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PROJECT: ELARA - Lube Change

SERIAL NO.

36 |7

PN
Pan Arab Research Center &

[ =iu Emarat 10O s Eppco / Enoc / 4, Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
\(Lq Name Number | Name Number | Name Number
N [<aCao ool _|Zara Geol [ Mo veweloddbg | |
Gender Height Built pectacled Beard Mustache Ethnic Groups
M ] F JT M ISIT [M[F [Yes]No [Yes | No [ Yes | No |Indian [PakistanilFilipino [Expat. Arabs] Others:
FOORODOROOKOKORK K O O O O
EMIRATE V;‘;Ztlz': Abu Dhabi |  Dubai Sharjah Al Ain g’:\:v“aﬁ" aman | FasA 1 Fujairan
O O O [ | O O X O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
oldlz]e| o6 lO|U |8Y[0O] o] 0|3 \a-0g U3
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
VISIT D D D D I1S! D D D D D D
1. APPROACH AND CLEANLINESS 43U v.:.\bﬁ\gl K|
Scores Critical Areas Tl a¥aall Jalgily
YES o A .
1, Was there proper sign to the Lube no [ g dihie Lo AVl ds sl jaadelia g8 da
changing bay? ey M s
na O seuy
_ YES o
3 2. \é\;g:r:irmzz(ljt;be changing area clean and NO E] Y i e s bkl ) s dilaie il Js 213
va [ sssy
vyes [ . ‘
4|3 Wasthereanyoi leaking and falling on /v 5] q Sl ae sy culcmigldia glsda 3|
to the floor of the lube bay ? S Y o Adbaia B LYl
va [ sssy ”
ves X
2| 4. Were the waiting area and table clean?  NO O Yy Caadas ad el g etV dshie S Ja 4|2
na [ sy '
o ) ves X |
2 5. &V;iitnhge?tebwsmn in the waiting room NO D N ¢ Y 46 b dens O S Ja 5|2
na O sy
YES o g s
6. Was the board displaying complimentary 5 ] g A lgdle el Al s s 6
services neat and clean? eaalai ¢ A0 ya Axilaall leaddl
na O adiy
2. GREETINGS AND INITIAL CHECKS Y eMsudall g qua 3 2
Scores Critical Areas L) el Jalailt
5|7 Was there any delay in approaching ves [] pd i ) B el sl el (S de 7 3
customers? NO N ol ol gad alagall
8. Were you greeted in a friendly manner ~ YES X pad Gslul) L35 di ki ch il S ds 8
(pleasant feeling)? Nno [ y N (B
AS Ja reada gall & Chia g1 28 2la Y 13
5| If no, please describe behavior: Was it u‘ ‘e \j}] ;:\; ) ;C TRt g
arrogant, without any expression, normal e R O DI . "
etc..... ¢, &
1 +
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Scores Critical Areas Lol ¥l Liad
9.  Did he guide your vehicle for positioning  ygs [X] PO I RABE RN GhydiEda 9
; a - Bi¥ @ .

3 at the stopper and asked you to switch et . . 3

the enging off? g NO L] v feloadl fpidt of o ol ) iy
10. When asked by customer, was the \ S da edanll e il gl s Larie 10
attendant knowledgeable of different YES p ‘;L:u . o }?l . }“

5 oo . . u|)ald|_,uﬁj\u1+JJ/&lyuL;q?l; 5
grades of oil, filters and their relative No [ y o e
benefits? flba JS 2il5d

YES |X] se .
4| 11. Did he offer the waiting area to you? NO ?’;' OBV A8 e b Jauy) elle (m e da 11 4
12. Did the staff thank you as you were YES o € ov et s % Gl ol LG

4|12 Didthe No [0y (0 L d S Clud s 12 4

3. APPEARANCE AND BEHAVIOR OF STAFF S oluy cpiligal) yehia 3

Scores Critical Areas Ll Lot pAH{]

. YES [
3 13. gzstit(:l;’umform of the attendant neat NO D Y e Gl ealall Gl sall Gl S s 13 3
NvA O awsy
YEs B N ] .
14. Was the attendant wearing visible oy Ay (5 5y 3 g gl il gl ogSda 14
3 nametag? No [ ¥ o . 3
g' . T ea gl %
na [ Sk YA ) o€ \ﬂm(fQ)‘\_‘p . )
YES ] . N
3| 15, Was he able to communicate with No [J q o deal il o 1508 Gla ol S Ja 15 3
customer? ISR
NA [ sauy
YES a
4| 16. Was staff courteous / friendly? No [J ¥ flahl/lasa s Cabi gl S Ja 16 | 4
NA [ sy
4. SERVICE dandll 4
g:ores Critical Areas Al <YLl T —£m1
: 23S O o ey 33l oy goll 8 .
17. Did attendant check whether you need ~ YES = u,uﬂ n }A i A7

3 t r complete oil change? S0 ot ol Al plias s ) 3
op up or compl ge? Nno [ y ey

3| '8 Didattendant check with you whether  YES X sy 5 15 Lig de a1 s a 18 3
only oil is to be changed or oil with filter? No [ Y $ il A i e 3l s

19. Did he check using gauge the quantity ~ YES 4] pa PRl S (5 s (i il sall B 8 19

3 required to be topped up and informed e R RV WV T | B A | 3

you? NO D b Sl il Leilial
PoOoe Sl Gaadl caly 1.8 da 20

3| 20. Did the attendant check for oil leakages ~ YES k<] ot uﬁ;ﬁg} A e ;j\ij e 2 3
under your car from filter and drain boit? NO D y i fcu

3| 21. Did the attendant drain the used oil YES o eaiasall 31 S & i ol gall pdda 21 3
completely from your car? Nno [0 y Pl Hluw (ga

2| 22. Did he ask whether you want the engine  YES el due b 5 o @il Ja 22 2
to be flushed and did it if you agreed? - No [ N i@l o Jla 6 elly

3| 23. Did the attendant fill the correct grade as  YES P el s ,ofp 5 ASlal cabi gl A6 Ja 23 3
you requested? Nno [ y ghabla Al dajaiall

N
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Scores Critical Areas Lot c¥laalt Lau

24. Did he request you to startengineand  ygg X A ag gy @ jaall Juriny a8 ) e alla Ja 24
3 leave it running for one and a half s aaas el L) Alla 3
minutes? no [ ¥ fbuaiy A 52l Jiid «*
. W A8 e /Al pelia o (e ala i<t 25
3 25. Did the attendant ensure that the carter YES P :l );u);d A_L.j LLJ;\SA jmm 3
bolt is tightened and there are no leaks? E] e = s T
NO 3 gey il
26. Did attendant carry out the following Ll Cla il e jaly cabagall JE Ja .26
complimentary checks: Al
ves Kl
31a. Battery Water top up NO |:| Y gl ela dilin) 31a.
na [ sy
YES o
31b. Coolant Water top up NO D b} coolant/a yll ele Az} 31b.
na [ suy
ves Il - Y138 jall JiL jlea ) il
3. Auto Transmission Fluidtopup N0 [y o0t dide S0 3te.
(O3l i)
na [ abiy
ves Xl
31d. Brake Fluid top up no O y Sal Jall 5 il 31d.
wa O s
YES X ;
31e. Gear Oil top up NO O ¥ s A /el oy 5 Al 31e.
na [ iy
YES X &
31f. Air filter cleaning no [ ¥ el 8wk 31f
va [ abuy
ves I m
31g. Wiper Water top up Nno I N oo clalid ole Aol 31g.
na [ sy
YES o
31h. Clean engine using air gun no O Y elsell putae iy el Cilii 31h,
na O abiy
YES o o
5| 27. Were any of your questions related to O ?: Addaial) lilind (e sl e WY @l S 27 3
lube change answered? NO e M uas dleay
nva O sy
. . o ves D s s e Gabipap bl i 28
3 28. tEr)xlg (t;I;er: ;taff place the mileage sticker in NO D N ey s @M Aleaal /) sia L) 3
va O sbuy 5 gl
YES o
4| 29. Were you offered a receipt voluntarily? ~ NO O Y L LA M Jaa g e (g e da 2914
na O sy
5. REST ROOMS AND MOSQUE sdpaall g (alaall foll ) Aall i g L5
Scores Critical Areas Tl gl PR
3 ves & 3
30a. Were they adequately stocked with all O "3 sl e il arens 3 e <ilS Ja 302
necessary supplies such as soap? NO Cgbuall Jia
na [ ey =
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Scores Critical Areas LI LN PO Jatad
30b. Were they adequately stocked with all VES e sl il il asans s jene il Ja 30b
necessary supplies such as toilet tissue? :IA D ‘5‘.5.:& coll gt g 199 Jie
30c. Were they adequately stocked with all ves p sl Gl il arens 5 e <ilS Ja.30c

necessary supplies such as paper towels?
(paper towels are not required where fully
operational hand dryers exist)

No OO v
NA B sy

48 ) oll CAAlial Jie
Cldiae 355 e 4 llae e 484 asliall)
(& i

31e. Were toilets and urinals clean?

no [

31a. Were sinks clean? YES e ol ?"’,,.§,flff;ﬁ‘§lsd7.{31a
require comment when marked ‘No’ no [ b Gl o Y ALY s 1y
NA [ sy
31b. Were mirrors clean? YES pd L “‘j \?‘f;“uffsd“‘."Mb
require comment when marked ‘No’ no [ ¥ sl o MY eyl il 1y
NvA [ ssyy
31c. Were hand dryers clean? YES KX pad . v.lud,., "s'\:,él,,‘fh‘:‘u"s&df "31C
require comment when marked ‘No’ no [ b el o MY syl s 1y
NA [ sy
= - an T
31d. Were dispensers clean? YES KX ,%uyhflyﬁbi;ﬁ LSlSdT "31d
require comment when marked ‘No' no [ ¥ el om o Y AlaY) s 1y
NA [ ayy
YES IX] i

fAdels Joall Al S o 316

‘u.n
N
NA [ shyy
pai
y

Taas ] s
32a. Were doors clean? YES K] o ',,y,,‘,f;r‘flég%.“aza
require comment when marked ‘No’ no [ Crl sl o " Y s 1)

NA [ gauy
YES pri

32b. Were walls clean? Nno [0 v failai el S s 32p
NA [ sy
ves iK1

32c. Were ceiling clean? Nno [ y ekl Ciadl oIS Ja 32¢
NA [ syy
YES pai

2| 32d. Were vents clean? Nno O Y faidai Mbal S Ja 32d
NA [T sy

; faala il Y1 Cculg
32e. Were floors clean? ves X s N Jt:\jlw '\SJT' |.32e
require comment when marked ‘No’ no [J ¥ gl o Al el )

na [ gauy
ves X

32f. Were baseboards clean? Nno [ N ik sac il o o /lailadl 5 culS Ja 32F
NA [ gy
YES axi

32g. Were grout clean? Nno [ N S L3I ol Ja . 32g
NA [ gssy

4
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Scores Critical Areas Ll eVl PR
YES pa
33a. Were trash containers clean? NO D b Saiudai dalasll iyl S Ja 332
NA [ cdsy
2 - 2
YES prd
33b. Were trash containers not overflowing? NO D b Tizailh e daladll clygla il Ja 33b
NA [ gy
ves @ =
D) 34. Was the restroom smelling clean & no [ N @l ) Asimia g Aiplas alaad) Aadl ) S Ja 34 9
fresh (without any offensive odor)? plesdl B Ay S A
NA [ iy
X i s laall g8 i st apen cilS Ja .35
35. Were all the facilities inside the YES L el &i: U
restroom in good working condition? L. w4 e
2 require comment when marked ‘No’ no O ¥ a2 MY Y IS N 2
NA [ ek
3 €(5) gl daall Aol Sl e oJS
36. Was the Mosque premises clean? ves I ( ). );S\ : ..;3 Ltﬁc:')\sﬁ 36
2 require comment when marked ‘No’ NO D ¥ Tt > T : 2
N/A b ¥
Comments: rclBBadall [ galasl)
FOR OFFICE USE ONLY Ja8d (iialt pladiu Y
Alaualt Jalail Ltait u&:“\l\ aall .
o : Evaluation: - andily
to ACTUAL SCORE | _ MAXIMUM valuation P
Approach and Cleanliness Aataal) 5 ol 8y |1
Greetings and Initial Checks | ¥} lulilly s 1 12
éi)apf?arance and Behavior of ol gall sk s selae |3
Service ilaall 14
Cleanliness - Restroom and cilabaall — 23l |
Mosque daaaall g
TOTAL £ saaall
5
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