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PROJECT: ELARA - Lube Change

SERIAL NO.

1

7

‘ R,
"Arab Research Center w

O < ,u Emarat 10O e Eppco / Enoc / & 4 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
/ 4_} Name Number | Name Number | Name |Number|
Gender Height Built Spectaclesl Beard | Mustache Ethnic Groups
TTIM [S | T [ M [ F JYes| No|VYes] No Yesl No [indian [Pakistani]Filipino [Expat. Arabs[ Others:
EMIRATE ngzt'z’n“ AbuDhabi |  Dubai Sharjah Al Ain g’;‘;‘aﬁ ~aman | R2SA | Fujairan
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
g513|l 0 al 110 8L 1 ofo [olr [Is:48]lb'iR
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 T O O vsr |l O O ®A O (| O O
1. APPROACH AND CLEANLINESS LI ‘,n):ég\ A
Scores Critical Areas Al gl Lﬁm
YES X @s-
1. Was there proper sign to the Lube no [ dilaie o AYall Aaal g da 5l s IS dﬁ A
changing bay? PSP\ Ot &
va O 3,&-@\1
_ ves [ o
3 2. \é\:::ntir;:clj%be changing area clean and vo [ Y At e s Ak 3 s hiccdS s 213
na [ aduy
ves [1 . -
4|3 Washereany oil leaking and fallingon o E N e as gy o s gl dus s ds 3 4
to the floor of the lube bay ? Sl s Adhaie oY
wa [ by "
YES ot
21 4. Were the waiting area and table clean? NO [ Y Chaday Al il g jUsnYl ddhaie cilS Ja 4| 2
va [ sbuy
o - YES o
2 5. leoaﬁs(i;hge?telewsuon in the waiting room NO N ¢ iyl e 3 Jens e Al 4 s 5|2
wa [ sy |
| ves [ o b s .
6. Was the board displaying complimentary o ] N A e elai Mds gl cdS s 6
services neat and clean? " $haulat 5 A ye Aglaall Zieaadl !
wa O sy |
2. GREETINGS AND INITIAL CHECKS AW Sl g ca 3l 2
Scores Critical Areas Al Ll Luaall
37 Was there any delay in approaching ves [] o i/ 81 3 als gldlis S s 7 3
customers? Nno [R Yy ol 5aa Cals sall
8. Were you greeted in a friendly manner ~ YES O pr ol A0 dn e dh i S ds 8
(pleasant feeling)? No [ N ¢ (z e
S O b salt o sha G g a8 ela ) Y 1)
5| If no, please describe behavior: Was it “j e ¢ \:\;‘ . jt; j;fj N )ﬂ‘ 15
arrogant, without any expression, normal @ e AT 08 I €3 . o
etc..... W
No ¢leetinys -
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Eores Critical Areas ) Yl Ltai
9. Did he guide your vehicle for positioning YES [X ; Ll el @l b s o) 2
3 at the stopper and asked you to switch £~ :: “‘f oo ‘A‘& i . Lﬁ‘ ‘alj‘ -9 3
the engine off? No [ Y el il o i Gl g 5 bl Gl
10. When asked by customer, was the . IS A el (pe b gall e Lonice 10
attendant knowledgeable of different YES e sh‘«'u R )?S - :
5 e - . k.nl_).\ld‘_,t.:ﬁj‘ga\.;.).\/&ly uh;..u?l: 5
grades of oil, filters and their relative NO D N ) A
benefits? e JS il 4d
YES i .. L
4| 11. Did he offer the waiting area to you? NO % P: FLEY A58 4 el @lle o e Ja 11 |4
4| 12 Did the staff thank you as you were YEs [ px € 55 i€ Lai S a8 Jn 12 |4
leaving? No [J y 7 =S ¢ :
3. APPEARANCE AND BEHAVIOR OF STAFF S sl g il gall ba 3
Scores Critical Areas Al Lol PAH]
_ YEs ]
3 13. gzsti?ye?umform of the attendant neat Nno [] Y e gl enlall il sl G oS ds 1313
NvA [ sy
YES [ .
3| 14. Was the attendant wearing visible no X y ek Ay (51 59 3 53 sall Cala sall S o 14 3
nametag? t 7 pm s 4l Lgade
NO _poae, The A [ seuy
YEs M .
15. Was he able to communicate with o deal sl e 10 il sl S Ja 15
3 Nno [ ¥ - 3
customer? O 550
NA [ sksy
YEs [
4| 16. Was staff courteous / friendly? No [ b fadal/lagay cabagdl S o 16 [ 4
wA [ seuy
4. SERVICE il g
Scores Critical Areas ) ) Ll L&)
; S O o e Baailly Gala gt BB 47
17. Did attendant check whether you need YES m e ;_\. du)du& N )A! (2 1
3 i lete oil ch » ug))ﬂuﬁlx_g‘)l\t\eha\},z@u)w\ 3!
op up or complete oil change” No [ N e sl
3| 18. Did attendant check with you whether vEs N X 2 DS ol e e il gl 33a5 s 18 3
only oil is to be changed or oil with filter? g | y ol gy 3 d el s
19. Did he check using gauge the quantity ~ vES [J] a1l S5l slse by il sl B s {9
3 required to be topped up and informed i A 2o S W o il Al 3
you? No [ y Sl Slal 5 Ll
ES [ 0% ol ot e il b ol G U D
20. Did the attendant check for oil leakages YES [2] pr \_qu Hwk}h " ..}AJ e .,L“ . 0
3 under your car from filter and drain boit? Boe /sl S Ga s Jlandl ans 3
y ‘ Nno [ y eco
3| 21. Did the attendant drain the used oil YES [A] A el 3l S b el gl A8 Ja 21 3
completely from your car? No [ y Pl Hls (e
2| 22. Did he ask whether you want the engine  YES Kl Al el dae g 5 o) el Ja 22 5
to be flushed and did it if you agreed? no [ y faliEd) sa Jla 3 Gl
3| 23. Didthe attendant fill the correct grade as  YES pxd a3l A o 58 Adlialy Cals sall W8 Ja 23 3
you requested? Nno [ N Tgalh Al dapaall
2
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Scores Critical Areas ) c¥lpal) PR M}
J| 24 Ddnerequestyoulostartengineand  ves [ e as 5, il o8 0) e b Ot 24 4
minutes? no [ 3 fhualy 3 saal Junldll Al (4
3 25. bDid t'he_attendant ensure that the carter YES pu uiﬁﬁdjjj\jﬁ;h jﬁiﬁ 25 3
olt is tightened and there are no leaks? NO 0 y * ey 3l
26. Did attendant carry out the following Lilaall lia saill o} by alasall ol o .26
complimentary checks: 4 A
YES LA
31a. Battery Water top up no O Y A tadl ola ddlia) 31a.
A [ sy
ves [
31b. Coolant Water top up NO O b coolant/2 el els Al 31b.
na [ sy
YES o s
31¢. Auto Transmission Fluid top up NO D b} ISl )L(e::::f)m)\ ste.
na [ sy
ves B
31d. Brake Fluid top up no O Y el ey el 31d.
na [ shuy
YES pad
31e. Gear Oil top up no O Y Cos A mlleny el 3le.
NnA [ abuy
YES pad
31f.  Air filter cleaning no [ y el ks 31F,
na [ sy
ves B o
31g. Wiper Water top up NO [] b gl U el ele Al 31g.
na [ ahy
YES pad
31h. Clean engine using air gun no [ N elsell etese alaaii A el cadas 31h.
na_ [ sy
3 27. Were any of your questions related to ;ZS % (‘: Aalaid) cliliod e s u—‘f— "'*fb.‘;’\ uw Ja 27 3
lube change answered? A [ iy MG TR T P
3|28 Didtre staff place the mileage sticker in ;is ‘: i;ﬁwﬁﬁ\idﬁﬁ:ﬁ 28 3
' A [ sy €5
YES RY
4| 29. Were you offered a receipt voluntarily? NO. | Yy G s o3 Jagille e da 29 (4
na [ sy
5. REST ROOMS AND MOSQUE yiall 5 (plaadl il 55) A0 g 5
Scores Critical Areas PR L]
3 30a. Were they adequately stocked with all ves [ = iy g yeall e sdl) aane 3 g S Ja 303 3
necessary supplies such as soap? NO O ¥ ¢ sadl Jia
nA O smyy e
3
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Scores Critical Areas YW I RN PR | PR
. YES M e
30b. Were they adequately stocked with all no [CJ g Ay el Gl il apens 8 jeae il Ja 30b
necessary supplies such as toilet tissue? Cull gl 3599 Jia
, NA [ gaiy e
30c. Were they adequately stocked with all ves [ A g pall il sl &2 8 e S J2.30c
necessary supplies such as paper towels? NO D ¥ P48 ) ol Cidilial) Jie
(paper towels are not required where fully - Glitsa 865 s 4y e ye 34 adliall)
operational hand dryers exist) NA K iy y O
- Tk i s
31a. Were sinks clean? YES o Ll ",,y,fjf\:;r'f _SJT. 1.316
require comment when marked ‘No’ no O Y o sl o2 Y Y S 1y
NA [T gy
a : FARRRPIER
31b. Were mirrors clean? YES X ol «:t: \:' f\ﬂu-utilsd&‘a {31b
require comment when marked ‘No’ Nno [ Y sl om0 MY Al Y) s 1y
VA [ gy
. “w . 4 -fre -
31c. Were hand dryers clean? ves X pr . Tuh jf:y‘,fbr‘w\sgﬁs "31C
3 require comment when marked ‘No’ NO D ¥ gl o Y Yl .
nA [ gy
] R CAak) ) o - -3
31d. Were dispensers clean? YES IX wll'ﬂ UJ'LTH ,T'lh’&" r\jls & .31d
require comment when marked ‘No’ no [ b gl o MY ALY culs 1y
NA [T sy
ves i
31e. Were toilets and urinals clean? Nno [ y Ak Jhall US4 S s 31e
NA [ ey
32a. Were doors clean? ves [ ol L. N&;‘m;"" s uLs JA. -32a
require comment when marked ‘No’ vo [ ¥ Gl e MY ALY als 1)
NA [ sy
YES ard
32b. Were walls clean? Nno N ik el ol s 32
NA [ iy
YES s
32¢. Were ceiling clean? no [ ¥ faabys ol S Iy 32¢
A [ sy
vEs B
21 32d. Were vents clean? No [ Y fagdai il 2o s 32
- NIZ- 3 N [ERCN B
. ; Yhides Sl )Yl el
32e. Were floors clean? 7ES E o L o " ,l.""..—‘l)w lslﬁ 326
require comment when marked ‘No’ no [ b S sl o Y ALY il 1y
T ——————— NA [ gy
YES %
32f. Were baseboards clean? NO D ki Sk sae & ) kil 15 il s 30f
NA [ gy y
ves Bd
32g. Were grout clean? no [ Y feadai LA IS Ua 329
NA [ gany
4
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Scores Critical Areas Bl cYlaalt AN
ves (d ) .
33a. Were trash containers clean? NO D b faiylas Aoladll iyl <ilS Ja 33a
) NA [ @y )
ves id o=
33b. Were trash containers not overflowing? NO [:] b Phaild e daladll iy sla S Ja 33b
NA [ @iy
YES o ]
2 34. Was the restroom smelling clean & NO D y @) vy Adaiag agdas alealt dsil ;) cilS Ja 34 5
fresh (without any offensive odor)? flelandt 2 A S Asi)
NA [ giy
. Jasi alaall & &l gl 1 S Ja 35
35. Were all the facilities inside the YES E e ¢ @ @n@m I
restroom in good working condition? L. - T
2 require comment when marked ‘No’ no [ v sl oa o MY Al CalS W 2
NA [ Gy
; $(5) wadai aaanall acld ) e OAS
36. Was the Mosque premises clean? YES D i ( ). )’m ] ,,;: I\_,LL\T;:')\S “Jj 36
2 require comment when marked ‘No’ Nno [ Ny g > gt - 2
| vA A Gy
Comments: rcitBadlall [ gledl
FOR OFFICE USE ONLY Lol COSal) aladiud
Alaucall T8l LAl Jed sl . .
9 : Eval : * agadill
o ACTUAL SCORE MAXIMUM valuation >
Approach and Cleanliness adldaill 5 o 3BV 11
Greetings and Initial Checks U Sl g s il 12
g{)aﬂtfaarance and Behavior of il sl sy seke (3
Service Laaall 4
Cleanliness - Restroom and Glaand) — sl 5
Mosque 2aaall 5
| TOTAL £ ganall
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3” [HABL -DEAL AJAD
oM. 01 "HCL”]C L

ac s DHABL,
R B ot Qry F?[u. T’ﬂk'
dore Nlverdl 1,00 i.0) 63,3
g S bearil 1,CC 18 0) 39 3) ~ .
T at.00
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