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PROJECT: ELARA - Lube Change
[ < Emarat | 45/ 54 Eppco / Enoc / E 4 Adnoc

A
Pan Arab Research Center &

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
/ q Name Number Name Number | Name  _ Number
04 HoIS T [ 1]
Gender Height Built pectacle Beard | Mustache] Ethnic Groups
M| F [T M IS |T [MIJF JYes[No [Ves [ No | Yes | No [Indian [Pakistani[Filipino [Expat. Arabs] Others:
ROORODOROOROROR X O 0O O O
EMIRATE v;z‘;z:‘ Abu Dhabi |  Dubai Sharjah | Al Ain 'é":‘:v“aa' Aman | KasA 1 pujairan
O O O O X O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
\ ) (.p v '
FIF3| 04 | 09 & Ol o]l& Ko:10 |L04L
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | day | Monday | Tuesday [ Wednesday | Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
VISIT 0 ] 0 0 visit | [ O O O O O
1. APPROACH AND CLEANLINESS U A ‘,1\)33\{\ |
Scores Critical Areas Agubud) Lol Jatgily
YES o A )
1. Was there proper sign to the Lube no [ q ke o AVl Al gda gl dua glS a1
changing bay? e N s
va [ sy
_ vEs i a
3 2. \é\i::r:igzclj%be changing area clean and NO D Ty Ak cy P s dihiecaS Ja 2|3
na [ ahiy
ves [1 = . ‘
4|3 Was there any oil leaking and falling on ) 7] q o 4o dyycuill i gl s a3 4
to the floor of the lube bay ? ey 3l st Aakaie 4 e V)
na [ ey ’
vyes K &
214, Were the waiting area and table clean? NO [] N Saadas Al Ll Uiyl ddhie S Ja 4|2
na [ sy
5 W he tel h YES B =
. t ision in t iti gt s: s s
2 Woariinge?eewsmn in the waiting room no [ ¥ U A 8 e el S da 5 (2
na [ by
YES o s s
6. Was the board displaying complimentary o ’ il e el MasdlcdS Ja 6
services neat and clean? faaa) ¢ 450 e dplaall Clansl
na [ sduy
2. GREETINGS AND INITIAL CHECKS A Y s il g cua 3l 2
Scores Critical Areas L) Ll Jatasts
3| 7. Was there any delay in approaching ves [ prd A/l 8 3 el gl dua S da 7 3
customers? no X Yy Soall gad Cala gall
8. Were you greeted in a friendly manner ~ YES [ QS sl L3 a8l s gl i da 8
(pleasant feeling)? NO D N § (e
TE O ik gall @l (i g1 o 2la Y 1)
5| If no, please describe behavior: Was it © :3: t:;l& . Jj{; j:.li N K 5
arrogant, without any expression, normal fENE CHE Of IR R e
¢ AN
etc..... CJ
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Scores Critical Areas Al YL Jalash
9. Did he guide your vehicle for positioning ygg B4 i Gl Sl el b Gl o) L
3 at the stopper and asked you to switch = = :.:“ o "i‘ N . . c dﬂ 9 3
the engine off? No [ ¥ eyl ik of dlie Cilla g 3l iy
10. When asked by customer, was the . HS b (Jreadl pe cils padl Jome Loie
5 attendant knowledgeable of different YES E p zj;;’“ & ‘ j\ ‘,_':A_\ / ‘J:l d!fu oo -10 5
grades of oll, filters and their relative No [] g = aliare i
benefits? Tlgie JS 20 8 g
YES ; .. .
4| 11. Did he offer the waiting area to you? NO % e’; Y A8 e A e (e da 11 |4
12. Did the staff thank you as you were YES ] ¢ it i€ L o S il ol 8
4 leaving? NO D y TS S Loty o S 54l ‘;la da 12 14
3. APPEARANCE AND BEHAVIOR OF STAFF taeS stug cpiligall jelia 3
Scores Critical Areas Dbl L) Jaladl
. Yes i |
3 13. xzsti?f?unlform of the attendant neat No [ Y Ly il el iyl W S da 13 (3
NA [ sy
YEs Kl B '
3 14. Was the attendant wearing visible no [] y ey Alay (65 5 0 g gall Calh gl IS a4 3
nametag? 0 I s 3 4l Lale
N/A Jahaiy Y
YES p -
3| 15 Was he able to communicate with no [] y &o dualsill o 1,06 Gl gl (S Ja 15 3
customer? f05 0
NAa [ sauy
YES al
41 16. Was staff courteous / friendly? No [ ¥ fldal/lasay cabagall S Ja 16 | 4
NA [ sy
4. SERVICE :dasdll 4
Scores Critical Areas L) e i)
: LS ) G Al Gl pall BB S8 17
17. Did attendant check whether you need YES m o ‘_u uu)uj P }d P 1
3 top up or complete oil change? =0 o ol S W ALY lias 5l 3
pup ’ Nno [ ¥ ¢Sy
3| 18. Did attendant check with you whether ~ YES X pxd 4 S ) Lad i el gl 3823 o 18 3
only oil is to be changed or oil with filter? Nno [ ¥ € alalh g a3l o Jadd i s
19. Did he check using gauge the quantity ~ YEs [X] and phiul S U slse Gty Cala sl Bl o 19
3 required to be topped up and informed ‘ R RUATR - SV U P WA 3
you? Nno [] Y fellly elal 5 gl
PO Sl ol e Baadll cals 1ald Ja 20
3 20. Did the attendant check for oil leakages YES & i wé):ﬁ;i} Al e aj:ij e 3
under your car from filter and drain bolt? NO D y - eyl
3| 21. Did the attendant drain the used oil YES X A Jastioll Sl IS G el pall B8 a2 3
completely from your car? No [ Yy el o (pe
2| 22. Did he ask whether you want the engine  YES e Gl adl dae S o) dile Ja 22 5
to be flushed and did it if you agreed? NO D oy Slisd) 40 Jla s iy
3| 23. Did the attendant fill the correct grade as  YES X e Syl s ,ofp 5 Al cala gall BB Ja 23 3
you requested? no [ y flgidh Al Aapaiall
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Scores Critical Areas Al ci¥laall Jalaitt
24. Did he request youto startengineand  ygg | o as g @l Jiy o g o e cla b 24
3 leave it running for one and a half i Ak sadd Ll Alla 8 3
minutes? NO D b S biaiy A8 sl il «?
.l A8 e Al galia o e ala gl S Ja 25
3 25. Did the attendant ensure that the carter YES & px :I)u.s);m);d jji& i [ d4dia 3
bolt is tightened and there are no leaks? NO D N ey 5l
26. Did attendant carry out the following Lilaall Clasaill o} ab calayadl B o 26
complimentary checks: saglul
YES o
31a. Battery Water top up NO D ¥ G jUaall ola ddlia) 31a.
na [ iy
YES o
31b. Coolant Water top up no I y coolant/s sl sledilal  31b.
na [ sy
ves [ o Y148 pall JAG Slea Cy ) Adla) 31
31¢c. Auto Transmission Fluid top up NO D N o J\{f u” vy c
(0 sansst y3l1)
nA [ sy
YES o
31d. Brake Fluid top up no [ N el cys sl 31d.
na [ sy
YES pxd
31e. Gear Oil top up no O Y ooyl /el oy j Al 31e.
nva [ sy
ves =
31f.  Air filter cleaning no O ¥ ool il Uil 31f.
na O sy
YES pad
31g. Wiper Water top up no O Y ol labiaad cls Bl 31g.
nva [ aduy
ves R
31h. Clean engine using air gun NO O Y elaell (e ahadiuly A el cala 31h.
na [ sy
‘ es O & i
3| 27. Were any of your questions related to ] g Aaliall @il e gl (Ao AlsYt s o 27 3
lube change answered? NO - o e dgleay
A B sy
: vEs B w0 e e Galigpapaabsdiids 28
. Di i i i T e e .
3 28 thlg (t)l':: gtaff place the mileage sticker in NO [ N g Li il Aileall /) sia LS 3
na [ by 5 jlaudl
ves 0
4 _29 Were you offered a receipt voluntarily?  NO K Yy el la) oM Jeaydlle ym e da 29 14
T Hp To Ask For THE. . or wa [ ssuy
5.  REST ROOMS AND MOSQUE saaall g (alead) feull §) Aa i L5
Scores Critical Areas FEWR U LA PO Llail
3 YES i 3
30a. Were they adequately stocked with ali % = gy pall il Hiual) pen 5 3¢ culS Ja 30a
necessary supplies such as soap? NO ¥ ?gball Jia
na [ gy —
3
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rS_cores Critical Areas Al ¥l Jalail
YES 3 .
30b. Were they adequately stocked with all g P: A all Gl el aaen 3 e il Ja 30b
necessary supplies such as toilet tissue? NO il g 139 Jia
e NA [ sy
30c. Were they adequately stocked with all ves [ aad Ayl ale i & 8 e il da.30c
necessary supplies such as paper towels? no [J v 948 ) ol Cidiliall Jie
(paper towels are not required where fully Cliae 845 e 4yl ye 44 )l Cailiall)
operational hand dryers exist) NA B by y (391 o
; ki Jobd <ol
31a. Were sinks clean? ves K| . gl ’"y“d;_.t;}(luj ,tsd‘:.|'31a
require comment when marked ‘No’ NO D ¥ gt o2 AR s
Na [ sy
¢ 3 Sagdas U yall cuitg
31b. Were mirrors clean? YES o ol ':y" Lj:yr‘j 'LSdT' |'31b
require comment when marked ‘No’ no [ ¥ ol o gl s
NA [ gsny
2 ; $ail oo ke s
31c. Were hand dryers clean? YES o o gl i g%i,:ﬂgwuj 'lsd: "31C
require comment when marked ‘No’ no [ Y (ol AT e g cn
NA [ sy
: faadas o pbeall Gilikle culs
31d. Were dispensers clean? ves X4 px ',:Ih o R r‘j‘\sd?":;m
require comment when marked ‘No’ no [ Y (Gt AT S Yl sy
na [0 gy
ves X
31e. Were toilets and urinals clean? NO D ¥ faak Sl A%l cuilS Ja 31
NA O gy
; faadai cal oY il
32a. Were doors clean? ves K] o g “"Y"L’thtf\jl X 'LSJT;nl'32a
require comment when marked ‘No’ no [ ¥ Gt e A A Y
na [ gy
YES axd
32b. Were walls clean? no [ Y fadai sl i€ Ja 32
na [ sy
YES axi
32c. Were ceiling clean? no [ ¥ Sy Call S Ja 32¢
Na [ gauy
ves B
32d. Were vents clean? no [ Yy Ak MLl S Ja 32d
va O sy
; $aaka3 Cilana ;Y1 CalS
32e. Were floors clean? ves &d = o i i ,.;‘.." L\iyl . .SJTM.?:ZG
require comment when marked ‘No’ no [ ¥ Tt e SR
Na [ gy
ves K
32f. Were baseboards clean? Nno [ ¥ $adai saclill & o lailall 150 cilS b 32f
na [ gy
ves A
32g. Were grout clean? no [ ¥ b L3 oS da 329
Nna [ miy
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Scores Critical Areas Al el PAH]
ves I .
33a. Were trash containers clean? NO D b faautas daladll iy gla il Ja . 33a
NA [ cesy
2 = - 2
_ YES o
33b. Were trash containers not overflowing? NO D b flali e daladll Gy gla il Ja 33b
NA [ iy
ves K a8 | o ]
) 34. Was the restroom smelling clean & no [ N s Q) Adaie s Adai sleall Aa) ; clS da 34 2
fresh (without any offensive odor)? Splanll A S Aad
NA [ gy
Y 3 Jogi alasdl & < ueadll asea culS Ja |
35. Were all the facilities inside the YES e et = &M‘.:dsm 35
restroom in good working condition? . wow e
2 require comment when marked ‘No’ no [ 3 sl o YT ALY s ) 2
NA [ asiy
; £(5) Cadai sl AcE g e S
36. Was the Mosque premises clean? ves 4 ( ), }}J\ i ,,:;, LL‘;T‘,‘T"S?; 36
2 require comment when marked ‘No’ no [] Y cat el el A 2
NA [ oy
Comments: clBadiall [ gabadll
-~ 7z N L
7 hod B agke rlﬁo (—fhe “ecerp l
FOR OFFICE USE ONLY Jadd Cisall aladdia N
Alaal) LAY L&l e aall . .
y : Eval : + auadill
% ACTUAL SCORE MAXIMUM valuation P
Approach and Cleanliness adldaill s b B8y |1
Greetings and Initial Checks AW Sl 5 cua il 12
gfa;};earance and Behavior of b gl & gl s elae |3
Service i.aall |4
Cleanliness - Restroom and Slelaal) — A3kl |
Mosque daall
TOTAL £ ganal)
5
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