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PROJECT: ELARA - Lube Change

"~ SERIAL NO.

Py
Pan Arab Research Center &

O« Emarat 10 a8 Eppco / Enoc / &5 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name . . Number
loeD Asovi AziZl | [5[9[0[Q
Gender Height Built Bpectacled Beard Mustachel Ethnic Groups
TIM[S |T [M]F [Yes]| No|Yes| No|Yes[ No |indian [Pakistani|Filipino [Expat. Arabs] Others:
IZDIEIDE]E]E]IDIIDDDD X O
EMIRATE V;z;tl‘;:‘ Abu Dhabi |  Dubai Sharjah Al Ain gTJv“a:: Ajman Kﬁ:ism“a'h Fujairah
O X O O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out |
al219] o]z [ 2Jg [ alg | olo lola \uisgis:io
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
visT TS0 O O vsr | 0 O 0O O O O
1. APPROACH AND CLEANLINESS «48Uail 4 g.sbﬁjﬂ 1
Scores Critical Areas Tl el PALH]
ves X - .
1. Was there proper sign to the Lube no [ y dihie e dYalldaalgdagd dus gSda 1
changing bay? Ty i s
na [ sy
. ves X &
3 2. \é\:::r:igzcl‘%be changing area clean and NO D Y S ey i ) i dibieciS da 2 (3
nA [ shiy
ves [0 ) ‘
4|3 Was there any oil leaking and falingon ' 3 g e de ds il s g s S a3 4
to the floor of the lube bay ? Sy e dikaie & Q)Y
na [ sy
ves X ax
21 4. Were the waiting area and table clean? NO O Yy faada; A gUall y Uiyl dshie il da 4|2
va O iy
o N ves &
2 5. :l/vvoa:ls(i;hge?telew&on in the waiting room NO D N ¢ Lyl dje Jans cseoilill S Ja 5 (2
nva [ seny
vEs M a o . ‘
6. Was the board displaying complimentary ] q dLaili lgle pelat Al da i el da 6
services neat and clean? $dauat y 43 ye Aulsall Cilaaall
va [ sbuy
2. GREETINGS AND INITIAL CHECKS SISl cua il 2
Scores Critical Areas Lol el Jaladl
3| 7. Was there any delay in approaching ves [] pr adifl B 3 el gl e S ds 7 3
customers? no 4 Yy Sl gaa Cala gall
8. Were you greeted in a friendly manner ~ YES X pr sl s,k s i da 8
(pleasant feeling)? No [ Yy ¢ (z A
S Ja rcala gall & gl Caia ga a8 sla Y 1)
51 If no, please describe behavior: Was it Lj se . Lj;l )j; . j:_“:j 5 ),‘ ‘15
arrogant, without any expression, normal ¢ > Lk D3 o
etc..... L.
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Scores Critical Areas Al el Jatail
9. Did he guide your vehicle for positioning YEs [X ; Ll S 1 el b Cals ol LG
3 at the stopper and asked you to switch M ::“ S "J j,A i 5 e d‘ 9 3
theengineoff? NO D N .d)aﬂ‘i,ik;u‘dugﬂjaja)w‘uhﬂ}(
10. When asked by customer, was the . IS da el (pa cals gt Jan Laric 14
5 attendant knowledgeable of different ves [ v ::j_:" - ‘ )ll CJL:"J / ‘}.?j !y e 10 5
grades of oll, filters and their relative Nno [ v I = e y. A
benefits? flede JS i 4
YES y .. .
4| 11. Did he offer the waiting area to you? NO g “: LYl 4 je 8 syl elle ja e o 11 |4
12. Did the staff thank you as you were YES ad et N .
4 leaving? xo [ g S Ly o S Gl i 5 s 12 |4
3. APPEARANCE AND BEHAVIOR OF STAFF (S sl g Cpiligall jgkia .3
Scores Critical Areas Ay <Nl I H]
. YES pa
3 13. Z\r/;sﬁ?;?umform of the attendant neat No [] Y ey Gl enlall iy sl ol JS da 1313
nA [ geyy
‘ YES as N
3| 14. Was the attendant wearing visible no [ q ok Ay (o3 ) 3 5a sall il sall S b 14 3
nametag? $r pam danl lgile
NA [ ssuy
YES .
3| 15. Was he able to communicate with no [] g &o deal il e 108 Cala sl IS Ja 15 3
customer? N ol
NA [ smuy
vEs . a
4| 16. Was staff courteous / friendly? No [ b fahal/lagny Cabsdl G Ja 16 (4
NA [ ssuy
4, SERVICE dandll 4
|Scores Critical Areas Lol Nl JRER]
= P S O G Gl Gl AT G Ja
17. Did attendant check whether you need YES X i w uu)&d P }‘J f 7
3 top up or complete oil change? S5 i ol )l Al g st s 3
pup p ge NO D y ¢S,
5| 18. Did attendant check with you whether ~ YES X pax S 1Y L e Cala sall 3ias Ja 18 3
only oil is to be changed or oil with filter? NQ O Y € a5 3l dadd ol s
19. Did he check using gauge the quantity ~ vES [ ant a5l Gl (5 giae (aliy cala sl B8 Ja 19
3 required to be topped up and informed i Al 3 Al G el ulaall 3
you? Nno [0 v Sl Sl 5 gLy
+ Cm Sl o e Gl iy 5
3 20. Did the attendant check for oil leakages YES g o wuﬁjft: )ﬂﬂ\.' }:J“j ,Jﬁ 20 3
under your car from filter and drain bolt? o O g S L 0T
N ol
3| 21, Did the attendant drain the used oil ves 4 o daniosall 3OS it Call sall S8 Ja 21 3
completely from your car? Nno [ M) el Jhw e
2| 22. Did he ask whether you want the engine  YES M el Je s of il o 22 2
to be flushed and did it if you agreed? Celidd) sa Jla 3 el
NO b 54 ot
3| 23. Did the attendant fill the correct grade as  YES A Quslhda /e g ALl Galh gl GlE Ja 23 3
you requested? Nno [ y flgilla Al dapaiall
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Scores Critical Areas FEWRTA (R PN Latai
24. Did he request you to startengine and  ygs [XJ a8y @ paall Jaatis o st o) e lla Ja 24
3 leave it running for one and a half Y iad Y s sadl sl Al 3
minutes? no O ] fualy 438 52l Jaial o
. 148 je/ad galea o (o cala gall S5 Ja 25
25. Did the attendant ensure that the carter YES E ™ )] )j i san
3 bolt is tightened and there are no leaks? i ol 4l LS 3 P A2 3
9 “ no O 3 7 31
26. Did attendant carry out the following Llaall i saill of sl cabasall Qla Ja .26
complimentary checks: saaualf
ves X m
31a. Battery Water top up no O k! A tadl ele ddlial 3a.
na O sy
YES pad
31b. Coolant Water top up no OO0 v coolant/s sl sladils  31b.
A [ sy
ves X - Y138 jall JIU jlea ) Al 31
31c. Auto Transmission Fluid top up NO D k| YA JE T c
(O syl yill)
na [ sbsy
ves A~
31d. Brake Fluid top up no [ ¥ Jajllcyydla 31d.
na O akiy
YES ol
31e. Gear Qil top up no [ b oo [l 2y Adla) 31te.
va [ sssy
ves A~
31f.  Air filter cleaning no [ ¥ gl ks 31f,
na [ iy
ves XA
31g. Wiper Water top up NO [:] b gla i Clalieal cle dilal 31g.
nva [ sbuy
ves B
31h. Clean engine using air gun no O Y elsell (et pladiuly o el Cais 31h.
nva O Y
ves X S T .
3| 27. Wereany of your questions related to 0 ?: Aleiall lilind (e 5) e AdaY) G 27 3
lube change answered? NO NGITR\ VTP L W P
na O adsy
, , o yes O m 21 (e ke s il gall a5 Ja 28
3 28. t[:}n;i (t;t;? gtaff place the mileage sticker in NO E N g L3 u-‘“ a8l /sl sia LS 3
nva O FRRAN €5l
ves B
4| 29. Were you offered a receipt voluntarily?  NO |:| Yy L i) Wil Juaydile e Jo 29 |4
na [ aduy
5.  REST ROOMS AND MOSQUE aaaall g (alaadl foull 55) Aal ) B2 6
Scores Critical Areas Ll el Jalail)
3 YES ; 3
30a. Were they adequately stocked with all [ P: iy ) gl Gl lisall azens 3 jeme <ilS Ja 30a
necessary supplies such as soap? NO SO glall Jia
nA [ asuy
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Scores Critical Areas LI AN POR PAYHI]
. YES o o
30b. Were they adequately stocked with all O] g Qs pall il el area 5 jeas culS o 30b
necessary supplies such as toilet tissue? Sl g3l 5599 Jie
vAa [ sy el
30c. Were they adequately stocked with all ves [ ax s pall Gl liall aaenn 5 g0 <€ o 30c
necessary supplies such as paper towels? NO D ¥ ¢48 9_1’ iddliall Jie
(paper towels are not required where fully — Slidae 86 vie dygllaa e 48, Cailial)
operational hand dryers exist) N/A Gy ¥ (EY Al
- TIPSR
31a. Were sinks clean? ves X e ol “ﬁ'%fyrf‘§sd?‘.31a
require comment when marked ‘No’ no O ¥ gl o Al il b
NA [ gy
= - CTRRTNERER
31b. Were mirrors clean? YES X aud L 4"";: 2 ij‘““jlisd‘:l'm b
require comment when marked ‘No’ no [ b sl (o MY A s 1y
NA [ gy
- AR RN
31c. Were hand dryers clean? ves X o ) T‘Lu gé:z(;—:h:n ‘ulslsdr |'31C
3 require comment when marked ‘No’ no [ ¥ ool 2 Ayl cals iy 3
na [ gayy
4 . faaylai 4 eliall clasle culg
31d. Were dispensers clean? YES X o o o R ,,LSJT."Md
require comment when marked ‘No’ no [ Yy grasill (o2 el il )
na [ gny
ves I
31e. Were toilets and urinals clean? Nno [ y faiai ol Sl S s 31e
NnA [ Gy
D : L PN
32a. Were doors clean? YES S P ) :'y" " f:;r‘f 'LSJT' ‘.32a
require comment when marked ‘No’ no [ b sl (o2 " ALY s 1y
nva O giuy
YES I
32b. Were walls clean? No [ N el el <ui€ Ja _32b
NA [ smuy
ves M
32¢. Were ceiling clean? NO |:| ¥ Sadas Cadldl oS Ja 32¢
Nna [ gwuy
YES A
2| 32d. Were vents clean? Nno O Y fhadas MUl il Ja 329 | 2
NA [ gy
32e. Were floors clean? YES E i L ! *",,‘;,%“f‘f;f‘ffsd"‘."3ze
require comment when marked ‘No’ no [ Y grasl R
NA [ Gy
ves K
32f. Were baseboards clean? Nno OO ¥ fakai sacldll ~ o flailall i3 el Ja 32f
NA [ gy
ves XX
32g. Were grout clean? no [O N feads WU 08 Js 32g
va [ gy

o>
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Scores Critical Areas Agadadl) ¥t Jalail
YES o
33a. Were trash containers clean? NO E] b faaadas ol b gls cuilS Ja 333
NA [ abuy
2 = " 2
YES p
33b. Were trash containers not overflowing? NO D Y faails e daladll il gla il Ja 33b
NA [ @iy
vesP o ,
2 34, Was the restroom smelling clean & NO D v s Os) Lliate s Aidai oleall Aadl ) cilS Ja 34 )
fresh (without any offensive odor)? folenll B Ag S AN,
NA [ gy
P H Jaxd alaall & O sl agea S Ja 35
35. Were all the facilities inside the YES e £ o= tﬁ: S
restroom in good working condition? . - T e e
2 require comment when marked ‘No' No [ K e sl (o2 YT ALY calS 1) 2
NA [ iy
3 9(5) cudai aaall Zeli S e IS
36. Was the Mosque premises clean? ves [ e (b). }Edt : ..:;. LL?\L‘M'Q&S T: 36
2 require comment when marked ‘No’ Nno [ ¥ kel e el 2
NA B gy
Comments: rclBadlalf [ gadadlt
FOR OFFICE USE ONLY Ja8d i€all PAKENOW |
Aacaall Jaladl) LAl oY) sal) ;
9 : luation: wij
o ACTUAL SCORE Maximum | Fvaluation P
Approach and Cleanliness A8lall 5l 8V |1
Greetings and Initial Checks | ,Y) ciSpiall s cam il (2
Appearance and Behavior of iy ol 1
Staff Gt sall by e 13
Service 1.2l |4
Cleanliness - Restroom and Clabeadt — Adadl) |
Mosque Saall 5
TOTAL £ gaxall
+ 5
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!
-

.i'ﬂ .

AL MADINA §/5 - 929
SHLAM STREET, BEHIND ADCB
oy DHABL, TEL & 02 - 6717790

DESCRIPTION. ~ (GTY PRICE
voyagrStiveril 7,00 14,09

CTOTAL

DASH FAYMENT

Y2U HEre ger JPC D Dp&ratdr 1
DATE 3870372015 15710 T+ 83 o1

Tharks for ShoppTRg ...

MEAD CBG

TNOC ﬁISTRlBUTION

TOTAL
98,20

98.00
38.00

4693

PaGE

B82/62







