dauall g
TOTAL £ gaall
5 +
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A S/5 916 i
N _AREA |
rRTBUTION !
DHABI
ESORIRTION QlyY  PRICE TOTAL ‘
VoyagerBronz4l 1,00 50.00 50.00
VovagerBronzil 1, 00 13.00 13.00
TOTAL 63.00
CASH PAYMENT 63.00

You woire served by Operaton
DATE 30/05/2012 16:34 71 4480

THANKS FOR SHOPPING. .

1
53 01







