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PROJECT: ELARA - Lube Change

SERIAL NO.

2127

v’

+

N
Pan Arab Research Center &

O < Emarat | O @59/ Eppeo/Enoc | B w5 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
/O /8 Name Number | Name Number | Name i Number
gutvT T 1 [ [ |
Gender Height Built bpectacles{ Beard Mustache] Ethnic Groups
M [ F IT M ISIT] [ F_|Yes | No | Yes [ No | Yes | No ]indian [Pakistani[Filipino [Expat. Arabs] Others:
RUOORODOROOROMOR X O O O [
EMIRATE ";2:‘12'“" AbuDhabi | Dubai Sharjah Al Ain o | Aiman s M| Fuiairah
[ C O | O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
F15 olg | olL | 8|9 ol | o|lR 2125 AL'SF
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday [ Sunday] Monday I Tuesday 1Wednesday| Thursday l Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
vst "0 O O R vst | O O 0O O O | O
1. APPROACH AND CLEANLINESS L dBUa g ol By
Scores Critical Areas Tl el L\l
ves ] - o e s
1. Was there proper sign to the Lube no [ y dihie Jde AW Al ydadalia (S da A
changing bay? ' Teu il i
na O sy
. vyes A
3 2. Z\:ga:r:ihzz:;}?be changing area clean and NO D Y A pe s Al g i bhiecS 2103
naA [ adby '
ves [1 o . . T
4|3 Wasthere any oil leaking and falling on |\ B2 g e as dyy il e gl i S ds 3 4
to the floor of the lube bay ? Sy 3l s Adkaia & )Y
na [ sdiy ?
ves (A o
21 4. Were the waiting area and table clean?  NO O b Chayday A gl sty Ak i€ da 4|2
NA [ iy
5. Wasthet ision in th iti YES m N
2% Woa”s(inge? elevision in the waiting room NO D N ¢ jlamyl 4 2 u_a Gons il S o 5[ 2
wa [ iy
ves il e . s
6. Was the board displaying complimentary o 7] q Al e el A calsds 6
services neat and clean? faakay g A8 pe Anilaall Cleaald)
nva O sy
2. GREETINGS AND INITIAL CHECKS A clgadall g cua A 2
Scores Critical Areas Tautad) il eyt
3|7 Was there any delay in approaching ves [J p psifd B 3yl gldia S ds 7 3
customers? no R y SOl gad b gall
8. Were you greeted in a friendly manner ~ YES X ax sl 40,48 b b i i da 8
(pleasant feeling)? Nno [ 3 ¢ (zo%e
S cakh gall gl a8 Elay (Y 1Y)
5| If no, please describe behavior: Was it Li _t Ljﬁ }j‘: j;ig.'{‘ K 5
arrogant, without any expression, normal e e
etc..... e
+ 1 +
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Scores Critical Areas Lleall) e laalf AT}
9. Did he guide your vehicle for positioning YES ; Ll all 1l b Cals ol A a
3 at the stopper and asked you to switch K- :“ o ‘;‘ YA e . e dk 9 3
the engine off? O ¥ el il o lia (a5 L Giliy
10. When asked by customer, was the ; S b cdiandl (e Cals gl s Laric
attendant knowledgeable of different ves 9 p Ghu . - L JA e 10
5 g . . u‘ﬂdbu‘ﬁ)ﬂu\.;)A/&‘y‘uLMeh 5
grades of oil, filters and their relative No [ y o - AR
benefits? fleda JS i 4
YES i . .
4| 11. Did he offer the waiting area to you? NO g ": Uy 48 e ol e e b 11 (4
4| 12 Did the staff thank you as you were ves [] pu § 55 € Laiy o Sy Gili o) 8
leaving? NO E y [ i Sy }‘S @ 12 14
3. APPEARANCE AND BEHAVIOR OF STAFF 1péS shae g (il galf Hha 3
Scores Critical Areas A} Yol Liai
. YES 4
3 13. Z\r/:cajstgye?umform of the attendant neat NO D Y 9Ly Gl el Gilasall Gl 98 s 13 (3
NA [ sy
ves X ’ . ,
3| 14. Was the attendant wearing visible no [] e: ey A8y (55 5 3 g sall il sall (S b 14 3
nametag? Tz sa . daul Lgle
NA [ gy
YEs .
3| 15 Was he able to communicate with no [ q &o dual il e 1508 Gl sl S s 15 3
customer? SO
nvA [ sany
YEs ]
4| 16. Was staff courteous / friendly? No [ ¥ $ahal/lasay cali sl S Ja 16 [ 4
NA O ey
4. SERVICE daaill 4
Scores Critical Areas Lol L) Jalaslt
% ; 23S o Goad (3aaill s el G b
17. Did attendant check whether you need YES X px u uu;_d sy L }A f R A7
3 top up or complete oil change? 0 ol ALY plias s ) 3
p up p ge NO D Yy £ S,
5| 18. Did attendant check with you whether ~ YES [ ax 28 S 1Y e elie Cals all (38a3 Ja 18 3
only oil is to be changed or oil with filter? No [ Y ¢ alall 5 <y 3l ol dash <y 3l i
19. Did he check using gauge the quantity  YEs [ prd Pl Sl (6 s alils il all W Ja 19
3 required to be topped up and informed i A eSS I Gl il 3
you? No [J Y felly el L)
PO Sl 5 e @aailly Cals gall A8
3| 20. Did the attendant check for oil leakages ~ YES B o ooe ;Big_/‘fi )31551. 4 b}{ij e 20 3
under your car from filter and drain boft? No [ N s e eJE
gy 3l
3| 21. Did the attendant drain the used oil YES P el 3l IS G i Gala gl 8 s 21 3
completely from your car? No [ Y el Hliw (ya
5| 22. Did he ask whether you want the engine  YES A Al el due a5 ) @lila Ja 22 >
to be flushed and did it if you agreed? No [ y Stiadl oo Jla b elly
3| 23. Did the attendant fill the correct grade as ves @ axd Sl A ifg B ALal Gl sl B8 da 23 3
you requested? no O y flgidh Al daaall
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Scores Critical Areas Laalo) cflaall Lial
24. Did he request you to start engine and  ygg R s am, daal iy a5 of lie il Ja .24
3 leave it running for one and a half i« dids 2ad) el Ala 3
minutes? no [ b fiual 5 44 saa) Jplil &
.l 48 e/ gaba o (e calasall U o 25
25. Did the attendant ensure that the carter ~ YES R T e a1 48
3 bolt is tightened and th leaks? it il il LS B o K 3
olt is tightened and there are no leaks? o [] N tca 3l
26. Did attendant carry out the following dalaall Cla gadll o) jaly alasal o8 Ja 26
complimentary checks: kil
YES XI  a
31a. Battery Water top up NO D b g jlall ela L) 31a.
va [ sy
YES o
31b. Coolant Water top up NO D N coolant/s yall cle ddlial 31b.
va [ sy
YES o 148 jall Jib FERA] 1
RETR
31c. Auto Transmission Fludtopup  NO L1 y oAl e s A 3te.
(O sianit 3l
nva [ sbsy
YES pd
31d. Brake Fluid top up no [ ¥ el ey diial 31d.
na [ sy
ves X px
31e. Gear Oil top up no [ | o Al pall <y 5 AL 31e.
na [ sssy
ves D]
31f.  Air filter cleaning no [ ¥ sl ks 31F,
nva [ gy
ves X
31g. Wiper Water top up NO D b} gla i Cilalial cla AL 31g.
na O assy
ves X o
31h. Clean engine using air gun no O Y ehsell Gedame aladiuly ol padll Cadas 31h.
na [ seny
ves X N T .
3| 27. Wereany of your questions related to O ?: bl lilind (e ) Ao WY S da 27 3
lube change answered? NO el uad Aplaay
wa [ sduy
‘ . o ves I 3e oo (hale pn g alasall B s 28
3 28. Sqlg ér;e: ;taff place the mileage sticker in NO D N o Leinsd I ALl /) sia SL) 3
nva O abyy 95l
ves I
4] 29. Were you offered a receipt voluntarily?  NO O Y e sl 2iud oy dlle mye do 29 |4
na [ adbuy
5.  REST ROOMS AND MOSQUE sanedlly (alasdl fll ) Aal sl g 5
Scores Critical Areas FIIRN AN PO LA
3 YES i 3
30a. Were they adequately stocked with all % = dy ) g pall Gla el aans 8 jeae 2ilS o 30a
necessary supplies such as soap? NO ¥ S gball Jia
va [ gy
3
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Scores

Critical Areas

Dbl ¥l

30b. Were they adequately stocked with all

ves
O v

%JJ‘)\.’:}‘ CAIAM‘ & B jgna il s 30b

necessary supplies such as paper towels?
(paper towels are not required where fully
operational hand dryers exist)

No O ¥
nA B sy

necessary supplies such as toilet tissue? Coll gl ()99 Jia
Na [ gy
30c. Were they adequately stocked with all ves [ axd A s nall e il asans 5 3¢ <ulS Ja.30c

48, ol Cdiiiall Jia
Sliiae i vie Dslhae ye 480 Cadliall)
(A 2

31a. Were sinks clean?

require comment when marked ‘No’

ves K
no OO v

faahi Julidi il Ja 313
el a o "Y AaY) s 1)

na [ gbyy
: O PWRERTS
31b. Were mirrors clean? YES & o ) ':\1" :"j:yrf 'lsdT'{31b
require comment when marked ‘No’ no [ ¥ crasill (o2 aal
Nna [ abuy
5 This oyl Gl CalS
31c. Were hand dryers clean? YES zl o ')ﬂlﬁ édfzy,fa_‘g ‘uf .&%.‘.310
3 require comment when marked ‘No’ Nno [ ¥ g (o2 Ay s 1)
na [ gy
: faadns 4 aleall cliste culs
31d. Were dispensers clean? ves X o sl o "Y'f&Lyr‘j '15‘1:3{31(1
require comment when marked ‘No’ NO D b et > A s
NA [ gy
ves [ w
31e. Were toilets and urinals clean? no [ N fAipda Jall LSl cilS Ja 31e
NnA [ gy
; e Caf Y1 il
32a. Were doors clean? ves B o gl ’"y"gajfyﬁ ud“:‘.32a
require comment when marked ‘No’ no [ Y S altars AR e
vAa [ gassy
ves X s
32b. Were walls clean? Nno O ¥ faglay el culk Ja 32
Na O gy
ves I s
32c. Were ceiling clean? Nno [ ¥ foahi calldl (S da 32¢
NA [ gaauy
YES pd
2| 32d. Were vents clean? NO D ¥ faalas MU il Ja 32
NA [ gsuy
X i failai il Y culg
32e. Were floors clean? YES p N "?';'LiyiaSLLTA{32e
require comment when marked ‘No’ no [ Y CaS S e ek .
Na [ sy
ves X
32f. Were baseboards clean? NO I:] N Paalai sac )l oA sl )5 calS Ja 32f
na [ iy
YES o
32g. Were grout clean? NO D b Sk a3 S Ja .32g
NA [ abuy
4
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Scores Critical Areas Al eVl Jaldil)
ves o
33a. Were trash containers clean? Nno [ ¥ eailas Aaladll iy gla cilS Ja 33a
NA [ abuy
2 s ; 2
YES axd
33b. Were trash containers not overflowing? NO (| ¥ fiaili e Adladll Clyga <ilS da 33b
NA [ Gy
ves @ o N
2 34. Was the restroom smelling clean & no [ N &) ) Llinia s Aipkai plasl) Ao cilS da .34 9
fresh (without any offensive odor)? $(plaall i A S Aadl
NA [ gty
X s Jand alaadl 8 O reatl) asea S Ja 35
35. Were all the facilities inside the YES g ¢ ¢ = tn(.: IS
restroom in good working condition? L. = e
2 require comment when marked ‘No’ no O ¥ sl o2 MY ALY S W 2
NA [ asay
e 3 €(5) Ll dnwall del ) we ofS
36. Was the Mosque premises clean? YES L ( ), ,:J\ i ,,;: LL“;TZE\S?? 36
2 require comment when marked ‘No’ Nno [0 ¥ gt oA gy : 2
NA [ gy
Comments: cBiadlalf / gubedl)
FOR OFFICE USE ONLY 188 Cisall A.L':ﬁu\}
Ageal) Tkl Ll Jey) sl - .
9 . : geroa|
%o ACTUAL SCORE MAXiMum | EVvaluation 3
Approach and Cleanliness Adldaill 5 ol 38Y) |1
Greetings and Initial Checks F P RERC T PRUITING - I
g\{)ap;;earance and Behavior of il gall ol gl s elaa [3
Service sl 14
Cleanliness - Restroom and ilaloall — dill |
Mosque aaasall
TOTAL £ saall
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SERIAL NO.

ADNOZ DISTRIBUTION | 2,2 |7
N0, METVAD /8 =7
HEZVED IND. AREA
AL ATH

* BICRIPIIN Ay PRI TOTAL
UsvagrSiiverll 4.5 1400 63,00
Canry MCYLRAY TE6 2500 36,00
TTAL ' 89.00
CASH PAYEAT 89.00

1oy were served by Cperator _
kJ.EOW0v2m7 21:57 718101 50%5

Thanks For Shopoing







