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PROJECT: ELARA - Lube Change

+

+
Pan Arab Research Center @
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SHOPPER CODE DATA ENTRY EDITING CSA SR.#
Name Number | Name Number | Name Number
g\
1A [cosa QAeol [=aca_q0o A aee Il
Gender Height Built  [Bpectacle§ Beard | Mustache] Ethnic Groups
TIM][S |T [MIF [Yes|No | Yes [ No | Yes | No findian [Pakistani[Filipino [Expat. Arabs| Others:
,DIDDDDJZIDIIEIEZIDD o 0O O
EMIRATE ";:t;:‘ Abu Dhabi |  Dubai Sharjah AAn | g:‘w'“aa' Ajman K’;:?mﬁ;'h Fujairah
Ol El a i O O | O K
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out |
12 1€ 181 ole | 216 | Bbloo | o3 | 0|2 025710 267
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday l Sunday | Monday [ Tuesday |Wednesday] Thursday 1 Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
VISIT w X ] ] m vISIT O O O M| O O
1. APPROACH AND CLEANLINESS :aélh'\lu u,:\ﬂ‘_l\ 1
Scores Critical Areas bl elpall St
ves X o i s .
1. Was there proper sign to the Lube NO D q dihie Lo Al dsal s dagddla Gl a1
changing bay? Sy M s
na [ ahiy
_ YES pes
3 2. \é\:;::;z(lj%be changing area clean and NO D § SRS e il ) s Ailaie CuilS M 213
na [ ahuy
ves [ &
4|3 Was there any oil leaking and falling on B q PSP PRRUITEN| RISV FP B KA S 4
to the floor of the lube bay ? ey M asd ddlaie A wayl
nva [ sy
ves i o
21 4. Were the waiting area and table clean?  NO O Yy Saady 4l lall g Uiyl ddhie cilS Ja 412
na [ sy
. W o - ves M &
2| 5 W;ii:‘hge?telewsmn in the waiting room NO D N ¢ iyl 4 e i Jews sl S Ja 5|2
na O iy
ves [ = e s
6. Was the board displaying complimentary o 7] q L lgle e A M ais da 6
services neat and clean? fAadat o A ye dilaall laadll
na B sy
2. GREETINGS AND INITIAL CHECKS Y gl G Al 2
Scores Critical Areas Al cilaal Liai
3|7 Was there any delay in approaching ves [ pr i/l B 8 il gl i S da 7 3
customers? no [ Yy el sas Cala gall
8. Were you greeted in a friendly manner ~ YES P e cslal) A58 dh il da 8
(pleasant feeling)? No [ N ¢ (x4

51 If no, please describe behavior: Was it

arrogant, without any expression, normal

ULSJA :;LE}A\ uﬂ}lmumy(\ﬁa_s) N1

e il (g a5 AL sy

¢ &l
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Scores Critical Areas At Llail
9. Did he guide your vehicle for positioning  ygg ]z A il Al ) ol Gl yall 8 Ja 9
at the stopper and asked you to switch o ‘C'J i o elie j_]n 5 Ll ?'LLY 13
the engine off? No [] ¥ el i =R 0 )
10. When asked by customer, was the P . SIS da cJread) el gl s Lonic | 10
attendant knowledgeabile of different YES - Gbu AR JA il )

5 oo . ) ul)Mljuﬁjlula_JJ/t‘yiulM?.‘: 5
grades of oil, filters and their relative No [ y o - I
benefits? fleda JS il 4a

YES [X] : NPT
4| 11. Did he offer the waiting area to you? NO E r‘: Y diye 8 Uyl elle vase b 11 (4
12. Did the staff thank you as you were YES pd ¢ fanoengt . .
1 leaving? NO D v ¢ alad cug Loty & iy ks gal) aLs da 1214
3. APPEARANCE AND BEHAVIOR OF STAFF ip¢Ssbuy Cpilisall jela 3
Scores Critical Areas Ll c¥laall
, YES o
3 13. Z\rlzsﬁgr;umform of the attendant neat NO D V0L ey gl enlall Gl sl G S 1313
NA [ sy
YES : .
14. Was the attendant wearing visible ~ e Ay (51 0 3 g sl il gl S a4
3 nametag? No [] v o . 3
va O siy  giod gl4Q
YES pi .
15. Was he able to communicate with & dealsll e 108 Galasall S Ja 15
3 customer? No [] ¥ oo 3
. ST
L NAa [ smuy
YES [X]
41 16. Was staff courteous / friendly? No [ ¥ fkal/lasas abspall S Ja 16 | 4
Ll NA [ sy
4. SERVICE NN 4
[Scores—_vr héritical Areas o o “Ezgl Ylaal) ELLU_!I
; v CO saailly Cabs gall A3
17. Did attendant check whether you need ~ YES ] = u k—rﬂ | Aoy L}: £ L;f; 17 3
top up or complete oil change? O el ol ALY pliags
NO D flalsil

3| 18. Did attendant check with you whether ~ YES M - 48 S Led i Cals sl 3ia3 Ja 18 3

only oil is to be changed or oil with filter? NO [] y €Al 5 ey 5l T Jass ol s
19. Did he check using gauge the quantty  YES [ pad el Syl (g gine Gl ol i Bds 19

3 required to be topped up and informed g Al Sl A ol dall 3

you? No [] k| Sl clalyf 5 Lgsilin)
P On il S e Gt Gl ol 6

3 20. Did the attendant check for oil leakages YES m o wﬁ;ﬁi} )3155'.0-4 sjid? ﬁ 20 3
under your car from filter and drain bolt? NO D y ¥ Sl

3| 21. Did the attendant drain the used oil YEs [X] M Jertaall cy 3 S &L byl B8 Ja 21 3
completely from your car? Nno [ Yy Tl Hlas (pa

2| 22. Did he ask whether you want the engine YES [] i ___; 39 A paall ey 5 i€ o @il Ja 22 2
to be flushed and did it if you agreed? NO m | A,‘\ oy ) ) e Jla s el

3| 23. Did the attendant fill the correct grade as YES X Tl A L e g Ailal (sl pdda 23 3
you requested? No [ y fleidhke Al dapaall

2
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Scores Critical Areas Al el g
24. Did he request you to startengine and  vEgs§ ol A5y el il o585 of dhie il Ja 24
3 leave it running for one and a half TR L ety . 3
minutes? no [ 3 Sl s Ao S3al Jpll) Al b
3 25. Eid t_he_attendant ensure that the carter YES &~ wfﬁ);dﬁj\)izb jﬁiﬁ: 25 3
olt is tightened and there are no leaks? NO D y e 3l
26. Did attendant carry out the following Lladll Cla sadll o) jak calagall J8 Ja .26
complimentary checks: Al
ves 0
31a. Battery Water top up NO D Y g jUad el dilia) 31a.
na [ sy
ves I
31b. Coolant Water top up no [ y coolant/ayall claila)  31b.
na [ iy
ves L &
31¢. Auto Transmission Fluid top up NO D b A8l J\(é':::jj; 3te.
na B sy
ves L1
31d. Brake Fluid top up Nno [ N Jal il cy § il 31d.
na B sy
ves L1
31e. Gear Oil top up no [ Yy o A [l ey 5 Al 31e.
A X iy
YES % )
31f.  Air filter cleaning NO b ol sell yila Caylats 31f.
na [ suy
YES m o
31g. Wiper Water top up Nno O y ol calind cls 2Lz 31g.
A [ aabiy
YES m ol
31h. Clean engine using air gun NO Y ehgll edase alaaiuly o paall cadais 31h.
N/A EI Sl Y
3|27 Were any of your questions related to :ES % ?: dilaia) il e sl e "‘T.'\-.*Y‘ u—°3 27 3
lube change answered? ey Ml Aaleny
na [ sy
3 28. qug (t:r;(: ’s?.taff place the mileage sticker in ;Eos g (’: = uﬁmﬁ&ﬁﬁ;\jﬁ 28 3
' va X sduy € ol
YES o
4| 29. Were you offered a receipt voluntarily? ~ NO [:I y 0 Laal W2l dhay e e da .29 |4
W EY J
5. REST ROOMS AND MOSQUE aaaaall g (plasll el ) AV i 5
Scores Critical Areas Al ¥l PR
3 30a. Were they adequately stocked with all ves I o iyl e el gans 3 e il Ja 302 3
necessary supplies such as soap? NO D ¥ S glall Jie
na [ gy
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Scores Critical Areas Ll Loy L
YES i
30b. Were they adequately stocked with all no OJ ?: sl il Sliall many 5 jea cuilS U _30b
necessary supplies such as toilet tissue? Sullgill g 199 Jia
NA [ gmyy
30c. Were they adequately stocked with all ves X ard Ay el il il & e <ulS U 30c
nhecessary supplies such as paper towels? Nno [ ¥ a8 oll Cldlial) Jie
(paper towels are not required where fully Glidae B4 vie 4y 5llaa 42 48 sV Cadliall)
operational hand dryers exist) NA [ gy (3Y i
X ; ki Juldl il
31a. Were sinks clean? YES P  al ‘"Y:‘ZL;\JIH: 'tsdT' “313
require comment when marked ‘No’ Nno [ b sl oa AR s )
- NIA D Gy ¥
31b. Were mirrors clean? YES s o al * ,&.,; lif;ﬁ\isd‘:."sm
require comment when marked ‘No’ No [ ¥ ol o s )
e na O bl Y ]
. (PR | ol R
31c. Were hand dryers clean? YES D i 41 ) gfzjluh:;“w&lsdr "310
3 require comment when marked ‘No’ no [J v ‘ﬁ‘”_ eyl
A X oy 222 D gy
. ?'-I-., 1_.L°_.ls
31d. Were dispensers clean? ves il u’ahfi],ﬁuiyr‘f 'lsdT' "31d
require comment when marked ‘No’ Nno [J ¥ T o MY Al cals 1y
- Nna [ el ¥
YES pad
31e. Were toilets and urinals clean? No [ N ik Joall 4Kl kS s 31e
NA [ gy
32a. Were doors clean? YES m i ol ! ,,y,fif;ﬁugl: "323
require comment when marked ‘No’ no [ Y T2 o MY e il 1y
e N, N/A D cashiy ¥
ves K
32b. Were walls clean? Nno [ Y ks Gl s Ja 32p
NA [ sy
YEs A
32c. Were ceiling clean? NO D ¥ fenhai Gl IS Ja 32¢
NA [ oy
YES pad
2| 32d. Were vents clean? No [ ¥ fAgkas MLl i Ja 32(
NA [ sy
32e. Were floors clean? YES m pd 1 v%,,?k‘:f;r”tsg% \.32e
require comment when marked ‘No' NO D Yy G >R P ARSI R
e N/A D (b Y
YEs [X]
32f. Were baseboards clean? No [ ¥ s el & o kil )50 il Ja 32f
NA [ sy
ves Xl
32g. Were grout clean? Nno O N Tl LU oS s 32g
nvA LT gy
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Scores Critical Areas Bl c¥laall pATHI)
ves [1 =
33a. Were trash containers clean? Nno [ ki Paaas dalaill g << o 33a
) NA [A abiy )
ves [0
33b. Were trash containers not overflowing? NO I fhaild e Adadll s cilS da 33b
N/A oy ¥
ves [ o I _
2 34. Was the restroom smelling clean & no [ ¥ s Qrsn) Blinia g Aiphai gleall Aail ) S Ja 34 2
fresh (without any offensive odor)? falaall 3 A S Aalh )
NA [ any
M Cand alaall i ) eadll ana -8 Jda .35
35. Were all the facilities inside the ves & it S e
restroom in good working condition? . o N
2 require comment when marked ‘No’ no [J ¥ C‘{“}““ @MY A s v2
NA [ aiy T '
; (5) wnks daeall Acld g e OIS
36. Was the Mosque premises clean? ves [0 ( ). ,;d\ ' ,,;:, LL‘;?AHLS ‘f; 36
2 require comment when marked ‘No’ No [y sl e 2
NA [ gy : b :
Comments: sUaadiall [ galesl)
FOR OFFICE USE ONLY Jah el aladdiu
Uauall Bl L Jey il .
Y . E ion: 3
A ACTUAL SCORE |  MAXIMUM valuation P
Approach and Cleanliness Aaladll ol BYY 11
Greetings and Initial Checks | &Y} SiSpiills cam i1 12
ls\{)apffearance and Behavior of oyl pal) sy el |3
Service FURTNIP
Cleanliness - Restroom and Claleall — A8kl
Mosque el g
TOTAL £ _gadall
+ 5
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