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PROJECT: ELARA - Lube Change
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2

9

5

+

o
Pan Arab Research Center &

SHOPPER CODE DATA ENTRY EDITING CSA SR.#
Name Number Name Number | Name Number
{ O\g 12/ Mwﬁenenaou‘ || l |
Gender Height Built _ PBpectacle§  Beard | Mustachel Ethnic Groups
M| F |ITIM[S|T [M [ F | Yes| No | Yes] No | Yes [ No [indian [PakistanilFilipino [Expat. Arabs| Others: [N ROC
DDX]DEIDDIZ]EIDIZDDD O KXl
EMIRATE ";:Z‘l‘f)’: Abu Dhabi |  Dubai Sharjah Al Ain g’:‘:v“a;' Ajman Kﬁ:ism‘:'h Fujairah
O O O O X O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
AT ORF |25 | 6] F [olo | o2 [20i4bi9/'00
’ 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
vISIT FD 0O O 0 ™ vst | O O 0O O X O O
1. APPROACH AND CLEANLINESS B g o8y 1
Scores Critical Areas FE I N PN | Jatasl
ves X i .. o )
1. Was there proper sign to the Lube no [ ?’; dihic Jle YAl daaljaaddia g8 da 1
changing bay? eyl s
na [ ahsy
_ YES axi
3 2 \é\:g:ntihz:clﬁ?be changing area clean and NO D G TR ey Rkl ks Al S M 213
na [ assy
ves [ A -
4l Was there any oil leaking and fallingon ) 7] q e ac gyl e gl i S da 3 4
to the floor of the lube bay ? 3l st dshaia b ()Y
: na [ skuy ’
ves [X] o~
21 4. Were the waiting area and table clean?  NO |:] ) Cadulas 4l Uall 5 UamY) ddhie S Ja 412
na [ abiy
5. Wasth levision i iti vES o
215 Woarihtqge?te evision in the waiting room NO D N ¢ Uyl &g b et sl € Ja 5|2
va OO sy
ves X1 - s
6. Was the board displaying complimentary . 7] q Al e elas Gl da il S da 6
services neat and clean? Caadni 5 A5 e dplaall cileadd)
va [ ssuy
2. GREETINGS AND INITIAL CHECKS A g ksl g qua il 2
Scores Critical Areas Aulall) ¥l Lias
3|7 Was there any delay in approaching ves [ e pdiifal i A peligl s S e 7 3
customers? NO y Sl gas Calasall
8. Were you greeted in a friendly manner ~ YES B~ sll) sy aa i S da 8
(pleasant feeling)? no O ¥ S (ro
Bt abs gall & Chaa g ad gl y Y 1A
5| If no, please describe behavior: Was it u‘ .:3: . Lj‘l . j:; j:ﬁ N J.‘ “15
arrogant, without any expression, normal e L o = SR CJ‘
efc.....
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Scores Critical Areas Al L Llai
9. Did he guide your vehicle for positioning YES m A il Sl I il L il sall 5 Ja 9
3 at the stopper and asked you to switch el vl 7 ale y ﬂhi 5 Ll P'LL 13
the engine off? No [] ¥ adl ik iy )bl Sy
10. When asked by customer, was the . IS b chandl (o Cali gall i Lovic
5 attendant knowledgeable of different YES m = ft:sfn < ‘)'J‘\ al:: / ﬁf .Iim e 10 5
grades of oil, filters and their relative No [ y ) i &(.y . e
benefits? fleta JS 21 4
YES i .. .
4| 11. Did he offer the waiting area to you? Nf) g ‘a: oAty 44 2 8 Janyl dde vae ds 1114
12. Did the staff thank you as you were YES e " i
L‘l leaving? No [] gy oS land Sa Gl e 12 |4
3. APPEARANCE AND BEHAVIOR OF STAFF (pSslay Cpdlipall jelia 3

Scores Critical Areas Bl Lol
. YES pal
3 13. gzsti?;?unlform of the attendant neat NO D Y e, Gl pmlall Gl sall Gl S Ja 13
NA [ sy
vEs ] . .
14. Was the attendant wearing visible e Ay 55 5y 3 g gl bl Sy 14
3 Nno [] ¥ . 3
nametag? Tz 350 dandd Lgile
VA [ sauy
YES a -
15. Was he able to communicate with i &o dualdll o 1508 Gyl S Ja 15
3 customer? No [] ¥ e. 3
‘ 05l
NA [ sy
YEs d
4| 16. Was staff courteous / friendly? No [ ¥ lkal/la 505 Cala sl S s 16 [ 4
VA [ sauy
4. SERVICE sl 4
sCOreS T Crita'rea‘s‘— T >_~‘}‘-;;LU_WEJ~‘_ ) T ‘_-b@‘
: Y L Gaadlly al a8 Ja
17. Did attendant check whether youneed YES m o~ ;u u,u)u] Py }Al £ 17
3 top up or complete oil change? SR S ol Gl AlaY 2liag s Ll 3
p up P ge- NO D y sl
3| 18 Didattendant check with you whether ~ YES [ v B8 ) Lad i Cali sl 33a5 o 18 3
only oil is to be changed or oil with filter? No [ y €Al 5 0 Bl L oy S BTN
19. Did he check using gauge the quantity  YgEs [X] el I (g giaee Gl Gl ) PBds 19
3 required to be topped up and informed i Al Sl s il 3
you? No [] Fullly il y el |
XI o 00 Sl i x gl i 51 LG
3 20. Did the attendant check for oil leakages YES o wi‘—;ft: _)ﬂﬂ!. . a}li;i 20 3
under your car from filter and drain boit? No [ et oe 803
g
3| 21. Did the attendant drain the used oil ves I w0 g S5l IS i Gl sall W5 Ja 21 3
completely from your car? NO D y el e
2 22. Did he ask whether you want the engine  YES el adl dae x5 i ) il s 22 5
to be flushed and did it if you agreed? NO D y Sulisg] 9o Jla ot ey
3| 23 Did the attendant fill the correct grade as YES axd Sl da e 5 ALl Caba gl adda 23 3
you requested? Nno [ N fleidh il dapa )
2
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Scores Critical Areas Tl ¥l g

J| 2% Didre reauestyoutosiartongeand  ves Bl ot w5y e il 080 e b B 24
minutes? no OO 3 fiuaiy s baal Jpuldl) Ala 3
. ool 48 e /Al saba o (e cala gall U Ja 25
3| 25 Eid the attendant ensure that the carter ves :1 ﬁ’;m’:@ d;ﬁ\s‘ ‘:S‘mw 3
olt is tightened and there are no leaks? NO D N eyl
26. Did attendant carry out the following , el s gadl) o) by cala gl B da 26
complimentary checks: -aglall
YES psd
31a. Battery Water top up NO D N Ay Uadll e il 31a.
na [ iy
YES pxl
31b. Coolant Water top up NO O p| coolant/s yuall ela dila) 31b.
na O sy
ves ) =~ j
31¢. Auto Transmission Fluid top up NO D N IS ol )\P u” m“ 3te.
(O ssansit 1)
A [ gy y
YES o
31d. Brake Fluid top up no [ Y dall s il 31d.
nva [ abiy
YES ps
31e. Gear Oil top up no [ y ool mllcuydilal 3ie.
nva [ ahiy
ves 4
31f.  Air fiiter cleaning no OJ v sl ks 31F,
na [ abuy
ves Xl
31g. Wiper Water top up NO D N gla oW cilaliaal el ddll 31g.
na [ ahuy
ves A
31h. Clean engine using air gun NO D Y ehsedl Getue pladinds A jaalt ada’ 31h.
na [ sy
3|27 Were any of your questions related to ::)S % ?: dilaid) elilind o gl éf— 3-.2\4?1‘ L—W Ja 27 3
lube change answered? S W it Adany
nva O sduy
3 28. ’l(?]ig (t:l';er gtaff place the mileage sticker in :‘(E)S % ?’; Amgﬁmﬁ&ﬁf;\ﬁ 28 3
. na [ sy g
ves & o
4| 29. Were you offered a receipt voluntarily? ~ NO O Yy 0 jial a3l Jums e o e da 29 14
na [ iy
5.  REST ROOMS AND MOSQUE apadll g (laall sl g5) Aal M e 5
Scores Critical Areas EEWRI LAY PON) PATHI]
3 30a. Were they adequately stocked with all :lis % “? iy gyl e i) arany b 3¢ 23S o 30a 3
necessary supplies such as soap? @9 . shsiuall Jia
No _SoAP wa [ aesy
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fabas L3l (1S s .32g
NA O shyy ‘

4 +
Scores Critical Areas Dpuallt c¥laal) AN
_ ves O N
30b. Were they adequately stocked with all v sl Cila Slall asen 5 5eme cilS Ja 30b
necessary supplies such as toilet tissue? NO K& ‘iﬂ«ﬂ&& Jia
No_mssoes (32 7.
30c. Were they adequately stocked with all ves [ pri A5 el il i) &ax 8 e ils o, 30c
necessary supplies such as paper towels? NO D ¥ S48, ol Cadiiall i
(paper towels are not required where fully - Cldiaae 55 vie dyglhe e i, ailiall)
operational hand dryers exist) N/A Gy (AIY
31a. Were sinks clean? YES IZ] pd 2l vwf‘;,‘,‘"i‘:;ruu‘sd‘: |.31a 1
require comment when marked ‘No’ no [ Y gl o A )
NA [ iy
; ek U cais
31b. Were mirrors clean? YES px o al g Lfyru 'lsdT'l.s‘]b
require comment when marked ‘No’ Nno [] ¥ o2l o TR A s )
NvA [ sbyy
. ?‘ L A ‘ - g - o
31c. Were hand dryers clean? YES E e . “m‘m uA:\‘(y"uLa:;'wlSLSdT "31C
require comment when marked ‘No’ Nno [ y sl 2 MY Yl s 1y 3
NA [ gmsy
X ; fAal (Lol CURL wig
31d. Were dispensers clean? YES o e o ,,\J,:_,{Ayr‘f 'tsdT' |'31d
require comment when marked ‘No’ no [ b gl s PR S )
NA [T ssy
YES psi
31e. Were toilets and urinals clean? Nno [ ¥ Ak Tl Al culS da 31e
NA [ Gdyy
32a. Were doors clean? YES m pd o gl oeﬁ;,::f;“uflﬁs“‘? !'328
require comment when marked ‘No’ Nno [ b gl on AR
NA [T gy
YEs [X]
32b. Were walls clean? Nno [ Y fakli sl cilS Ja 32p
NA O gy
YES pd
32c. Were ceiling clean? no [ v feahai caaull S s 32¢
VA [ sy
vEs M
32d. Were vents clean? Nno [ Y ki MU il Ja 329 |2
NA [ gy
. R B fee BT
32e. Were floors clean? ) ves L 2 al Sm..&;%zf;rftlﬁj:aze
require comment when marked ‘No’ Nno [X ¥ Cea sl o PRl
M& N/A D Mg
vEs K]
32f. Were baseboards clean? Nno [0 v faiks saelall & o laital )5 S a 30f
NA [ ey
YES axi
32g. Were grout clean? NO D Y
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Scores Critical Areas IR A POA ] PATH]
ves [
33a. Were trash containers clean? no [ b fhadas dalaill <l gla S Ja 333
) NA [ iy ’
os) YEsS [0 a
33b. Were trash containers not overflowing? NO Kl ¥ Shaild e Aeladll iy gla <ilS Ja 33b
TRasH CONTPINER DYERPLoedING  Na [ gy
YES pi s .
2 34. Was the restroom smeiling clean & no [ N sl ) Rnias Aidas dlaall dad), S Ja 34 2
fresh (without any offensive odor)? $lolasdl 3 A S A
NA [ gy
% ; a5 alasll 8 il pagail azes cilS o 3
35. Were all the facilities inside the YES - nll g S nl g, 55 5 30
restroom in good working condition? s w5 e
2 require comment when marked ‘No’ no O ¥ sl o2 YT ALY s Y 2
NA [ iy
3 9(5) ki dmanall Aeld gl e S
36. Was the Mosque premises clean? YES D e ( ). ):J\ ’ g LL“;#‘L'JS%T 36
2 require comment when marked ‘No’ no O ¥ Tt o> ) R 2
nAa B Gy
Comments: sctBadiall [ guladll
FOR OFFICE USE ONLY Jadd Cagall INKES
o BAY | B e 2l . <
y : Eval : )
%o ACTUAL SCORE | maximum | E2iton P
Approach and Cleanliness addaill 5 ol Byl i
Greetings and Initial Checks W Sl 5 s 3l 12
g{);)f?arance and Behavior of il gall A sy setae |3
Service daaill |4
Cleanliness - Restroom and Glabaall — &dldall |
Mosque dasall g
TOTAL £ ganall
+ 5







e

ol ks &
e il

TR T

| Abnoc

DTs TRIRy TIon
AL MARKHANI YA $/5 997
AL MARKHANI YA AREA
AL AIN

D&SCRIPT ION QTY PRICE TOTAL

Vo yagrSr lverlL 4,00 14.00 36.00
AU ¢ 00L 3 1L 11.00 11.00
TOTAL 67.00
CASH PAYMENT 67.00
You wep e g

DATE 20/07/201’

Y Operator 1
20:57

T1 89 o1 2089

SERIAL NO.

2

9







