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PROJECT: ELARA - Lube Change
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SERIAL NO.

44

P
Pan Arab Research Center w

O < w1 Emarat 10 a8 Eppco / Enoc / < Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
b Name Number Name Number | Name Number
\ol Say o dool 1Saa A oo! NOMamun@le ‘ |
Gender Height Built pectacle§ Beard | Mustache| Ethnic Groups
MTF T M | F |Yes]| No | Yes[ No | Yes | No indian [Pakistani[Filipino [Expat. Arabs] Others:
IDIDEIDE]IZ]DEDIEIIZ]EIDD O O
EMIRATE V;z;fi’: AbuDhabi |  Dubai Sharjah Al Ain ‘é:‘;v“ai‘: Aman | (REE | Fujairan
O O O O ] O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
RS g ] o b o |8 éb fole) o i o |i 13:50 |IH:202
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 | DAYOF
vt T 0 K O O vst | 0 O O O O O
1. APPROACH AND CLEANLINESS A8l :.,a\jéjﬂ A
Scores Critical Areas Al Y L
YES (...
1. Was there proper sign to the Lube no [ diaia e YA dsalgda gl dllia g8 a1
changing bay? T 3l s
nva O _s-\’u‘l
_ YES [X ax
3 2. \é\:g:r:ir;cl;:l?be changing area clean and NO D Y S e s Aadai cy s Zilie S s 213
na [ sy
ves [ &
4|3 Was there any oil leaking and falingon y e de gy cuill o ol s S da 3 4
to the floor of the lube bay ? - a3l s dibia & LY
na O sy
ves ] o
2| 4. Were the waiting area and table clean?  NO O Y aayda; Al gUall 5 stV dghie CiS Ja 4|2
na O sdsy
W YES pes
. { ision i iti gl s e o
2 5 Woariinhge?telewswn in the waiting room NO D NI LN TR Jens sl S Ja 5 (2
wa O sy
YES = s s s
6. Was the board displaying complimentary o ] g Ll lgle el sl culS s 6
services neat and clean? Paadal 5 A5 ye dyilacall Slaadl
na [ sdiy
2.  GREETINGS AND INITIAL CHECKS A Y clgudall g qua Al 2
Scores Critical Areas Tl el PAH]
3|7 Was there any delay in approaching ves [ g ol B A uali gl i S da 7 3
customers? NO Y SOl s Calh gall
8. Were you greeted in a friendly manner ~ YES X pad Gslub) A dak i Wl ds 8
(pleasant feeling)? No [ Yy ¢ (zoa
S o ccabh gall & ghu Clua g o8 Bl ) Y 1Y)
51| If no, please describe behavior: Was it Lj e t,i;‘ . }j; j:lfj N J.‘ ‘15
arrogant, without any expression, normal é o= RO R ED QM@”‘
etc.....
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2 +
’gore Critical Areas Dl ¥ pAFH]]
9. Did he guide your vehicle for positioning YES ; Lall SRl W ol Cads gl L&
3 at the stopper and asked you to switch (N ~ :_:... oo ‘f‘ls ,'} o el & dﬁ 9 3
the engine off? No [] ¥ Feloall il of e cullay 5l Ciliyy
10. When asked by customer, was the . IS da chiandl (e s gall Jpes Lanic 1
5 attendant knowledgeable of different YES v ﬁiﬁ“ - )!"‘ d_:ﬁ Y ‘J}J !y e 10 5
grades of oil, filters and their relative NO D v I= RS . R
benefits? Tleda JS 2l g8
YES [X] ; .. .
4| 11. Did he offer the waiting area to you? NO E ‘a: FOLEYI 48 2 4 Jauy) ellde vase b 1114
4| 12. Did the staff thank you as you were YEs [X] px £ a3 i Ly o S Calipell W5 0 12 | 4
leaving? No [J y = b
3. APPEARANCE AND BEHAVIOR OF STAFF (S shg Cuilisall gla 3
Scores Critical Areas Lt ¥ Laall PR
. 4 YES oo
3 13. Z\rllzsﬁt(;\;?unlform of the attendant neat NO D ¥ 9L e Gl el Gl gl Gl S s 13 3
NA [ gy
Yes [J . s .
3| 14. Was the attendant wearing visible No [] q ek Ay (535 5 3 g sl il gl S Ja 14 3
nametag? $z 3 51 Aol L
N/A SbY AJn g wag hnAG"\;o, B
YES pad ) D K«;
3| 15. Was he able to communicate with No [] q &e deal il e 1508 sl R s 15 3
customer? SO
NA [ sauy
YES ]
4| 16. Was staff courteous / friendly? No [ ¥ fladal/la g5 ol sall IS 16 | 4
NvA [ sy
4. SERVICE daaill 4
Scores Critical Areas Ll el Ll
) S O ol el Gala gall WG s 17
17. Did attendant check whether you need ~ YES i o = ouu_d P )‘J ¢
3 t r complete oil change? 0 ot ol i ALY s s ) 3
Op up or comp ol ge’ NO D Y £ alSIL
3| 18. Did attendant check with you whether ~ YES [] px RIS Y Lad lie Caba gl 3385 18 ;’
only oil is to be changed or oil with filter? No [ N € a5 0 of dad ey 3l s
19. Did he check using gauge the quantity  ygs prd el 3l (g s e Gl ) a8 da 19
3 required to be topped up and informed B R TR B OO i oalidal) 3
you? No [] fllay el Ll
O Gl o e Gaaally Gl gl WG s 00
3| 20. Did the attendant check for oil leakages ~ YES o wg).:ﬁi} I e sjlij e 2 3
under your car from filter and drain bolt? NO D y i e i
3| 21. Did the attendant drain the used oil YES A Jeaduall a3l S & cala gall A8 Ja 21 3
completely from your car? No [ Y Seli i (e
o | 22. Did he ask whether you want the engine  YES Bl o el dee 25 G gl il da 22 o
to be flushed and did it if you agreed? NO D Y fuliadl oo Jla iy
3| 23. Did the attendant fill the correct grade as YES pxd ol s Ve 5 Ailal calh i W5 23 3
L you requested? Nno [ y el ) dsmall
2
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Scores Critical Areas Tty ¥l Jalall
g e o oneand analt VS A8 ol iy 8 Of e e b 24 1
minutes? NO O ¥ fualy dida sad Jandill Ala (A
3 25. bDid t_he_attendant ensure that the carter YES m g wii);dﬁajli\:k jﬁiﬁ: 25 3
olt is tightened and there are no leaks? NO D N el
26. Did attendant carry out the following Lilaall lasaill o) jaly calasall B o .26
complimentary checks: sadudl
ves K
31a. Battery Water top up NO El N Ay jtall ola diLoa) 31a.
na ] sy
ves A
31b. Coolant Water top up NO I:l bl coolant/sall ele dilz) 31b.
NA [ adiy
YES U N
31¢. Auto Transmission Fluid top up NO El b G Rl B JLP w’ uh“ 31c.
(Ot yi)
nva O sy
ves K
31d. Brake Fluid top up no [ y Jol il cydla) 31d.
na [ sy
ves A
31e. Gear Oil top up no [ b oAl el ) Al 3le.
na [ ks
YES pai
31f. Air filter cleaning NO D ¥ el gl yild Cadans 31f.
na [ abuy
ves IXI
31g. Wiper Water top up no [ y ol Caliual slo i) 31g.
na [ sduy
ves IXI
31h. Clean engine using air gun NO O Y bl et phaaiuly o el cadaid 31h.
va [ gsuy
3|27 Wereany of your questions related to :28 ": dalaiall elilind oo sl o Z*T.*\é?“ u»-' da 27 3
lube change answered? ey ) puad Aglans
na [ ks
3 28. E‘ig (t:t;? gtaff place the mileage sticker in ;EOS % ?’; - émﬁi&j“;ﬁ;\ﬁ 28 3
' nva [ sy € el
YES o
4| 29. Were you offered a receipt voluntarily? ~ NO | ¥ i) aul Jeag dlle e da 29 14
na [ asuy
5.  REST ROOMS AND MOSQUE saaaaall g (aLaall fegl) $5) Aal M i g 5
Scores Critical Areas Tkl cilaal) Ly
3 30a. Were they adequately stocked with all YEST el e il a8 e S da 30a 3
necessary supplies such as soap? NO D ¥ S Crgaball Jia
wa [ suy =
+ 3




+
’?cores Critical Areas Lol YLl hLall
YES i
30b. Were they adequately stocked with all n ?’;‘ gl e Sl maans 3 jeaa <ilS da 30D
necessary supplies such as toilet tissue? ! i sl 194 Sl
NA [ gy
30c. Were they adequately stocked with all ves Il i 4 sl e 3l & Biena CilS Ja.30c
necessary supplies such as paper towels? No [ ¥ 48 ) o) Ldliall Jia
(paper towels are not required where fully - Glidae 855 die 4 gl ye 448, ailiall)
operational hand dryers exist) N/A ki Y (A8 )
IX 3 faadhy Julaall culs
31a. Were sinks clean? YES p ol ‘"\j:‘zt_,yrj .5“175{313
require comment when marked ‘No’ no [ b ol o Sl
NA [ sy
; $a5 Ll cs
31b. Were mirrors clean? YES (e sl ':\1" 'y f\yr‘j _‘SJT. |'31b
require comment when marked ‘No’ NO D ¥ Tt > e )
NA [ gy
; $aaday saY) Cilidae culg
31c. Were hand dryers clean? ves [ P o ; ‘;Af,y,,uué'yrf .KJTS‘B‘IC
3 require comment when marked ‘No’ no [ ¥ Gt S A s
NA [ gyy
H faalai ¢y plaall L il
31d. Were dispensers clean? YES X . Jﬁl o "Y':ALLYILT ,\SJTM‘BM
require comment when marked ‘No' Nno [J Y Tt > el A
NA [ gy
YES pad
31e. Were toilets and urinals clean? no [ N fAdda Joall L cals Ja 31e
NA [ sy
; fasdas Ol Y il s |
32a. Were doors clean? YES X g ',,y,,g" Liyiu 15“11‘323
require comment when marked ‘No' no [ ¥ G R :
NA [ sy
YES pa
32b. Were walls clean? Nno [ Y A lanll culS Ja 32b
NAa [ sy
YES IX]
32c. Were ceiling clean? Nno O Y faadas Caiull (S o 32¢
NA [ abuy
YES X]
2| 32d. Were vents clean? no OO v faadas Sl colS 32
NAa [ sy
[ ; faik il Y1 CilS
32e. Were floors clean? YES pri N ,,;',,’ Zqu_\\jl @\Sd}:l 32e
require comment when marked ‘No’ no [ ¥ Gk R A :
NA [ gayy
YES pad
32f. Were baseboards clean? NO D ¥ Fida sac il = o flaitad) 51 cullS s 30f
NA [ gy
ves [X]
32g. Were grout clean? NO D b feadas a3l S Ja 329
NA [ gy
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Scores Critical Areas Al Yl pEIH]
YES o
33a. Were trash containers clean? no [ b gl Al by da S Ja 33a
) NA [ akby )
YES [A
33b. Were trash containers not overflowing? NO O b} Caaild pe Aokl o da @i Ja 33b
NA [ @by
YES p e .
2 34. Was the restroom smelling clean & NO D 9 g}‘ Os) Adiaiay Al pleall dadl ) culS da 34 2
fresh (without any offensive odor)? (plandl B Agy S Aail
NA [ gty
; Jaxd slaalt b Ol el azea <ilS da 35
35. Were all the facilities inside the YES |2_d e ¢ ¢ = cua‘.: I
restroom in good working condition? p - e
2 require comment when marked ‘No’ no [ v gl o YT ALY S 1 2
NA [ ey
N £(5) Casdi aaedl Aol S e o)
36. Was the Mosque premises clean? YES D i ( )~ };ﬁ\ ) ,,:; L‘;T‘UEQ\J_: 36
2 require comment when marked ‘No’ no [ ¥ et oA Pl = 2
NA X adiy
Comments: scaUBBadiall [ gabasll
FOR OFFICE USE ONLY Jadd Cuigall aladdiuy
Alyiall LY LAl ey aal) . R
9 : : )
% ACTUAL SCORE MAXIMUM | CVAluation -p
Approach and Cleanliness Aalaalt y ol B8V |1
Greetings and Initial Checks Y1 Sl 5 o il 12
Appearance and Behavior of ils ol & .
Staff Onidasall Aglu s pedae 3
Service Zaxdll |4
Cleanliness - Restroom and Slaeal) - ddail) |
Mosque el g
TOTAL £ yanall
+ 5

Lube change.doc







? : ‘ADNO DIST IBUT TON
AL MUHALLAB $/5-885"
DIBBAH TeT‘09 2443931 Fuja\ldh

RPRGUUEEEET Ll

59 ; |
ESLRIPTlO - iary PRICE: TOTAL
pecxalSL -Bulk ‘6 00 11 0 66.00-

TOTAL 66.00
~ CASH PAYMENT . ) £6.00

You were served by Qperator 1
DATE 01/06/2012 14:02 153 01 5977

Thanks for Shopping ... -~

SERIAL NO.

4] 4







