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PROJECT: ELARA - Lube Change

2
Pan Arab Research Center E

e wemarat [ O @i Eppco/Enoc | B @53 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
VDS Roac, e (Ve [3¢pbMaMat HERE
Gender Helght Built  [Spectacles] Beard | Mustachel Ethnic Groups
MTF JTIM T [ M | F |Yes| No|Yes] No | Yes | No |Indian [Pakistani[Filipino [Expat. Arabs] Others:
.DDD.DDDDEDDD O K O
EMIRATE ";:;2’: Abu Dhabi Sharjah Al Ain g’l'l“:v"ai‘: Aman | (R3SA T Fujairan
O X O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
— — \ — - ’
ol ADR]lolB [ 2\ Ll | o122 | ol\ R0 w920

07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday| Monday I Tuesday |Wednesday| Thursday \ Friday
TIME OF | 10:00 | 13:00 | 17:00 [ 20:00 | 24:00 | DAY OF
visiT ¥ O O O O VISIT O O [ O | O
1. APPROACH AND CLEANLINESS Ak ¢ g\)ﬁ‘g\ A
Scores Critical Areas Al ¥l Jalailt
YES P A .
1. Was there proper sign to the Lube no [ q ahis o A¥alldaial jiagl dla S da 1
changing bay? Syl s
nva [ asay
. YEs B4
3 2. \c/)\:gasr:igzég?be changing area clean and NO D S5 e Ay 3l s Aikie cilS a2 |3
na [ sduy
ves [0 = . .
4|3 Was there any oil leaking and falingon . X q Sle 4o s Gl st gl s G a3 4
to the floor of the lube bay ? 3l e dikaia 8 LY
va O skiy
YES [X o
2| 4. Were the waiting area and table clean? NO [] Yy Saadat A Ually Sl ddhie cilS a4 (2
na O asuy
w vicion B ves K
2 5. woarii:\hge?te evision in the waiting room NO D N ¢ jUiy) u); R sl S ds 5|2
na O aduy
ves B o~ e
6. Was the board displaying complimentary 0 q Aaild lgde jedat Al dasll culS a6
services neat and clean? 43,03 5 A5 ye dlaall cileadldl
nva [ abuy
2. GREETINGS AND INITIAL CHECKS AN sty cua A 2
Scores Critical Areas Al el Ll
3|7~ Was there any delay in approaching YES [] px e/l B8 8 el gl s S da 7 3
customers? No B4 Y ol e cals gall
8. Were you greeted in a friendly manner ~ YES 5 G Gslal) a2 s 8
(pleasant feeling)? No [ Yy S (z o
TS O il gall & s i g1 28 2y <Y 13)
5| If no, please describe behavior: Was it Li e . L:;l . ):\; j:ﬁ PRI 5
arrogant, without any expression, normal & o e DED M. 4
etc..... ?_,_CJ\
+ 1 +
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Scores Critical Areas Ll cYlaall Jalaitt
9. Did he guide your vehicle for positioning YES [X] ; Ll Sl I @l b ks o) S
3 at the stopper and asked you to switch = e~ :,_: ‘L_) o ‘:‘l‘..s_\:g_ik . h}ji ¢ ;}; -9 3
the engine off? O ¥ T adl ki RS ol ey,
10. When asked by customer, was the , S b cdpeadl e il gall Jipas Laric 1
attendant knowledgeable of different YES E o ‘fhu e L }d il 10
5 g . - ul‘)ﬂdbuﬁjiubjd/&‘yi;w?k 5
grades of oil, filters and their relative No [J y . AR
benefits? Tleia JS 21 4d g
YES |X i .. .
4 11. Did he offer the waiting area to you? NO E ?: oYl Ad e b syl dlle (e Ja 11 (4
4| 12. Did the staff thank you as you were YES px ¢ 55 S Ly o Sy i gl 6 b 12 |4
leaving? No [J N tJ S ¢ :
3. APPEARANCE AND BEHAVIOR OF STAFF saeS by Cpiligall Lelia 3
Scores Critical Areas Ll Ll PRI
_ ves K w
3 13. Z\rlzstitdh;?unlform of the attendant neat NO D Y 9L e Gl emlall il sl Gl S Ja 13 (3
NnAa [ sy
ves [ w . .
14. Was the attendant wearing visible o A8y (51 5y 350 sall il gl S U 14
3 no [ ¥ A 3
nametag? ec_}.u:}.l Al L«.__ll‘:
NA [ sdiy o\l
YES p .
15. Was he able to communicate with & daalsill e 1508 Cals sl S Ja 15
3 Nno [ ¥ - 3
customer? Ol
vA [ sdyy
YEs I
4| 16. Was staff courteous / friendly? No [ Yy fladal/fa oy Calagdl S Ja 16 |4
NA [ sy
4. SERVICE daadll 4
Scores Critical Areas Ll el Ll
: 23S O Al Cabs gl A8 .
17. Did attendant check whether you need YES & e u u uﬂ P fj f‘ A7
3 top up or complete oil change? Sd ol 3l ALY s s Ll 3
P ge- NO D b ¢ al<Il
4| 18. Did attendant check with you whether ~ YES e DA S Y Lad lio Calssall (G8a3 Ja .18 3
only oil is to be changed or oil with filter? No O N ¢ lall g g M A dad 3l s
19. Did he check using gauge the quantity ~ YES [X] aat elaiuls Syl (g g ity (ol gall G5 Ja 19
3 required to be topped up and informed G (Al S I Gajanll gl 3
you? no [ fellyy el il
2 L e Ml Gt g (il il ol LG Oa
3 20. Did the attendant check for oil leakages ~ YE® et %ﬁu/fi )ﬂﬂ,’ . j\.i; e 20 3
under your car from filter and drain bolt? no [ N IR e o
Sy 5l
| 21. Did the attendant drain the used oil ves 4 P Jenda) Gy 3l JS i Cala gall B8 Ja 21 3
completely from your car? No [ Y el s (ga
| 22. Did he ask whether you want the engine  YES M o s @ oaadl a3y 5 e ) il Ja 22 2
to be flushed and did it if you agreed? Nno [ ¥ fulidd) g0 Jla A Sl
3| 23. Did the attendant fill the correct grade as  YES a Gl s /e o Al calasall JE Ja 23 3
" you requested? no [ Y fletdls Al Aajaall

Lube change.doc




K
3 + +
Scores Critical Areas Ll efigall Ll
24. Did he request you to start engine and YES D al e i a i (o tlia calls
3 leave it running for one and a half S ﬁ;‘d NPT ?J:SU 3 sl ML;JA 24 3
minutes? no [ 3 fnaiy 82 5ad it *
: . oV A8 e /Al gaba (f (e alasall SG Ja 25
3 25. Did the attendant ensure that the carter YES [Z &~ iﬂ);u}:d J;C;LS‘ jm 1ade 3
bolt is tightened and there are no leaks? NO O y eyl
26. Did attendant carry out the following Lilaall Cleasaill ol jals alagall 8 o 26
complimentary checks: sadlly
YES pod
31a. Battery Water top up no O Y T Ul ole AL 31a.
na [ sy
ves D
31b. Coolant Water top up no O N coolant/sudl sl dilal  31b.
na O sy
YES P Y1 A< jal) JAU Al 1
Gy ) a8l
31c. Auto Transmission Fluid top up NO D b G A JL‘!','; 0 ’bﬂ‘. 3tc.
nva O sbsy (0520
YES ox
31d. Brake Fluid top up no OO ¥ Qi cyydlal 34d.
va [ sy
ves Y
31e. Gear Oil top up no O v oAl pllcy; sl 31e.
na [ sy
ves )
31f.  Air filter cleaning no [ y cloell il culn  31F.
va [ sy
YES oo
31g. Wiper Water top up NO D b gla W claliad cla il 31g.
va O any
ves I
31h. Clean engine using air gun NO D ¥ el el Getna plaaiuls o jaal) Caplahs 31h.
na [ abiy
YES oL S . .
3| 27. Were any of your questions related to % ?’; aalaiall Ailid (o ol e DaY Cida 27 3
lube change answered? NO Sy M s Aaleny
na [ shuy T
_ . o ves M . s Op (heale gy alagall o5 Ja 28
3 28. ag (t:r: ;taff place the mileage sticker in NO D N e L Ll dilal /2 sia LS 3
nAa [ sy 5 kol
YES ool
4] 29. Were you offered a receipt voluntarily?  NO E] ¥ elolial 23 dhay e (i ye Ja 29 14
na [ sy
5.  REST ROOMS AND MOSQUE daacall g (alasd) fell ) Al M g 5
Scores Critical Areas gl Yl Jatail
3 YES : 3
30a. Were they adequately stocked with all O P’;‘ Ay ) pall il lial) maans 5 j¢2e S o 130a
necessary supplies such as soap? ::: D oy Saglall Jia
3 +
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Scores Critical Areas Al YL Jaldi
, YES L L
30b. Were they adequately stocked with all 0O v A s el e il auans 3 jeae culS Ja 30b
necessary supplies such as toilet tissue? Sl gill 199 Jia
vA O sy
30c. Were they adequately stocked with all YES m pes 4wl il il & 8 e <ilS Ua 30c
necessary supplies such as paper towels? NO D v 448 18l Cidlialf (Jia
(paper towels are not required where fully Clddae 845 die 2y gllas e 48 adliall)
operational hand dryers exist) NvA [ sy (A8 A
31a. Were sinks clean? YES E ped o al ?@f-;:l:ul-i:\\jlc-xflisdt;\.31a
require comment when marked ‘No’ Nno [ ¥ g sl o2 Y AdaY) S 1y
NA [ gy y
31b. Were mirrors clean? YES pd ol v‘\,&,'\;': l:"):;ruls&d? |'31b
require comment when marked ‘No’ Nno [ ¥ sl om MY AdaY) s 1y
NAa [ sy
-' . ‘3" s e . A - » o
31c. Were hand dryers clean? YES L i . ,T*l“ "9"?,\3,:',’&::;‘%\5&“17 "310
3 require comment when marked ‘No’ no [ v gl (o2 Y AaY) s 1y 3
vAa [ Gy
7/ . Shak o pleall lisle cnlg
31d. Were dispensers clean? YES p , Afl‘” o ,,y,,u, 1_._y|uj EJT. “31d
require comment when marked ‘No’ NO D ¥ c’“‘}d A Sl el bl
NA [ gy
ves ]
31e. Were toilets and urinals clean? Nno [ ¥ $Agki ol 4K i€ Ja 31e
NA [ gy y
32a. Were doors clean? YES m pxs ) Qﬁ,ff‘ff\\!r& fﬁ?"wa
require comment when marked ‘No’ Nno [J Y R A s
VA [ sy
ves B
32b. Were walls clean? No [ Y $aks GUaall cilS Ja .32b
VA [ gy
YES pd
32c. Were ceiling clean? Nno [ ¥ Sk canall IS Ja 32¢
NA [ abuy
YEs B
2| 32d. Were vents clean? Nno [ ¥ $agdas MUl culS Ja 32d |2
Na [ gbyy
9% ; A48 Clacs ¥ CuilS
32e. Were floors clean? YES px S ,;}:mfyru EdT|.32e
require comment when marked ‘No’ no [ b gl o YT eyl s 1)
na [ sy
ves M
32f. Were baseboards clean? Nno O ¥ $A4k sacldll - ) fhailsdl )5 S Ja 32f
T
NA [ giuy
YES oL
32g. Were grout clean? no O v feauks L IS a 1329
nva [ swyy
4
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Scores Critical Areas Al oYl PR
YES D
33a. Were trash containers clean? no [ Y fAias Aalaill iy i< Ja 334
NA [ @iy
2 -
YES E and
33b. Were trash containers not overflowing? NO D b s ye ddladll clysla i€ Ja 33b
NA [ Gbuy
ves [ e .
2 34. Was the restroom smelling clean & no [J N ) i) Al y Al Sleall Ay il Ja 34 2
fresh (without any offensive odor)? aleall 3 gy S Aall
NA [ asuy
; G alaall b ol pagail asan il Ja |
35. Were all the facilties inside the ves B e e L e 35
restroom in good working condition? . NI e
2 require comment when marked ‘No’ Nno [0 v gl o2 MY Al s ) 2
NA [ gy
3 £(5) st daaalt Acli ) e oIS
36. Was the Mosque premises clean? YES E i ( ). }:ﬂl ’ ,,;‘,:, &L‘;‘Tﬂff\s‘ﬁ 36
2 require comment when marked ‘No’ Nno O ¥ ot ' S bl 2
NA [ iy
Comments: retBBadall [ gateily
FOR OFFICE USE ONLY Laid (Ll aladdiuy
Agsal) L3l Ll ey aal) . "
9 : Eval : : |
o ACTUAL SCORE MAXIMUM valuation P

Approach and Cleanliness Adlaill 5 b @Y1 1

Greetings and Initial Checks | ¥ Sl y cum 31 12

Appearance and Behavior of

il sl Ly elia |3

Staff

Service i.aalt 4
Cleanliness - Restroom and lalaalt — ddall 5
Mosque 2l g
TOTAL £ saall
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