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PROJECT: ELARA - Lube Change

SERIAL NO.

52 1

Pan Arab Research Center gi&
O <4 Emarat 10 aws Eppco / Enoc [ I @59 Adnoc

e

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number | Name Number | Name Number
\b R St 2 you Do o | 2acH Aaeg) SNEER
Gender Height Built _ [Spectacles] Beard Mustachel Ethnic Groups
TIM][S | T IM[F |Yes[No[Yes[NoYes| No |indian [Pakistani]Filipino [Expat. Arabs] Others:
ID@EDD-DDED[ZIDIZ]DD . |
EMIRATE v;zztiz:‘n Abu Dhabi Dubai Sharjah Al Ain l(;r:‘:’na:‘l Ajman Kﬁi?m‘:h Fujairah
O O O O O O O O X
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
o fzlal o2l 06 [T 181 oI\ | ol | 132 Wy
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
ISt T R O O 0O vsir | 0 O 0O R O O O
1. APPROACH AND CLEANLINESS SRS g oY) 1
Scores Critical Areas Al cflaall L
ves X L o s
1. Was there proper sign to the Lube no [ : dilaie o AVl daaljdadedlia gl da 1
changing bay? Sy I s
nva [ sy
. ves K
3 2. Z\:g:;ir;z(ljgbe changing area clean and NO D Y T ey ik ) ki cdS da 2 (3
wa [ sbuy
ves [ . C
4|3 Wasthere anyoi leaking and fallingon q e de dygcu Mo gl dia g8ds 3 4
to the fioor of the lube bay ? - Sy M s Adhaia A ()Y
na [ iy )
ves
2| 4. Were the waiting area and table clean? NO [ Yy a4 Ul syl ddhie S o 4|2
na O sy
e ves -
2 5. woariiage?te evision in the waiting room NO |:| N ¢ Y1 42 8 Jens ol S s 5 (2
NA [T iy
YES o s R
6. Was the board displaying complimentary o [ q Al lgle jela dllda il cilS da 6
services neat and clean? a8,k ¢ 435 e Ailanall Cilaadll
na O sy
2. GREETINGS AND INITIAL CHECKS AW sl cua Al 2
Scores Critical Areas Al Yl Jalail
3|7 Was there any delay in approaching ves [] p i/l Bl b yals ol s S ds 7 3
customers? no K Yy ool s calagall
8. Were you greeted in a friendly manner ~ YES ,@" px sl A Ak dh cua il 5 ds 8
(pleasant feeling)? Nno [ ¥ ¢ (o
SIS o el gall Wgli Caia g A tlay Y 1)
5| If no, please describe behavior: Was it Lj e . L:;X )j; j:JTj ;.'J.‘ “15
arrogant, without any expression, normal S R o8 L €3 AR Q"". 2
etc..... ¢..&
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Scores Critical Areas Apald) Laalf Ltay
9. Did he guide your vehicle for positioning Yes [X] ; Cadl Sl 3 il L Cals o)l G
3 at the stopper and asked you to switch . . ~ :,_; |‘:) o ‘fl‘d\‘ uﬁ' . :j‘ F.L;h 9 3
the engine off? No [] ¥ feadl ik g 8l il
10. When asked by customer, was the , IS S cdpeall o Calh gall s Ladic 1
5 attendant knowledgeable of different ves & P it.d‘:ll - _)I‘ C_J:A Y ‘)T‘ !y e 10 5
grades of oil, filters and their relative No [J g S = ki An
benefits? Sleia JS X 48
YES X : .. .
4| 11. Did he offer the waiting area to you? NO '“; FOEY) A e 6 Yl elle a e Ja 11 4
12. Did the staff thank you as you were ves e it it s — .
4 leaving? NO D v .JJMQSWQM&JLﬂ\eB& 12 14
3. APPEARANCE AND BEHAVIOR OF STAFF :H.Sﬂuj Cudls galt Hha 3
Scores Critical Areas Al Sl Jataal
. ves
3 13. Z\rlzsﬁ?;? uniform of the attendant neat NO D Y0l e Gl enlall Gl sl Gl oS s 13 (3
NvA [ sy
YES pa .
14. Was the attendant wearing visible Dtk Ay (61 3y 353 pall Call sl S Ja 14
3 no [] y , 3
nametag? Sz s 5 aansl Lgle
N/A g Y A\ eed
YES pl ]
15, Was he able to communicate with o deal sl e 1H0ld Gala gl (S Ja 15
3 customer? No [ ¥ PO 3
. 05l
NA [ sy
YES axl
4| 16. Was staff courteous / friendly? No [ Y okl ga g il sl IS Ja 16 (4
NA [ sy
4, SERVICE a4
Scores Critical Areas ) Yl L&)
: 23S ) aaailly Cals ol Ala
17. Did attendant check whether you need ~ YES ] pr w uu)’u} P }d £ A7 ]
3 top up or complete oil change? S0 o o) Sl Bla liad s L) 3
p up p ge: NO D y ¢ JulSly
3| 18. Did attendant check with you whether ~ YES 5] pr 28 S Lad dlie ol gl (3825 s 18 ;’
only oil is to be changed or oil with filter? No [ ¥ S EPRCIVR IR R RN W
19. Did he check using gauge the quantity ~ YES [X] ari ehatul Gl (6 e it Calagall A8 o 10
3 required to be topped up and informed g A Gl S Gl il 3
you? No [] ¥ fellyy alali 5 L)
b n SOl i e Gl i pall 8
4| 20. Did the attendant check for ofl leakages YES B e 0 uﬁ"}f o g ’:ij e 20 3
under your car from filter and drain bolt? No [ N SRy oS
pGITR]
3| 21. Did the attendant drain the used oil YES D& o e Sl JS i cabagall A6 Ja 21 3
completely from your car? NO E] 3 Tl Hlaw (e
| 22. Did he ask whether you want the engine  YES [ Ay ol Jat 55 S o) il Ja 22 2
to be flushed and did it if you agreed? Nno O N felisdl o Jla 3 lly
3| 23. Did the attendant fill the correct grade as  YES L Sl s ,o/p 55 Ailal cala i Q8 Ja 23 3
you requested? - no [ y flgidh Al dspaiall
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Scores Critical Areas Al claall L

24. Did he request you to start engine and  ygs A w48 5y o yaal Jiiy o o clia ol b 24
3 leave it running for one and a half i dads padd kil Alla G 3
minutes? no O k| fnai s 4182 53l il «*
' . ol a8 e /A gabia o e calagall 2S5 Ja 25
25. Did the attendant ensure that the carter YES pH c s ol . e
3 bolt is tightened and th leaks? it i il 4l L (A o e 3
olt is tightened and there are no leaks? \ ~ [] N e 3l
26. Did attendant carry out the following Tgilaall Clia sadll of jalh calasall o8 Ja 26
complimentary checks: sadul)
YES s
31a. Battery Water top up NO D N I jUadll ole ddlia) 31a.
na O sy
YES KX pes:
31b. Coolant Water top up NO D b coolant/2 ull sl ALz} 31b.
na [ siiy
ves Kl - 148 ol i lea ) dilu) 31
31¢. Auto Transmission Fluid top up NO D b} o JER TR T ¢
(0 spansil )
na [ sy
veEs B
31d. Brake Fluid top up no [ Y Jelill cyy il 31d.
va O sy
YEs A
31e. Gear Oil top up no [ Y ool mllcusliial 3.
na [ sy
ves Kl
31f.  Airfilter cleaning no O ¥ ol ks 31F.
Na LT sy
ves Kl
31g. Wiper Water top up no O N el kil cle Ll 31g.
na O sny
ves Bl &
31h. Clean engine using air gun NO D Y el et pladinly o jaall Calad 31h.
N/A D iy ¥
YES ]
5| 27. Wereany of your questions related to D ?: dabaid) Sl e 6l e WY i da 27 3
lube change answered? NO Sy s Alany
N/A E] bl Y
, _  yes B s 0f (eale gum s ilasall 5 b 28
3 28. Ichlg (t:t;? ;taff place the mileage sticker in NO D N o a3 Ls Al daleal Jh e LS 3
na O sy 5 e
YES oS
4| 29. Were you offered a receipt voluntarily? ~ NO O y 0 lnd) oMl Jea g e (5o ds 2914
va O sy
5.  REST ROOMS AND MOSQUE saasall g (plaaldl [l ) Al g L5
Scores Critical Areas Tl el Lai
3 YES P 3
30a. Were they adequately stocked with all ?:; 3y gl Cile Hliall aaens 8 jeae <iilS b 302
necessary supplies such as soap? NO S gall Jia
na [ iy =
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Scores Critical Areas Al et Liah
YES 3 . '
30b. Were they adequately stocked with all % “: A sl o el areay 3 jeae i€ Ja 30D
necessary supplies such as toilet tissue? Collgdll ()99 Jie
NvA [ gsyy
30c. Were they adequately stocked with all YES i 4 el e Tisdll asans 3 e il Ja.30c
necessary supplies such as paper towels? No [ . 48 )5l Cadliall i
(paper towels are not required where fully Glidaa g5 die dyslhae e 448l adliall)
operational hand dryers exist) nva O Gk ¥ G A
31a. Were sinks clean? YES E pd 2l f ",,“,fj'f‘td‘ lujls JT.'31a
require comment when marked ‘No’ Nno [ ¥ arastl o YT Al cals 1y
Na [ gy
31b. Were mirrors clean? YES pud ol * ;,’ .,; lf'bt:“ u"ls dT 31b
require comment when marked ‘No’ no [J Y T sl o MY Al a1y
NA [ gsaiy
31c. Were hand dryers clean? ves L1 g ) eT"L‘ “séf?‘,ﬁui“ ruls d“ S3le
3 require comment when marked ‘No’ Nno [ ¥ el (o2 YT A S 1)
NA B sy e LS
- TR v
31d. Were dispensers clean? ves B i 3 A u;e‘-:d‘"&-l@ib r‘j‘isd‘;.'?’w
require comment when marked ‘No’ no [ ¥ gl o MY ALY s 1)
Na [ gy
ves B
31e. Were toilets and urinals clean? Nno [ N Al Jpall 4l il Ja 31e
Nna [ sy
32a. Were doors clean? YES o L f ",,~ .,,g'fbm C‘f‘is&. -32a
require comment when marked ‘No’ no [ ¥ R N
V7 I T RRA
ves D4
32b. Were walls clean? no [ b fadlay Uaall il o 32p
NA [ gbuy
YES pai
32¢c. Were ceiling clean? Nno [ y fulas Candl S s 32¢
nva [ gy
YES asd
2| 32d. Were vents clean? Nno [ ¥ fAddas MLl il s 32d
NA [ gy
N (.w . ‘ F— . R Qj
32e. Were floors clean? YES e ol 'wd..u}f‘f):“ -LiSJA~ "326
require comment when marked ‘No' no [ b sl o MY A calS 1y
NA [ gy
YES pad
32f. Were baseboards clean? Nno [ N 94405 sac il & ) lailall i 50 S Ja 32f
NA O gy
YES Bd
32g. Were grout clean? Nno [ N feibi LU IS 329
NA [ gy
4
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Scores Critical Areas Al et Jaladl
ves [
33a. Were trash containers clean? No [ ¥ $aaykas delaill il gla <€ Ja 333
) NA [ asuy )
YES i
33b. Were trash containers not overflowing? NO D b faaid e Adladll clgla S Ja 33b
NA [ asuy
ves Rl o ]
o |34 Was the restroom smelling clean & no [ ¥ @l Q) Lhaie s Aidas sleall dal ;) cilS Jo 34 2
fresh (without any offensive odor)? f(plasdl gy S As3l,
NA [ gy
T ; s saall o &l jaeail asen i€ Ja |
35. Were all the facilities inside the YES ped e e e s 35
restroom in good working condition? . o e g
2 require comment when marked ‘No’ no O v sl o2 YT Aa Y Cals ) 2
NA [ asuy
; §(5) ki amacall Ald g e (IS
36. Was the Mosque premises clean? YES D e ( ). ,in ) N Z_L‘;-;yﬁlsﬁ -36
2 require comment when marked ‘No’ no [ ¥ ot e gl = 2
NA [T giy
Comments: sciBadlall [ guladll
FOR OFFICE USE ONLY Jasd Cagalf aladiuy
Rl BED | BEl JeJ1 2l .
0, v s . “ ‘
Yo ACTUAL SCORE MAXIMUM | CValuation: P
Approach and Cleanliness Adlaill 5 ol 3 |1
Greetings and Initial Checks | 4ds¥! Sl s e 51 12
/gi)ar;?arance and Behavior of il gl ks sedaa 13
Service iaaill |4
Cleanliness - Restroom and laleall — Aall |
Mosque el g
TOTAL £ ganall
5
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kb
€-STPRE
rﬁ.va.mu Aolh

5

ADRO RS .:u.f._.u_.HOZ !
578 - 07 :
1277, Fujairan

roTAL
51.30

TOTAL
CASH 2ayMy 75,00

1, .
Sz 01 BHI2
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