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PROJECT: ELARA - Lube Change

SERIAL NO.

PN
Pan Arab Research Center &

O wemarat | O 450 Eppeo/Enoc [ B @0 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR.#
Name Number Name Number | Name Number
L | Qece  |Byoy | Radie [260¢ ISafeam [alyli R |
Gender’ Height Built _ [Spectacles Beard | Mustache] Ethnic Groups
M F [T [M]SIT [M]F |Yes] No[Yes] No|Yes] No [indian [Pakistani]Filipino [Expat. Arabs] Others:
ROOROOROORROR®OO O O |
EMIRATE ";:Z‘ii:‘ AbuDhabi |  Dubai Sharjah Al Ain g’:;v“aiAn' Ajman K';:ism“'ah Fujairah
X (] O O ‘;D O | O O
SITE ID Month Date Amount (D;ig) __# of vehicles # of staff Time In Time out
o AUGlol2 1 VIS | Z16 G|l ol3 bo:2Bon32
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday‘ Sunday[ Monday | Tuesday IWednesday[ Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
vISIT : VISIT
O o g o O o o O O ®B 0O
1. APPROACH AND CLEANLINESS ::\ALZSIL’ g.a\jé“l\ R |
Scores Critical Areas FE IR RN PO | PRI}
YEs D4 A .
1. Was there proper sign to the Lube no [ q dihie o AVl daialyda Jellia S da 1
changing bay? Sy Sl juas
WA [ ssuy
Was the lube changi g e - | |
3 2. orggntizzclllf? e changing area clean an NO D Y S Akl Y i dilie il da 2|3
nA [ auy
ves [ = . ‘
4|3 Was there any oil leaking and falingon | N e 4c gy cuill oyt gl s 8 da 3 4
to the floor of the lube bay ? Sy 3l s Aihaie (A LYl
nva [ adiy ?
ves B
2| 4.  Were the waiting area and table clean? NO [ N Saagdas 4 gally Uany) ddhie culS Ja 4 |2
va O asiy
5 W h levision i iti VES E ™
2|3 Woariitnge?te evision in the waiting room NO D v LB 86 3 Jon sl g& da 512
na [ shiy
ves ) = e s .
6. Was the board displaying complimentary no [ N daili lgde elas b dadll culSda 6
services neat and clean? faidai A0 ye Auilaadl culenadl
nvA [ smuy
2. GREETINGS AND INITIAL CHECKS A Sl g quaill 2
Scores Critical Areas YEWRUR LN EOA ) Ll
3|7~ Was there any delay in approaching ves [] px saf i) 4yl gl dia S da 7 3
customers? no R ) ool gas cada gall
8. Were you greeted in a friendly manner ~ YES X pa sl 48,48 b s il 2 da 8
(pleasant feeling)? No [ ¥ N (B
S8 da rcabs gall & gha Caa g a8 Tla y Y 1)
5 If no, please describe behavior: Was it “ - . :;X ﬂt\ ;‘i A 5
arrogant, without any expression, normal e canil ) e e o‘“‘é”‘\
etc.....

Lube change.doc




2 +
Scores Critical Areas Dbt c¥ AT
9. Did he guide your vehicle for positioning ygg [R : Ll el 3 hils b s o LG
3 at the stopper and asked you to switch ¢ (:_‘“ oo "? 5,J i ! « dh 9 3
the engine off? No [] ¥ Sl (il o e il 5 laudl Glisy
10. When asked by customer, was the , JE o cJeall e ol gall Jan Lodic 1
5 attendant knowledgeable of different ves b e G‘EU| > e L\u“ ﬁj}d g 10
grades of olil, filters and their relative E] y . i
benefits? NO flgie JS il 4d
YES X : c L
4! 11. Did he offer the waiting area to you? NO ": S A e A UaaYlelle a e Ja 11 (4
12. Did the staff thank you as you were YES N M e N .
4|12 Do No [] v (HHsSlsdShbod G 124
3.  APPEARANCE AND BEHAVIOR OF STAFF sagS sty Cuilisall seka 3
Scores Critical Areas Lottt Jatdsh
YEs K
3 13. z\rllzstitc?;?unlform of the attendant neat NO D Y 90 ey Gl enlall Gl sl G S Ja 13 (3
na [ sy
YES ’ .
14. Was the attendant wearing visible ~ Jeay Ay (3 3 g sl il sall (IS Ja 14
3 5 No [] ¥ A 3
nametag? i ) T sa g 4l Lgle
NA [ gy Seleem
YEs [ o
15. Was he able to communicate with & dealsill e 1508 Cals sl S Ja 15
3 o no [ ¥ o 3
customer? NI\
na [ gy
YES [
4| 16. Was staff courteous / friendly? No [ ¥ Slakal/la g5 cabh gall S Ja 16 (4
NA [T sany
4. SERVICE daddll 4
Scores Critical Areas Aol @ S|
; 23S o G @Al Cala gal) B Jda 17
17. Did attendant check whether you need YES & o u uu‘)u‘ P }d?
3 t lete oil ch ) “—‘:‘J,)?:."U("‘;‘:‘)”ML‘A}IGL‘N")‘:‘“‘“ 3
op up or complete oil change? No [ N ¢l
3| 18. Did attendant check with you whether ~ YES X pr LR D) L e il sall (3aa5 s 18 3
only oil is to be changed or oil with filter? o M| Ny €l g g M ol dads oy 3yl
19. Did he check using gauge the quantity ~ YES prt Il Sy (5 sas (ubiy Cals ol 8 8 19
3 required to be topped up and informed o Gl 3 A I G panll ulgalt 3
you? Nno [ Sl dlal) 5 il
- o oV ok On Gl B G a5
4| 20. Did the attendant check for oil leakages ves X g u:): ).:;_‘“;Lu:} A e bﬁj‘ e 3
. , 5 2
under your car from filter and drain bolt? NO D fey 3l
3| 21. Did the attendant drain the used oil YES B s el ol 06 g i iyl 8 de 21 3
completely from your car? No [ Y Sl b e
22. Did he ask whether you want the engine YES [X] pe Al el dae oy g s o dila Ja 22
2 . 2
to be flushed and did it if you agreed? Nno [ y bl 5o Jls A el
g | 23. Did the attendant fill the correct grade as  YES %] axd Sl s /e Adlaly ol sall Bl o 23 3
you requested? Nno [O N et Al damiall
2
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Scores Critical Areas Taubl c¥lalt Jalais

24. Did he request you to start engine and  ygs o a8 g e paall Qi i o dlia il Ja 24 3
3 lri?r\ﬁ étsr?unmng for one and a half vo [ g it 8 5d il Al 8
3 25. t[))id t.he'attendant ensure that the carter YES E pu uiﬁ);ﬁi:ajlﬁzk ﬁfﬁ 25 3
olt is tightened and there are no leaks? No 1 v e 3l
26. Did attendant carry out the following e s saill o) el calagal 3 o 26
complimentary checks: -l
YES ol
31a. Battery Water top up no [ b A Uall ele ddliza) 31a.
nA [ by
ves X
31b. Coolant Water top up vo O b coolant/aall sle diLa) 31b.
na [ abiy
vesBDd ~ j
31c. Auto Transmission Fluid top up NO L__I b S B )L;A uJ :Aj! 3te.
va [ sy B
ves B
31d. Brake Fluid top up no O ¥ el cyyalal 31d.
va [ sy
ves KI
31e. Gear Oil top up no O P oy A /el 5 Al 31e.
na [ oy
ves BJ
31f. Air filter cleaning no [ y ol el b Ciglas 31f.
na O sy
ves M =
31g. Wiper Water top up no [ N oSl lalinal ela L) 31g.
nva [ sesy
ves M =
31h. Clean engine using air gun NO O Y ehsgdl et pladiuly o el Cidad 31h.
na [ sdbuy
3| 27. Were any of your questions related to :(E)S g ?’; Ailaiall clilind o gl 6—‘“— ‘F‘-?}“ uﬂ-' da .27 3
lube change answered? G TP A VPO
na O sy
| | T YES B s s e Gealegap by dids 28
3 28. 'l;l: (t:r;? gtaff place the mileage sticker in NO D N o giakad 3l adladll /) sia shS 3
' nAa O iy € bl
YES .
41 29. Were you offered a receipt voluntarily? ~ NO O Y S lia) aNiud Juayelle (e db 29 |4
na [ sy
5. REST ROOMS AND MOSQUE saaaally (aLaad) fesll i) Al g .5
Scores Critical Areas FERIR AN PO pAYHI)
3 30a. Were they adequately stocked with all ves B a5 peall o sl ez 8 jee <iS Ja 302 3
necessary supplies such as soap? NO D 3 S gall Jia
nva [ auy =
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Scores Critical Areas Dl Lol Jalgsh
YES i
30b. Were they adequately stocked with all O c";‘ sl e il auean s jeae i< Ja 30b
necessary supplies such as toilet tissue? NO Call il (399 Jia
NA [ gy
30c. Were they adequately stocked with all ves [ oS A gmall S il &2 ee ilS Ja, 30c
necessary supplies such as paper towels? NO y A8, ol Cidliall Jia
(paper towels are not required where fully Gldina j3 55 die &y lhae e 438, adlial)
operational hand dryers exist) nva [ Gebis Y (&) Al
- RTINS
31a. Were sinks clean? YES E p ol ‘,,Y:Lf\:;rf 'lsdT‘ ‘.31a
require comment when marked ‘No’ Nno [ ¥ sl o2 MY Ay il 1y
NA [ gy y
: $aaks U),al cilS
31b. Were mirrors clean? ves B i ol 3 fy;u ‘lsdt' |'31b
require comment when marked ‘No’ no [ b sl o2 MY Y il 1
NA [ sy
. ?v . ,. . A l e - _LS
31c. Were hand dryers clean? YES D g . 'l’ “saf,‘i,:'.mt:,rf 'lsdr' "310
3 require comment when marked ‘No’ no [1 v st Rt iy
\ .
nva B gy 220 5len@ e an\Y
s faaks 4 pleall liSle il
31d. Were dispensers clean? YES B o= . :‘ o ,,y,,u. Lyr‘: 'LSJT' "31d
require comment when marked ‘No’ no [ Y sl o2 MY Y cilS 1y
NA [ gy
YES pad
31e. Were toilets and urinals clean? Nno O v il Jpall Ukl cls Ja 316
NA [ Gy
32a. Were doors clean? YES i 2l f .‘,,. .,,Q."Lfl ‘Qfl-isc.h.l.SZa
require comment when marked ‘No’ no [ ¥ S e
NA [ gy
YEs
32b. Were walls clean? Nno [ ¥ fagdas oUaall CailS Ja 32p
NA [ gy
ves B
32c. Were ceiling clean? NO D Y Sk il S s 32¢
NA [ sbsy
ves K
2| 32d. Were vents clean? No [ y faidas Ml g Ja 32
NA [ gsuy
32e. Were floors clean? YES M e il ?w&,,‘;}fz f;ﬁli;?)"sze
require comment when marked ‘No’ Nno [ b Gt e PRl e
NA [ sy
YES pd
32f. Were baseboards clean? No [ ¥ $adphai sae @l - o /lallall i 50 il Ja 30
NA [ Gy
YES s
32g. Were grout clean? Nno [ ¥ faalai L3 (IS s .32g
NA [ gbyy
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Scores Critical Areas FIRWR LT PON | PATHI]
YEs [
33a. Were trash containers clean? NO D ¥ faaudas Adlaill il s cuilS Ja 333
NA [ any
2 . - 2
YES pai
33b. Were trash containers not overflowing? NO L__I b fiaid e deladll cilygla <l Ja 33b
NA [ adiy
YES [ L ]
2 34. Was the restroom smelling clean & no [ N sl Os) Liaias Al lealdl dadl; il o .34 5
fresh (without any offensive odor)? plasdl A Aga S Asil
NA [0 gy
X ; Jend alaall (& O g2l aren cilS Ja 35
35. Were all the facilities inside the YES P ¢ = e»‘,: IS
restroom in good working condition? L I et
2 require comment when marked ‘No’ no O ¥ gl g2 MY LY S 1Y 2
NA [ iy
3 £(5) ki aawall deld ol i oS
36. Was the Mosque premises clean? YES D o (b). };M ) g LL(;}-\LZL:LS&T 36
2 require comment when marked ‘No’ no [ ¥ st e > : 2
nA [ ey
Comments: selBBadlall [ gubadlt
FOR OFFICE USE ONLY hid (all aladiay
Agsall BIEI Ll ey aall . -
0, v . ‘
o ACTUAL SCORE MAXIMUM | Cvaluation: e
Approach and Cleanliness Adlaal g ol yBYY 1
Greetings and Initial Checks | Adls¥! <lSadilly cum i) |2
gi)a;;rearance and Behavior of il gl & gy sedaae [3
Service il (4
Cleanliness - Restroom and Calalaall — Qi) 5
Mosque Aseall g
TOTAL & saaall
+ 5
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MARFA S/S
MARFA
ADDNOC DISTRLE
WESTERN REG

L "'RLPTTUN Oty PRU

Pronzdl. 1.00  50.0
ronzil  1.00 13.0
Bronzil 1,00 130

» YLt
CASH PAYMENT

s servead by Operator
2012 69702 T

THANMKS

F Or

ey
LT TON
TON

&

0
0
0

1)
'\4 (e

.

TOTAL
00
13.40
15.00
e

3. 00

JRi

PN T TS B L I SHTICI







