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PROJECT: ELARA - Lube Change

SERIAL NO.

praa,

Pan Arab Research Center w

a\ L Emarat I D & 4il/ <4 Eppeo / Enoc I D &5 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
28 [ caca oo\ |Soedo 800l (Mohwmedd [ [ 1 | |
Gender Height Built pectacles Beard | Mustache] Ethnic Groups
M F JTIMIS]T [MIF [Yes|No IYe;I No | Yes | No |indian PakistanilFilipino [Expat. Arabs| Others:
FEONOOEOOOREONO O M O O O
EMIRATE V;z:tl‘:’“ AbuDhabi |  Dubai Sharjah Al Ain g’:;{“a:" Ajman K'::ismAlah Fujairah
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
\| 2 v]o| d&]| %] | $ |4 ol \ | & 4 |w=20]iL.td
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
visT T 0 O O vt | O O O3 O O X O
1. APPROACH AND CLEANLINESS :MLB.'JU ‘,n\jfa\‘l\ |
Scores Critical Areas Al cLalt Ll
YES L o
1. Was there proper sign to the Lube no [ : dibie Lo AVl daalgdaddllia (S da 1
changing bay? Syl s
na O sy
_ YES o
3 2. \(/)\:g:;;zél;be changing area clean and NO D TGy Akl iy e fhiecuS Ja 2103
va [ aesy
ves [1 = . _ .
4 3. Wasthere any oil leaking and faling on .y q e ae dyscu o gl dia gsda 3 4
to the floor of the lube bay ? Syl it Ashaia B (a Y)
na [ sy ]
vyes [
91 4. Were the waiting area and table clean? No [ ¥ el gl 5 ey dilaie culS Ja 4 (2
nA O sy
o By ves [1 &
2 5. \\Zlv(frii;hge’)te|ewsuon in the waiting room NO [Z] N ¢ TP S s S Ja 5| 2]
) . - - i
na Bl ssny (%0 Qe j1e )0 '
ves [ ~ - o
6. Was the board displaying complimentary o 7] Al lgle pela Alda s ds 6
services neat and clean? Chayai § A ya Ailaall Cileadld)
na [A abuy
2. GREETINGS AND INITIAL CHECKS AN sl g cua Bl 2
Scores Critical Areas I AN BN Jaladly
3|7 Was there any delay in approaching ves [ p pasifl ) 3 uali ol Wl S a7 3
customers? No [XA ¥ St ol gas Cala gall
8. Were you greeted in a friendly manner ~ YES px Gslaly) A sk dh cm il 5 s .8
(pleasant feeling)? Nno [ N $ (zo
S Ja rcak gddl i Ciia g a8 Bl Y1)
5| If no, please describe behavior: Was it S . \jl , ’3‘\; j;f T s
arrogant, without any expression, normal S e €032 M. o
etc..... e
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Scores Critical Areas Tla®) el PATH]
9. Did he guide your vehicle for positioning  ygs ; Liall ) I Sl L Gl oal) 18
3 at the stopper and asked you to switch X = :; ‘9 o L?]élu ‘_‘1 . Lﬁl ‘..t:ja -9 3
the engine off? Nno [] Yl ik Aiay 8 bl alagy
10. When asked by customer, was the . S b edanll (e il sall Jpas Ladic 10
5 attendant knowledgeable of different YES i j}iﬁ‘ A JS| QL;’)A / ‘Jff S’w e ' 5
grades of oil, filters and their relative no [J y )= aiae |
benefits? Sleia JS il 48 4
YES i . .
4| 11. Did he offer the waiting area to you? NO E P: ¢ ey 4 e GBS dde e Ja 1114
4| 12. Did the staff thank you as you were YES E p € jalis i€ Uiy o S Gali pall 6 o 12 |4
leaving? No [J y S ¢ :
3. APPEARANCE AND BEHAVIOR OF STAFF S sl g il gall HBa 3
Scores Critical Areas Ll YL Jatai
. YES [X], @
3 13. Zizsﬁ?}s? uniform of the attendant neat NO D YL e Gl ualall ks Sl Gld S s 1313
VA [ by
YES [ . .
14. Was the attendant wearing visible Otk AUy (55 5 3 53 pall Cili sall IS Ja 14
3 Nno [ y , 3
nametag? Tz sda 9 4and Lgile
N/A % gbis ¥ MO b A% d‘
YES i
15. Was he able to communicate with =~ & deal il o 106 Gl gl oS Ja 15
3 customer? Nno [] ¥ P 3
‘ 05 M
NA [ gnyy
YES [ m
4| 16. Was staff courteous / friendly? Nno [ ¥ $adal/la 505 ala sl S Ua 16 | 4
NA [ shuy
4, SERVICE el 4
Scores Critical Areas Ll ¥l L&y
: it LA N il Calh gall S8
17. Did attendant check whether you need ~ YES . uuﬂ P fnj f S 17
3 top up or complete oil change? S5 i ol Ol ALY pliat s ) 3
~ no [J ) £ Sl
3| 18. Did attendant check with you whether ~ YES o R S 1) Lad elia il gall (3883 o 18 3
only oil is to be changed or oil with filter? No [ M) €Al 5 W dndd <y W s
19. Did he check using gauge the quantity ~ YES [ and by 3l (5 e Gl Cala sall B Ja 19
3 required to be topped up and informed g Uy A I Gl sl 3
you? no [ fellly il L)
§ On ol e Gl il jall 6 Ja
3| 20. Did the attendant check for oil leakages YES [ pai 02 wj: L_/'ff" o A e ’\ij ud: 20 3
under your car from filter and drain bolt? No [ N S/ Has A _
Syl ~
3| 21. Did the attendant drain the used oil YES DA gecidicy i s &y ala gall B8 Ja 21 3
completely from your car? Nno [ N el jl (e
2| 22. Did he ask whether you want the engine  YES [] PN sl die b e g il Ja 22 5
to be flushed and did it if you agreed? NO @ i--,l,z L-M ‘ D) Celidh) 5o Jla &8 el
3| 23. Did the attendant fill the correct grade as  YES px M A yoff 5 Adlaals el gl 8 Ja 23 3
you requested? no [ N fleills Al ds ol
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Scores Critical Areas At ) PATH]
3| e e o iy e YES DI i e il e 24 |
minutes? no [ N fbiaiy 438 baal Joulill Al
3 25. Eid t.he_attendant ensure that the carter YES @ o qfﬁ);ﬁi:ajlizh jﬁﬁ 25 3
olt is tightened and there are no leaks? NO D y * ey
26. Did attendant carry out the following gilaall Clia sadll ol ol calasall B Ja 26
complimentary checks: -agul)
YES ol
31a. Battery Water top up no [ 3 ldLilal 31a
na O sy
ves [
31b. Coolant Water top up no [ b coolant/s yull ¢le dilal 31b.
na [ ahiy
ves 1 =~ }
31¢. Auto Transmission Fluid topup  -NO D N R JL(“::L?;)‘ 31c.
na [ sk y i
ves [1
31d. Brake Fluid top up no O r) el il ) ddlual 31d.
NA X sy
ves 0
31e. Gear Oil top up no [ ¥ Cos Al ey ilal 3e.
na B sk
YES al
31f.  Air filter cleaning no [ N el ks 3F,
nva [ by
YES e
31g. Wiper Water top up NO D ¥ ool clallual cla il 31g.
nva [ abuy
ves B~
31h. Clean engine using air gun NO O Y elsadl (ute ahRELL O el Caydais 31h.
va O sy
3| 27. Were any of your questions related to \;ES ?’; Aalaiall il (s s ‘;Jf— :\?L.A?“ uu Jda 27 3
lube change answered? e ) uad dleny
na [ sauy
3 28. ?hlg (t:k;? g.taff place the mileage sticker in :is % e: e @mﬁ&ﬁﬁ;ﬁ 28 3
' na [ sy €5 e
YES o
4! 29. Were you offered a receipt voluntarity?  NO [ ¥ S0 ) M) Jemgelle mje da 29 (4
na [ sy
5.  REST ROOMS AND MOSQUE el (alaad) el 55) Aail) a2 5
Scores Critical Areas ALl @Yl pATH]
3 30a. Were they adequately stocked with all YES e 4 g pall Gl el aian 3 jeae <ilS Ja 30a 3
necessary supplies such as soap? NO D ¥ e giall Jia
nA [ gy - |
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Scores Critical Areas LIV REAN POA Jalaih
. YES e e
30b. Were they adequately stocked with all nvo OO q s el e Sl aiens 3 jene cilS Ja 30b
necessary supplies such as toilet tissue? cullgill 599 ie
NA [ gauy
30c. Were they adequately stocked with all ves [ pad 4 g palt il il & B ene i da.30c
necessary supplies such as paper towels? no O v 48, o) Cidlial) Jie
(paper towels are not required where fully Gldise B¢ dic 4y gllas pe 4l cailiall)
operational hand dryers exist) N/A Gy ¥ (A1
31a. Were sinks clean? ves [ pri o ?' ,,y,fiff;ru lslSdT \.31a
require comment when marked ‘No’ no [ ¥ Tt o " e Yl s 1Y
na [ gbyy
: 2k L) all el
31b. Were mirrors clean? YES E p ol 4':"3',' l:’"fw . _l;l?.{sm
require comment when marked ‘No’ no [ ¥ ol o MY A Y cals 1Y
NAa O gy
- Y’ . . A ‘ -y -
31c. Were hand dryers clean? ves {1 ) T“L” ‘ﬁf,i,f"ml:”utslsd‘“ "31C
3 require comment when marked ‘No’ no [ ¥ e 3
NA [ gy
( - TR I TR DX
31d. Were dispensers clean? ves [A uﬁ” o "\j':_l“bi;rj Li'\sdt."md
require comment when marked ‘No’ no [ ¥ ool o> Al B
vA [ sy
YES aad
31e. Were toilets and urinals clean? NO I:I N fagda il 2%l S Ja 31e
Nna [ sy
. (.p’. .y R ‘ -l
32a. Were doors clean? YES m o 2l u‘f@,ﬁ‘fyrf lslsd‘:‘ 32a
require comment when marked ‘No’ no [ b sl o " e Y s 1y
NA [ Gy
YES I M
32b. Were walls clean? Nno O Y fagks el cuils Ja  32b
NA [ gsy
ves [
32c. Were ceiling clean? no O ¥ b Caiull S da 32¢
Nna [ ey
ves {4
2| 32d. Were vents clean? Nno O Y fagdas Ml S Ja 32 |2
va [ sy
; fAgdal Gilua , Y1 il
32e. Were floors clean? YES (o gl i g a_,t)jy\ , 15&%\.326
require comment when marked ‘No’ no [ ¥ = e e
NA [ gy y
ves M
32f. Were baseboards clean? Nno [ Y $aghi saelall & o1 halall 15 <l Ja 32f
NA [ ghiy
YES pai
32g. Were grout clean? NO D ¥ Sl L3 IS Ja 329
NA [ amuy
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Scores Critical Areas gl ¥l PR
YES [
33a. Were trash containers clean? Nno [ ¥ $ailas daladll Gy sla il Ja 333
NA [ ey
2 YES K] 2
33b. Were trash containers not overflowing? NO D b Tl e dalasll clysls cailS Ja 33b
NA [ by
YES [¢] o

2 34. Was the restroom smelling clean & no [ . ) Q) L s Adalas pleall Aad) ) il Ja 34 2
fresh (without any offensive odor)?

?(plasdl b dga S Anil

NA [ gy
H Jexd alasdl 8 < jaeaill YLy s
35. Were all the facilities inside the ves [d & f M c“::dsd: %
restroom in good working condition? L. I RN
2 require comment when marked No' O O v gl sl o YT A s 1) 2
NA [ abyy
3 2(3) cai aaall dcld ) e IS
36. Was the Mosque premises clean? YES a ()_ :\ ’ ,,;: Z.L?r‘ﬁksﬁ 36
2 require comment when marked ‘No’ no [ Y ol o2 Ayl s ) 2
NA [ asay
Comments: rlaadtall 7 gadasll
FOR OFFICE USE ONLY Lagd uigalf pladdiud
aalt Tty Liaill Aoy aall
0, g . . . -
% ACTUALSCORE | maximum | vaiuation: et
Approach and Cleanliness adldaill 5 ol BV |1

Greetings and Initial Checks | & s¥1 cilSudll y caa 51 |2

Appearance and Behavior of Osibh sl gl s sedaa |3

Staff

Service sl |4
Cleanliness - Restroom and lalasdl — AUl 5
Mosque dauall
TOTAL £ gadall
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L e et e e PR L L IR
v s . SERIAL NO.
Lube Express Aoyl C
Ca\s ya = :
~

o )9__3 L
P R 20 [ T ———— ' . AT S ' - LIIJ[DI
Station Name: I.QAC'G S— .ddanl @aul Invoice No. 3 49 0 5 1 Emarat

.f' . da.-ll thatelQox’]a &ladl Plate No. 610?’1'”7/6 dglll ody
e . ..... ez ifpatll @t MileBQE: oo g3£4

B

Station:Tek:

Customer Name:

Customer Tel: ... s Time IN: e

Vehicle Make & Mode @3,,1! £939 gise TiMe Out: .............. :

- {{] Changed /Jﬂr s ‘lF‘ s& 1

Oil Filter . .2~ ] Changed it / A 1
Engine Flushing ™ ) [} Done —_— dyall hgliis
Top-Up: Brake & Clutch Flud-DOT4 [ ] Done -~ S ] Jabull Sl ALY
‘Automatic Transmission Fluid — Dexon lID ] Done / 1S, S s Sl
Gear/Difierential Ot ] Done X Al g 8 ot s
power Steering Oil Resenvoir "] Done / Salayeed) skl Hloa )
Radiator Coolant ) 1 Done prd ikt ) ae s Jilee ot T S T iYL
Water/Terminal ] Checked Battery [ Replted Tt ead
Windscreen Water [ Checked ~ Wiper ~ Gplaced - IR B a\.‘.wlg\;ytm,;,w.&f; BFEC R EFITT AT s
Tyre Pressure Checked R .
Air Filter “[J Cleaned' -~~~ ~7+ ] Replaced>! ! T |a e Y LS T alaelhialh | e R
Ofl Drain Plug ] Checked Vpéher ] Checked ol une Bl o2
Gondition of all belts & Hoses: I = [_]Ch YR R g RYTSTPRARCTTRAT] . - NEER
Car Wash: [ ] Full Wash ] Body Wash ] Steam K o i D R Jei [] il
Service Charge umat osall p gy
Others Almi'-‘-n g TR ) G.ﬁi

’ Discount |AED

e , i claaall shol sas Bagn Ul b | enalind uil Lexp gttt
fosal ol i 3ty 4 LS Tplaal claaidl sl dng Bigm 452 P LSl il SF " Grand Total AED

\







