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PROJECT: ELARA - Lube Change

Pan Arab Research Center
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SHOPPER CODE DATA ENTRY EDITING CSA SR. #
‘ %L’ Name Number Name Number | Name Number
<aga oo\ _1Zaa 1900l | Novawe Madoe-| |
Gender Height Bull Spectacled Beard Mustach Ethnic Groups
M]F JTIM]sS|T [M]|F Yes | No | Yes | No | Yes | Indian [Pakistani|Filipino [Expat. Arabs| Others:
IZDE]IDDIZDDIZIDIZDIDD O m
EMIRATE ";:Z‘IZ’: Abu Dhabi |  Dubai Sharjah Al Ain Lé'.','vTaﬁ,' Ajman Kﬁ:ism":h Fujairah
O O O X O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
63 36 olg 214 [F2los]| ol | ©]2 [20:35]2'-S0
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 j DAY OF
VISIT VISIT v
O o o o O Oo 0O d ] O
1. APPROACH AND CLEANLINESS -43Uall ‘,n\jé\‘ﬂ R |
Scores Critical Areas Aaudal) claall e
YES L o ;
1. Was there proper sign to the Lube no [ r‘: dshie e AVl daialjdadellia S da
changing bay? S 5l s
na O sy
. vEs I
3 2. \é\!g:r}igié%be changing area clean and NO D Y i ye s Rkl iy e Ailaie calS S 213
na O sy
ves [1 &
4|3 Wasthereany oil leaking and fallingon o q e e gy eyl ot gl s S a3 4
to the floor of the lube bay ? N - Syl s Adlaia S sy
va [ by
ves ]
2| 4. Were the waiting area and table clean?  NO O b Caguday 4 el g UtV dahaie S Ja 412
va O shuy
o - YES o
2 5. }I/vvoariitnhge?telewsmn in the waiting room no [ ¥ YA b Jen ool g8 ds 52
nA [ sy
ves [] = s s
6. Was the board displaying complimentary \ 5 [ g Al e jedai M As S s 6
services neat and clean? €aadat g 435 ye Ayilaall ileadl)
na D asuy
2. GREETINGS AND INITIAL CHECKS gl clSauddl g qua B 2
Scores Critical Areas Aaulaly el Laaal
3|7 Was there any delay in approaching ves [J i bl 4 el gl i S da 7 3
customers? Nno [X ) bl ga ks gall
8. Were you greeted in a friendly manner ~ YES pri Gslub) Wy aa kb dh cam il S ds 8
(pleasant feeling)? Nno [ N ¢ (o
IS Ja el gall & gl a5 08 Bl y (Y 1Y)
5| If no, please describe behavior: Was it u‘ e bﬁ . ’j\; jﬁ g.' J,‘ ‘15
arrogant, without any expression, normal G R o0 = ) " CJ“‘
etc.....
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Scores Critical Areas Ll el PR
9. Did he guide your vehicle for positioning YES ; Ll Sl I el s als oot A
3 at the stopper and asked you to switch NG ‘ “: ;::M‘u o "‘ld: ;iL. . lfjl ;L:‘; 9 3
the engine off? : ik o o9 0% 52
10. When asked by customer, was the : . IS o cdsanll (e il gl J5as Laic 1
5 attendant knowledgeable of different YES Mi - S:;l(:ll - Jd‘l d_\u*g / ‘}.‘;] .]?f‘ e 10 5
grades of oil, filters and their relative | = > g ? ¢
benefits? NO D‘ ¥ Pleia JS i i
Yes [ = s
4| 11. Did he offer the waiting area to you? NO E H; LY e b Uyl elle e Ja 11 |4
12. Did the staff thank you as you were YEs X m 0 it engt s R .
4 leaving? NO D y .Jahauﬁhggé)@uk}dlelﬁdb 12 14
3. APPEARANCE AND BEHAVIOR OF STAFF ! (g sl g Cndls galt sbe 3
Scores Critical Areas i L) el P AN]]
YES i
3 13. Xﬁsﬁ?;?umform of the attendant neat No [J Y ey il enlali il sall Gl JS s 13 |3
NA [ gy
yes [ . .
3| 14. Was the attendant wearing visible No [X g o Ay (o 53 3 50 gl Cala gl IS b 14 3
nametag? $7r s uufllﬁ\)p
N/A El 3B5 YA 14 e mpiqe \&
YES axd P
3| 15 Was he able to communicate with no [ q & dealgll e 156 Gl gl S s 15 3
customer? ‘ ol
NA [ sy
YES
4| 16. Was staff courteous / friendly? No [J N Saal/la o cala gl S Ua 16 | 4
NA [ sany
4. SERVICE rdadll 4
[Scores " Critical Areas T k) ¥l LG
‘ 23S o) saaill als gall 1
17. Did attendant check whether you need ~ YES m o ud uu)’-d ca ﬁj £ » 17
3 b r complete oil chanae? ) o ol Gl Al lias s Ll 3
op up or complete oil change? no [ y e LISl
3| 18. Did attendant check with you whether ~ YES [X] px 28 DS 1) Lad Glie ol gall (3ia3 Ja 18 3
only oil is to be changed or oil with filter? No [ Yy € alall 5 3l ol dadd ey 5l s
19. Did he check using gauge the quantity ~ YES X ard phaadely o (s gie (Wl Cala sl JE s 10
3 required to be topped up and informed e el 3l Al B Gl il 3
you? No [ Sellly @lall 5 il
P Oe Sl S e il (il el W6 Ja 20
3 20. Did the attendant check for oil leakages YES m il wju/fc): ) D}Li.ji s 2 3
under your car from filter and drain bolt? S e R .
Nno [ ey
3| 21. Did the attendant drain the used oil ves Kl Jenaicumis &b b sl A8 o 21 3
completely from your car? No [ Y el i (e
o | 22. Did he ask whether you want the engine  YES [¥] Pl @l paall e b 5 S o dils Ja 22 5
to be flushed and did it if you agreed? NO D ; Yy Tulidd) g Jla iy
g | 23. Did the attendant fill the correct grade as YES | pxd Sl A )Yg 5 ALl Calasall 3 Ja 23 3
you requested? Nno O y fleidb Al daiaall
2
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Scores Critical Areas gl e lael) s
24. Did hg requgst you to start engine and  ygs E ax 4S5 o jaall Qi o g o die ks o 24
3 leave it running for one and a half e A sadd L) Alla 3
minutes? no [ ¥ fiuai s Add el Jpudill Al
. Gl A8 e /A gl o (e ilasall S da 25
25. Did the attendant ensure that the carter ~ YES i e 7 LS fam A0
3 bolt is tightened and th no leaks? ot s G 4l gl T At 3
olt is tightened and there are no s? nvo O N ey 3l
26. Did attendant carry out the following Lilaall Clasaill o) jab calasall B3 da 26
complimentary checks: ]
YES o
31a. Battery Water top up no O Y Ay Uadl ele A8l 31a.
na [ sy
ves ¥
31b. Coolant Water top up no [ b coolant/a_nall ¢le diLa) 31b.
va [ sy
YES E] o Y AS i J3U Sles Al 31
. . y Il G aslial C.
31c. Auto Transmission Fluid top up NO I:l N (0ot i)
nva [ skuy
yes X1  a
31d. Brake Fluid top up NO |:| N Jalall iy 5 ALl 31d.
na O ssay
ves I
31e. Gear Oil top up no [ ¥ o nllcyyaila) 3e.
pva O abiy
ves IXI
31f.  Air filter cleaning no O ¥ sl ks 31f,
nva [ sy
ves D
31g. Wiper Water top up NO D N Zlo i el ole Al 31g.
nA [ iy
ves I
31h. Clean engine using air gun NO D Y elsell et plaaiuly el il 31h.
nva O abiy
YES S e ; : -
3| 27 Were any of your questions related to % ?: Alaidl dilind (e gf Sle BaYi G ds 27 3
lube change answered? NO Sl i Addeay
na [ sny
. . . . YES A 4-\"‘0‘;&4&‘&‘-"}4“—‘29““"\3&3 28
3 28. 5‘12 ér;? ?staff place the mileage sticker in NO % N g Li Aol /) e LS 3
va O sy i
YES o
4| 29. Were you offered a receipt voluntarily? ~ NO E] ¥ e0 LAl 2l Jea Slle (e da 29 (4
nva O sy
5.  REST ROOMS AND MOSQUE sapiall g (alaad) [l g5) a1 M g 5
Scores Critical Areas Al clawall Ll
3 YES i . 3
30a. Were they adequately stocked with all lg ?: A gl Gl Hlall aans 3 3¢ S Ja 304
necessary supplies such as soap? NO S siall Jia
wva O sy
3
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Scores Critical Areas ; Ll Ll Liai
. ves D' . o
30b. Were they adequately stocked with all D . Ay _pall il il &2 8 eaa S Ja . 30b
necessary supplies such as toilet tissue? NO } <l il (3 Jia
NA [ gy e
30c. Were they adequately stocked with all ves [ axd Lyl e liad) pans 3 j¢30 i€ Ja.30C

necessary supplies such as paper towels?
(paper towels are not required where fully

no OO v

948, ol Cadliall Jia
Cllina 55 e e 38 48,50 i)

operational hand dryers exist) N/A m I Gabig ¥ (BN
. - (l" - . - - o
31a. Were sinks clean? YES m‘ - ol 'wf;,fjff;ﬁlis"l?."ma
require comment when marked ‘No’ no [ Y sl (o2 YT Y g 1y
NA [ gny
I el Ul ) o
31b. Were mirrors clean? YES E; pu ol 4':5: iy fyrx:‘-.ilsd?‘.ii‘lb
require comment when marked ‘No’ no [ b R R I E
NA [y
‘ ; faaudas | Slddaa it
31c. Were hand dryers clean? ves [4 pr oAl "pf,\;,, U_;y‘“j ,Sdr. 1‘31C
3 require comment when marked ‘No’ no [ y crasll o2 kel 3
NA [y
. : sy ) gball likle @il
31d. Were dispensers clean? YES m; px }d‘ o "Y"uft.:{:.‘yﬁ _\SJT. "31d
require comment when marked ‘No’ no O b (Gt aulE S i
NA gy
ves D
31e. Were toilets and urinals clean? no O v fagki Jall 4 S Ja 31
NA gy y
" aa [EF ORI RERTS
32a. Were doors clean? YES rz' iy =3l 1vy-:'—"| ff ru -KJT' 1‘323
require comment when marked ‘No’ no [ Y gl oo "V Al cals 1y
nva [ abiy
ves I |
32b. Were walls clean? Nno [ SN $agds sl <t s 32p
va [ uy
ves I |
32¢. Were ceiling clean? NO E] oy fealai sl S s 32¢
NA [ jskuy
ves D)
2| 32d. Were vents clean? No [ ¥ fglas Ml il Ja 324 | 2
NA [ sy
: Fhik il Y1 Cilg
32e. Were floors clean? ves [X] .o o gl M"'Lm..y.."uiw . 'LSJTM'328
require comment when marked ‘No' no OO0 v e SR A s
na [ gy
ves Od
32f. Were baseboards clean? No [ Y Skl saeldl) & ol /hilsdl 0 culS Ja 32f
NA [ sy
ves M '
32g. Were grout clean? no [ ¥ Sk LI OIS da.32¢g
nva [ gy
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Scores Critical Areas Tl c¥lall e
YEs 4 =~
33a. Were trash containers clean? no [ ¥ faigad Aalaill iy g <lS o 33a
NA [ asby
2 - 2
YES pad
33b. Were trash containers not overflowing? NO O ¥ Siali e Aaladll iy gla cilS Ja .33b
NA [ adiy
YES pi L ]
2 34. Was the restroom smelling clean & no [0 ¥ sh Q) Alinia s Al dlaadl Al ClS s 34 2
fresh (without any offensive odor)? fpasd A S Aa,
NA [ gy
; Jans sleall 8l pgadl aoan cailS a3
35. Were all the facilities inside the ves @ o gl e U 5
restroom in good working condition? o N R
2 require comment when marked ‘No’ no O 3 e Al o2 MY A S Y 2
NA [ asuy
; 9(5) ki daowdl AclE g e (NS
36. Was the Mosque premises clean? YES D i ( ), ;ﬂ\ ’ ,,:; Ltﬁflsﬁ .36
2 require comment when marked ‘No’ Nno O ¥ gt e e 2
N/A kY
Comments: slBaadlal [ gl
FOR OFFICE USE ONLY Jagh (i<all aladiu
Usalt LABL LA ey aad)
) ? R, .
ho ACTUAL SCORE MAXiMum | Evaluation: el
Approach and Cleanliness Aallaill 5 ot 8V |1
Greetings and Initial Checks Y Sl il (2
éf;f?arance and Behavior of il gal) sy selae [3
Service daaall |4
Cleanliness - Restroom and abeall - Akl
Mosque dscall g
TOTAL & ganall
5
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[ SERIALNO.

ADNQC DISTRIBUTION v _ {f‘4‘ 4|5

ATAR S/S - 816 o :
NEAR SHJ MATAR  ATRPORT
SHARJAH

DESCRIPTION Qry PRICE TOTAL
VoyagrBronzell 2,00 11.00 22.00
VoyagerBronz4L 1 ,00 50.00 50.00

TOTAL o 72.00

CASH PAYMENT ' T 72.00

You were served b¥ Ogerator 1
DATE 24/08/2012 21: o T1S101 1017

THANKS FOR SHOPPING. . .







