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PROJECT: ELARA - Lube Change

SERIAL NO.

3

4

Pany

N
ab Research Center &

[ < Emarat 1 O ey Eppco / Enoc | B4 a9 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
| 49 Mo [ [ [ [ ]
Gender Height Buil pectacles Beard | Mustache] Ethnic Groups
TIM |[SIT |M]F JYes]No|Yes[No Yes | No |Indian JPakistani[Filipino [Expat. Arabs| Others:
IDDIZ]DDEDDED[X’DMIDD O O
EMIRATE “é::‘;;“ AbuDhabi |  Dubai Sharjah Al Ain g’:\;{“a:" Ajman Kﬁ;?m’:'h Fujairah
O | O O & O O O O
SITE ID Month Date Amount {Dhs) # of vehicles # of staff Time In Time out
Yeolo] 019 | KO 93 | o]z [ o]z [20:32RX51
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
VvISIT VISIT
0O O O O 2© O o O 0O O KM O
1. APPROACH AND CLEANLINESS AU g By 1
Scores Critical Areas Tl YLl BATH]
Yes [X] e'-
1. Was there proper sign to the Lube vo [ dilaie o AYall daal g da gl dllia (S dﬁ A
changing bay? Syl uad
nva O yhsg‘x
‘ vEs [
3 2. \é\r/g:ntigz(lj%be changing area clean and NO D g S ey did eyl s dilieciS s 2(3
na [ shsy
ves 1 & . o
4|3 Was there any oil leaking and fallingon q e de fsg il capui gl dua S da 3 4
to the floor of the lube bay ? S M s Asdaia 8 Y
na [ suy :
ves
21 4. Were the waiting area and table clean? NO | 3 faada; A dall g iyl dshie il Ja 4|2
na [ hiy
5. Was the tel S YES -
. ision in th iti U PR
5 woariitnge?te evision in the waiting room no [ 4 YA e b e op il S a5 |2
e O gy
YEs D4 - R
6. Was the board displaying complimentary o ] q Aalilgle jki Alda M cadSda 6
services neat and clean? eaaday g A4 ye dpilaall Cileaall
na O iy
2. GREETINGS AND INITIAL CHECKS Al Y sl g qua A 2
Scores Critical Areas Tabudl) cYLaal Latai
3|7 Was there any delay in approaching ves [] px A g8 8 aligldia g8 da 7 3
customers? Nno M Yy Sl eat (als gall
8. Were you greeted in a friendly manner ~ YES O o Gslul) &3 a2 da 8
(pleasant feeling)? No ¥ S (z o4
WS ks gall & sli Ciin g3 a8 Sl (Y 1)
5| If no, please describe behavior: Was it ¢ i: L:;;J . ’j\; j:ﬁ o J‘ = 5
arrogant, without any expression, normal Sgate R e XD u..a.u. :
efc..... \ £
Mo yeeetiwg s
+ 1
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Scores Critical Areas Al citaall PATH]
9. Did he guide your vehicle for positioning  ygg X il Sl Y il Lol i da g
3 at the stopper and asked you to switch o;ﬂ beilg o elie i 2 L) o 13
the engine off? No [ ¥ el il =5 5kl laY
10. When asked by customer, was the - ! JS 8 el Cpe il gall s Lanic
5 attendant knowledgeable of different YES e ‘-ﬁjﬂj‘ - ‘J.X" QL\UAJ / ‘).TS Sy 10 5
grades of oll, filters and their relative No [J q = el : ""c
benefits? Tleia JS il i
YES :
4| 11. Did he offer the waiting area to you? NO g ‘: f Y Ad je 4 syl elle jase o 11 |4
. _7 Y b
4|12 lEe)fv::e’ftaﬁ thank you as you were(g}) YES px olis 0 Laiy & S il sl A8 Ja 12 | 4
IDip mot_gay aruK Ig NO ¥ -
3. APPEARANCE AND BEHAVIOR OF STAFF (S sy Cuiligall Lgha 3
Scores Critical Areas Al YLl Lol
. YES ]
3 13. Z\:}zstitcljw;?umform of the attendant neat No [ ¥ 0L ey Gl el il sl Gl oS s 13 (3
NA O sy
ves K] w .
14. Was the attendant wearing visible ek A8y (65 3 3 s gall Cala sl IS Ja 14
3 nametag? no [ ¥ € on 3
NA [ sduy
YES K] .
15. Was he able to communicate with & deal sl e 15068 Gala gall IS s 15
3 customer? NO D k €553 3
! SR
NA [ gauy
vEs [X] m
4| 16. Was staff courteous / friendly? No [ ¥ flakl/lang alasdl IS Ua 16 [ 4
NA [ by
4. SERVICE aaill 4
Scores Critical Areas T T wevad T pEy]
; Lt L 331l Cals gl A8
17. Did attendant check whether you need YES IE a w u u)’—d a ] }d ? A7
3 top up or complete oil change? 0 0w ol 3l AlsY Flias s 3
pup p ge: NO D N ¢Sl
3| 18. Did attendant check with you whether ~ YES i px A S 13 Led i Cala gl (3853 s 18 3
only oil is to be changed or oil with filter? No [ y €l gy 3 a0 dass w5l s
19. Did he check using gauge the quantity ~ YES [x] ard eladials S 3l (6 dle Gt il gl B Ja 19
3 required to be topped up and informed i Al S el sl 3
you? No [ Y eellly elali ; L)
o el o e 5l B G
3 20. Did the attendant check for oil leakages YES pee wju/fhu: Al },ij Cin 20 3
under your car from filter and drain bolt? no [ N SR as ue s
ey 3l
3| 21. Did the attendant drain the used oil ves K] A Jentiesall 3l S i calagal) A8 b 21 3
completely from your car? No [ N £l b (e
o | 22. Did he ask whether you want the engine  YES B] M Al sl Qe oy e o il Ja 22 2
to be flushed and did it if you agreed? NO D Yy Selisd) 4o Jla iy
3| 23. Did the attendant fill the correct grade as YES Bl a  cy3l A g 5 Alaly calasall B8 Ja 23 3
you requested? Nno [ y flgill ) dagsall
2
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Scores Critical Areas Ll Yl Jatas
24. Did he request you to start engine and  ygs A&y o el e o st o e il Ja .24 3
3 Ir(Ta]?r:/uet;tsl:;.mnlng for one and a half vo O ! Sinay Zahs 52l i) Ala b
3 25. Did t.he.attendant ensure that the carter YES p ufﬁjdi:‘j;ﬁzh jﬁb"‘;}: 25 3
bolt is tightened and there are no leaks? NO L_.] N # ecu sl
26. Did attendant carry out the following Ll Gl saill ol jaly cab sl Q8 Ja 26
complimentary checks: Al
YES o
31a. Battery Water top up NO O b A bl ole Adlial 31a.
A [ adyy
ves [
31b. Coolant Water top up NO D ¥ coolant/s yall ela A} 31b.
NnA [ sy
ves 1 = SRSl JI Sl cy ) Al 31c
31c. Auto Transmission Fluidtopup  No [J ¥ ¢ o ) '
NA [ iy
ves I
31d. Brake Fluid top up no [ ¥ Jedll cyyailal 31d.
na O by
ves K m
31e. Gear Oil top up no O ] oA el dial 3e.
na [ iy
ves @ &
31f.  Air filter cleaning no [ Y dpd g mks 34,
na [ sy
ves K]
31g. Wiper Water top up NO D ¥ gla il labial ele Ll 31g.
na [ sy
ves =
31th. Clean engine using air gun NO I:I Y el sl e AlATL el Cagdai 31h.
NA [ sbny
3| 27 Were any of your questions related to :KE)S % ?: Adlaiall il (ye (g u‘f— :‘-!L.ﬂf‘ Lw Ja 27 3
lube change answered? w3l Huad Alaa
va O sssy
3 28. ?hig (t;!;? gtaff place the mileage sticker in :ES ?: Ax&mﬁmﬁﬁ;ﬁ 28 3
' na [ sy €5 _landl
ves I w
4| 29. Were you offered a receipt voluntarily?  NO d y kgl oM Jem g lle a e da 29 |4
Nna [ ey
5.  REST ROOMS AND MOSQUE saawaally (alaad) [l 55) Al g L5
Scores Critical Areas Al el PAH]
3 30a. Were they adequately stocked with all YE.S = g peal) Sl il asans 5 3eae <alS Jo 30a 3
necessary supplies such as soap? NO ¥ e glall (Jia
nva [ gy
3
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Scores Critical Areas Ll ¥l Jatailt
YES 3 .
30b. Were they adequately stocked with all %I e Al il iasall a3en5 jenae culS s 30b
necessary supplies such as toilet tissue? NO ¥ Coltgill (3,99 Jia
Nna [ by
30c. Were they adequately stocked with all ves [ i 4 all il il g e S s, 30c
necessary supplies such as paper towels? no [ N 48, o1t Chdlial} i
(paper towels are not required where fully Clidae 845 aic dy5tha ye 3,4l adlial)
operational hand dryers exist) nva ™ (b Y (&Y 2
: RPN
31a. Were sinks clean? YES e ol ‘,,y,‘,lf"fyr'jls,tsd?."31a
require comment when marked ‘No’ no [ ¥ e R e
nAa [ gy
: A Ul oo
31b. Were mirrors clean? YES o L al 4':,‘?,': N fyrflisd?.‘am
require comment when marked ‘No’ no [ ¥ crasl o YT sy cas 1y
V77N I TSR
" TRk o] i o
31c. Were hand dryers clean? YES m o ol B L‘“f,é,, ui;‘uj&&d‘: "310
3 require comment when marked ‘No’ no [ Y S 3
(V77N W [ FANY
s Ay ) gleall cilaSle cuilg
31d. Were dispensers clean? YES e ol o "\1':-1 \Ay\u 'LidT' "31d
require comment when marked ‘No’ no O ¥ e e s
NA [ gy
ves 4
31e. Were toilets and urinals clean? Nno O ¥ faadas Joall Al s Ja 31e
Nna [ sy
; e ol Y el
32a. Were doors clean? YEs 9 ol ",,y,, i i{w i _IS‘JT.an
require’ comment when marked ‘No’ Nno [ ¥ el o MY Ayl calS 1y
na [ gy
ves
32b. Were walls clean? No [ Y fagda glasall @il s 32D
na [ gy
ves [d
32c. Were ceiling clean? No [ Y fadal il oIS Ja 32¢
na O sy
ves [d
2| 32d. Were vents clean? no O ¥ faddai Ml il s 32d |2
na [ iy
; $agnt s, Y1 cils
32e. Were floors clean? YES px gl R ,,?,,“in B .lSJTM.?:Ze
require comment when marked ‘No’ no O b G e AR Al
NA [ sy
ves M
32f. Were baseboards clean? Nno O ¥ faadai saclall o o /ladladl )5 cuilS s 32f
na [ sy
YES o
32g. Were grout clean? no [ ¥ fadai BN S da 32g
nAa [ ayy
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Scores Critical Areas FRITRER POX] Jatg
YES pai
33a. Were trash containers clean? no [ b faadas Aalaall iy sla culS Ja 333
5 NA [ asuy 5
ves [ o
33b. Were trash containers not overflowing? NO D b flaild e daladll clysla i< Ja . 33b
WA [ asby
ves [ o ,
2 34. Was the restroom smelling clean & no [ N @) Osn) Ldada s Aglas sleall Aadl ) il Ja 34 D)
fresh (without any offensive odor)? elend) B Ay S Aadl
NA [ gy
; s lasl b il paeadll asen clS
35. Were all the facilities inside the YES m i ¢ ¢ ﬁ:ﬁ 35
restroom in good working condition? . won < T e
2 require comment when marked ‘No’ no [0 v g sl o2 MY AdaY) S 2
NA [ @by
3 8(5) ki amunalt Acld ) e AS
36. Was the Mosque premises clean? YES E o (b),-);“ ) ,.:;. &jhs?‘ﬁ\stﬁ 36
2 require comment when marked ‘No’ Nno [ 0¥ Tt > Y s ) 2
NA [ ey
Comments: scallaadiall [ gadedll
FOR OFFICE USE ONLY La8d yigalf alaaia
Alaal) WA RIS N
0, g . . - \
% ACTUAL SCORE | maximum__| cvaluation P

Approach and Cleanliness addaill 5 ol SBY! |1

Greetings and Initial Checks | &85Y) Sl s cus Al |2

Appearance and Behavior of

Gl sall i sluss selaa (3

Staff

Service daaall |4
Cleanliness - Restroom and Slabeall — Ak |
Mosque SN
TOTAL £ gaxall
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