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PROJECT: ELARA - Lube Change

SERIAL NO.

3(5|9

X

+

e
Pan Arab Research Center @

O wiu Emarat 10O @ Eppco / Enoc | & a5 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
' Name Number Name Number | Name Number
2ot <, o€ a Aol | Lot | Qa! | Nouamo bodlde! |
Gender He|ght Built _ Ppectacled Beard | Mustachef Ethnic Groups
Im 1 S T [M | F |Yes| No |Yes| No | Yes | No |Indian |Pak|stan[|F|I|p|no [Expat. Arabs| Others:
EMIRATE ";:;‘Ii’: AbuDhabi |  Dubai Sharjah Al Ain g’;‘:v"ai’: Aman | | RasAl - Fyjairan
O O O O O | O O [X
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
6 |l b6l2 ] ©l¥ i) b3eo| o] O |2 |in.o3 [12722
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
vsT T R O O O wst | X O O O O O O
1. APPROACH AND CLEANLINESS A8l 4 ga\j@‘_ﬂ A
Scores Critical Areas Al claall Y]
YES i1
1. Was there proper sign to the Lube dibia e AVl sl sdasd dia S da 1
. o no O v ol
changing bay” Sy e
nA [ ahuy
" . ves K]
3 2. org:r:iizgil’;be changing area clean and NO D ey Rk cy s dikie ciS Ja 2 |3
na [ akiy
ves 0 = . A -
4|3 Wasthereany oil leaking and falingon g e de Byl i sl dlia S a3 4
to the floor of the lube bay ? - Syl st Aalaia & 2 )Y
NnA [ sy ?
ves X =
21 4. Were the waiting.area and table clean?  NO O ¥ aglay 43 Ul g iyl dikhie S Ja 4| 2
Nna [ asay B
) ves [
. isionin t iti gt S . -
2 5 vaoarii;ge?televosmn in the waiting room NO D Y Y A 8 Jen ol g8 s 512
NA [ skay -
YES pad o N
6. Was the board displaying complimentary [ g dalilgle ki Allda Ml cals ds 6
services neat and clean? falad 5 Ad ye Anilaall Culaadldl
nva O sy
2. GREETINGS AND INITIAL CHECKS Y il g s Al 2
Scores Critical Areas At clpall Llasl
5|7 Was there any delay in approaching ves [] px T I SRPENCRPIRE E G L Ty 3
customers? No [X y ot gas Cala gall
8. Were you greeted in a friendly manner ~ YES | pri sl A5 da e il da 8
(pleasant feeling)? no [ y N (B
SIS da el galt & Chn g1 28 % Y 1Y)
51 If no, please describe behavior: Was it ¢ e L:;X . ):; j:ﬁ N J..‘ “15
arrogant, without any expression, normal A e i s
etc..... e
1
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Scores Critical Areas ' Ll ciladl Lalail)
9. Did he guide your vehicle for positioning  ygg [R] ; Gl a1 @als b ol ol G
3 at the stopper and asked you to switch & ™~ :.-m oo ‘51 P .) 2 ;,“L}A “bd“ 9 3
the engine off? No [] ¥ ol ikt o e il 5 ) iliyy
10. When asked by customer, was the ’ S e cdaaadl e il gall Jow Lonie
5 attendant knowledgeable of different YES o :Jijjjl - ‘ Jfl Q:: / ‘}.‘IJ d!}w e 10 5
grades of oil, filters and their relative no [T ST SRR o i
benefits? Pleta JS il g8 g
YES i .. .
4| 11. Did he offer the waiting area to you? NO % ‘a: ¢ Uanyl 4 e OB e e da 11 |4
12. Did the staff thank you as you were YES | et . .
4 leaving? No [] g £ a3 S Laiy o S Gl gall M5 Ja 12 (4
3. APPEARANCE AND BEHAVIOR OF STAFF 1pgS sl g s gali she 3
Scores Critical Areas Ll YL . LU |
. YES O]
3 13. Z\rl]?jsﬁ?ye?umform of the attendant neat NO D Y 05 e, Gl el Gl pall Ll S 1313
NA O] ey
ves [l | -~ N ,
3| 14. Was the attendant wearing visible no Bd ! y D Aty (51 3 5m pall il sl S b 14 3
nametag? Sz a0 W!%
NA [ sduy N Name Dodge. (127
YEs [X] ) . e
3| 15 Was he able to communicate with No [ g o dal sl e 1508 Gl bl S b 15 3
customer? SOl
NA [ sy
YES ax
4| 16. Was staff courteous / friendly? Nno [] y flahl/lagy bl IS da 16 |4
nva [ gy N
4. SERVICE | il 4
Scores CriticalAwas T T e Lwaynd by
S O oad Gasilly il sl JE s 17 [
17. Did attendant check whether you need YES m x w uu}d Sa ,d e / ] :
3 t r complete oil ¢ch o e DR ﬁl u:')'“ “Léy CL‘A" CP 3 !
0p up or complete oil change? Nno [ y ¢ sl
3| 18. Did attendant check with you whether YES pxd 28 S 1Y e clia Cab sl 3885 a8 3
only oil is to be changed or oil with filter? No [ Yy € lall gy 0 Al dadh iy 3
19. Did he check using gauge the quantity ~ YES Ed pad el N 6 sne Gl Cala ol JG s 19
3 required to be topped up and informed e Al M AS il il 3
you? Nno [ | Sl il L)
D e 3l 5 e 38aill (ol gl JG Ja 2
3 20. Did the attendant check for oil leakages YES m pe uij:/’:j:ij )wa aﬁj e 20 3
under your car from filter and drain bolt? NO D y B e
3| 21. Did the attendant drain the used of YES A sl 3OS il gl G s 21 3
completely from your car? NO D y Sl jlas (pa
2| 22. Did he ask whether you want the engine  YES B  ax s ol dae 5 o @llla da 22 2
to be flushed and did it if you agreed? Nno O N felid) go Jla 6 iy
3| 23. Did the attendant fill the correct grade as  YES [X] [l ol A e 5 ALl Calh el A5 Ja 23 3
you requested? Nno O Y el Al dagaall
2 V
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Scores Critical Areas fpuludy) Ll Jalasly
24. Did he_ requgst you to start engine and YES m ol 48 5 o yaal (uaod o 55 of e lla o 24
3 leave it running for one and a half e 2y s Ll e 3
minutes? no O 3 by 4383 sadd Jpuldl «*
. oW A8 e /A yabaa (ff e alasall SU s 25
3 25. Did the attendant ensure that the carter YES X e o ‘eluj:,d 3 Wl b e e 3
bolt is tightened and there are no leaks? 0 i =2 S
NO k| Sy
26. Did attendant carry out the following Al Cilba saill ol jaby calasall s 26
complimentary checks: sl
ves [
31a. Battery Water top up no O Y ikl elila 31a,
na [ iy
YES axd
31b. Coolant Water top up Nno O N coolanta sl s iilsl  31b.
va [ ki
ves 4

VA all Jb Slea FEIRN 31c.
(O shzansil )

(V4

31¢. Auto Transmission Fluid top up

.\
E
. | oL

31d. Brake Fluid top up dal jill oy 5 ddls) 31d.

[¥4

2 Z <2 =Z

S6@50

OO0
¥

.l
l\E-'
oZ

YES Al
31e. Gear Oil top up no [ Y ool palicysiial 3te.
va O adny
ves [k
31f.  Airfilter cleaning no [ k] ol g il Calas 31f.
nA [ smiy
YES pad
31g. Wiper Water top up NO [_—_] b Fla ol lalid ele dlal 31g.
A [ gy
ves I
31h. Clean engine using air gun NO D N ehsell Getn aladiuly G jaalt Cadass 31h.
nva [ sy
3| 27. Were any of your questions related to ::)S % rﬁ; dalaiall Sl (e s o %‘A.\J‘ ~—w da 27 3
lube change answered? el il Alesy
na O sbuy
326 DI the staff piace the mileage sticker n :lzs [é ?: m@m‘jﬁﬁﬁﬂjﬁ 28 3
' nA [ iy €5 )
ves bd
4| 29. Were you offered a receipt voluntarily? ~ NO O y Sl bial il Jeay le (s ye Ja 29014
na [ iy
5. REST ROOMS AND MOSQUE saually (alaad) feull $5) Aal ) g .5
Scores Critical Areas Al clasal) Laai
3 30a. Were they adequately stogked with all VES A VPPN RGN aene 3 e QS o 30a 3
necessary supplies such as soap? NO D ¥ S slall Jia
A O guy =
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Scores Critical Areas EEW I LAY PR PATH]
YES i .
30b. Were they adequately stocked with all % ?’;‘ Asoal) Sl il gans 3 jeae <l s 30b
necessary supplies such as toilet tissue? NO ﬁ!ﬂw Jia
NnAa [ gy
30c. Were they adequately stocked with all ‘ves [ and sl il 3l aaans 3 e <l Ja 30c
necessary supplies such as paper towels? no [ v 048 ) ol Ciilial) Jia
(paper towels are not required where fully [ Clidae 845 v dyllaa e 438 )4 —adliall)
operational hand dryers exist) N/A E Gabiy ¥ (349 A
31a. Were sinks clean? YES m ; pu gl f .',,”,fl:“:” ‘uls &.{313
require comment when marked ‘No’ Nno [ ¥ el (o2 MY Alay) s 1y
Nna [ ghy
- TN —
31b. Were mirrors clean? ves ol o g L."”fj‘ ;_'f‘s JT.'?’“D
require comment when marked ‘No’ no [ b ol oa o MY Ay s 1)
NA [ iy
31c. Were hand dryers clean? YES D o . fu.da., ‘_;4:?1 ‘,ﬁm‘:‘n |u15LSdT "310
require comment when marked ‘No’ no X oY F‘ﬂ)ﬂ)ﬁf -‘y eyl sy
va O RN B3/ Aeoso ;Gjn»gi
A eaaln; - e R
31d. Were dispensers clean? ves [ K m:m Uﬁh‘:n .:_‘bi;rulslsd? "31d
require comment when marked ‘No’ No [ ¥ sl o MY ALY g 1y
A O sy
ves d '
31e. Were toilets and urinals clean? no [ y Al Joall LS4 cilS U 31e
NA [ gbyy
. ‘\“ . .. ) R -
32a. Were doors clean? YES [zl P Ll 'M"f‘;.. L‘ij\ rljtisdr."32a
require comment when marked ‘No’ no [ oY grasll o "V ALY cus 1y
na [ gayy
ves I o
32b. Were walls clean? No [ Y fdh lall cailS s 32b
na [ gy
veEs [ 1
32¢. Were ceiling clean? Nno [ ¥ Sl it i< s 32¢
Na [ gy
ves id
32d. Were vents clean? No [ Yy Yaglss Mliall cilS s 30d
Na [ gy
32e. Were floors clean? YES pud ol 9@"&;&‘434(;—”\5\;? {328
require comment when marked ‘No’ no O Iy cae sl o YT ALY s 1y
(V17N I PR
ves Y |
32f. Were baseboards clean? Nno [ b A4k sl - o lilall ) 0 cilS o 32f
va [ ey
YES W ard
32g. Were grout clean? NO D b Sk LG K Ja .32g
nva [ gy
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Scores Critical Areas bt Nl pEH]
ves [}
33a. Were trash containers clean? NO D ¥ fasuda; daladll iy da il Ja 33a
) NA [ aay )
YES pd
33b. Were trash containers not overflowing? NO D ¥ fhati e daldll ciysls <ilS da 33b
NA [ sy
ves [ N .
2 34. Was the restroom smeliing clean & no [ N ol 0p) Bdeia s Al ples)) dad) ) << o 34 2
fresh (without any offensive odor)? $alaadl gy S Aadl
NA [ ey
; e alaadl 8 & jaeadl) e il o 35
35. Were all the facilities inside the YES el f o= t‘ﬁ: JS
restroom in good working condition? L. wan = e
2 require comment when marked ‘No’ no OO ¥ sl o2 MY ) IS Y 2
NA [ aiy
; £(5) b anwadl Acld ol e oS
36. Was the Mosque premises clean? ves L1 ( ). ;;Jl i ,,:; aj_\‘éfl:f‘\sﬁ 36
2 require comment when marked ‘No’  NO I o el at : 2
N/A kb Y
Comments: sclaadtall / gabadll
FOR OFFICE USE ONLY 1a8d Cuialt aladliu W
L) 283} LA e s o
) v H . . \
h ACTUAL SCORE | maximum__| Eaaton el

Approach and Cleanliness

2aUail 5 ol Y |1

Greetings and Initial Checks

AW Sl s il (2

Appearance and Behavior of
Staff

Cnabs sl Ashs s petaa 13

Service daaall |4
Cleanliness - Restroom and laloadt — ddadll |
Mosque Apuall

TOTAL £ ganall
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SERIAL NO.
! o —_—
!
ANDNOC l")].‘: TRIBUTION !
U.J:BEACH S$/5-762 i
Tel: ﬂ‘ "2z8‘)1) Fm;mah
N - e e e a e s e - - Pt ¥ x
FSCRIPT Gry  PRICE TOTAL
\wgw B 1.00 50.00 40.00
Yoyagertr anzil 1,00 13.00 » 13.00 ,
$OTAL 63.00
CASH PAYMEN] 63.00
You were served b\; Operator 2 .
PATE H/‘)\,/?m) 12:22 71 53*02 a7
© Tharks for Shopping .. ...







