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PROJECT: ELARA - Lube Change

SERIAL NO.

6

+

Pan Arab Research Center &

&@bu! Emarat / D <4/ &4 Eppco / Enoc / D <4t Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
25 o i, Soq [ Bage | 2dod ! :
Gender Height Built  [Spectacled Beard | Mustached] Ethnic Groups
MTF JTIMISTT MTIF [Yes| No|Yes| No|Yes] No |indian [Pakistani[Filipino [Expat. Arabs] Others:
ROOROROOOBROKRONXR O O 0O O
EMIRATE V;:Z‘IZ:‘ Abu Dhabi |  Dubai Sharjah Al Ain g’:&“aﬁl' Ajman Kﬁ:fm‘:'h Fujairah
O O %4 [ O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
LR Aol ol | 2 AlS lolu o2 122 Rius
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday] Sunday I Monday | Tuesday |Wednesday} Thursday l Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAYOF
ST TR R O 0O 0| O O O O O O
1. APPROACH AND CLEANLINESS ;;\.3.\2.'\513 Q\Jﬁ"l\ A
Scores Critical Areas Lyt ci¥laal) Jalady
YES B o s 4 .
1. Was there proper sign to the Lube no [ q dihic e AVall dsal jaa gl ellia S da 1
changing bay? feu i s
nA [ sdiy
_ ves Bl
3 2. Z\I{;:r:if:;cl;'l?be changing area clean and NO I:I Y S ey did cy i ks dibieculS Js 2 |3
nva O sy
ves 0 ) ‘
4|8 Was there any oil leaking and falingon Kl . e dedogcu Mo i gl lia S da 3 4
to the floor of the Iube bay ? Sy Myt Ashale b a LY
na [ iy ]
ves A
2| 4. Were the waiting area and table clean? NO [] Y faada; A Ually Uauy) dshia S Ja 4 (2
NA [ sy
- ) vEs [ o
2 5. woarii:]hge?telewsmn in the waiting room NO D y Uy A e b deu 03l S Ja 5 (2
nA [ sy
ves A g 1 e
6. Was the board displaying complimentary ] q Al lgle jedas Mdalll i da 6
services neat and clean? $aqdhi g A0 ye Ailaall claaadl
nA [ sbny
2. GREETINGS AND INITIAL CHECKS Y clSndally cna S 2
Scores Critical Areas Tl el hai
3| 7. Was there any delay in approaching ves [] px i 8 & il gl @ia S a7 3
customers? Nno A Y ol gat cala gall
8. Were you greeted in a friendly manner ~ YES Y| ax kb)) 455 d ksl S5 s 8
(pleasant feeling)? No [ y ¢ (z o
S Ja by gall & gli Cam g a8 2l y (Y 1)
5 If no, please describe behavior: Was it Lj ‘. 1:;& ﬁ; . j:ﬁ PRI 5
arrogant, without any expression, normal e o oe DI v" ;“‘
etc.....
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Scores Critical Areas L) ¥l Jatail
9. Did he guide your vehicle for positioning  ygs %] il IS s il gl B 8 O

3 at the stopper and asked you to switch Ny d | i g 3 ) ¢ s 3

the engine off? Nno [] ¥ ad il 5 8 b Y
10. When asked by customer, was the ; 1S o cdaandl (e cala gl Jym Larie 10
attendant knowledgeable of different YES & p ‘,f‘cu . < }?S }“

5 . . N c_:b.\kn_,u_hunul.;)l/t|y uh;u?.\c 5
grades of ail, filters and their relative Nno [J y ot R
benefits? flgia JS il 48

YES |4 : si

4| 11. Did he offer the waiting area to you? NO ‘: ¢ dauy da e oY dde jae da 11 |4

4| 12 Did the staff thank you as you were YEs Bd ¢ a5 i Ly Sy ol gl W6 Ja 12 | 4
leaving? Nno [ ¥ "2 S ¢ .

3. APPEARANCE AND BEHAVIOR OF STAFF pdSolayg Cnibgal) jelaa 3

Scores Critical Areas Al el Ll

. ves [ -
3 13. Z\Iljzsti?;}unlform of the attendant neat NO D Y L5y Gl ualall Cali palt S 1313
nva O Jéhu ¥
ves B&
14. Was the attendant wearing visible )«Jm Alday (o5 5y 3 g2 sall Cala gl S b 14

3 no [ 3

nametag? i g dans! Lgle
N/A % -.9"&“‘2 c\ﬂﬁ\ (s,(\@ q\é) \ §
YES axd P
15. Was he able to communicate with & dual il e 1508 Gl sl (S Ja 15
3 customer? Nno [ 3 oo 3
omer? 05 50
NnA [ swivy
ves I
4| 16. Was staff courteous / friendly? No [ ¥ Slakl/la gyl ol S Ja 16 |4
Nna O ssny
4, SERVICE daalll 4
Scores Critical Areas Al iYLl ~Latadi)
: 23S o el Bl cals ol L6 |
17. Did attendant check whether you need ~ YES 134 o u uu)d ay fd.ﬁ 17

3 top up or complete oil change? S owid ol Gyl ALY liad s L) 3

pup p ge NO D y ¢S,

5| 18. Did attendant check with you whether ~ YES M - B S 1Y) Lad e als sall (3855 Ja 18 3
only oil is to be changed or oil with fiter? no [ N ¢ lall 5 ey 310 ol dadd oy 0 sl

19. Did he check using gauge the quantity ~ YES ari plaaiul QS (6 e Gy Cala gl 18 d% 19

3 required to be topped up and informed ) o S 3l A4S L Ca el ulgall 3
you? Nno [ el Gl L)

O Sl Gl (e Baalh cala gl JE Ja 20

3 20. Did the attendant check for oil leakages YES Z\ e ui‘—/‘ﬁﬂuhu: il sjlidi s 3
under your car from filter and drain bolt? [ g Sy e o= -

ey 3l

3| 21. Did the attendant drain the used oil YES A el 3l S g i Calagall B8 Ja 21 3
completely from your car? NO |:| ¥ NELS FIN

5| 22. Did he ask whether you want the engine ~ YES RN P paall Jae 3y 3 € o) il da 22 2
to be flushed and did it if you agreed? No [ y uelidd) 5o Jla 4 iy,

3| 23. Did the attendant fill the correct grade as  YES B ax G 3l s /g 5 Adlaly cala gl B8 Ja 23 3
you requested? Nno [ ¥ gl Al Al
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Scores Critical Areas Aalat el Lalail
24. Did he request you to startengineand  ygs [ P aS iy & jaall Jaadiy a8 of i caills Ja 24
3 leave it running for one and a half o a e Aads paa) Lkl Alla _d 3
minutes? no b fihuai s 480 badl Sl &
< L a8 e /A paba o (ge cilasall SG s 25
25. Did the attendant ensure that the carter ~ YES i ) NI s 285 0
3 bt is fiahtaned and there a oake? . s i Gl 4l 5 LelSa A Tage A 3
olt is tightened and there are no leaks? [ y fe 3
26. Did attendant carry out the following Aol Cilba gaill o jal calasall B Ja 26
complimentary checks: Al
ves B
31a. Battery Water top up no O k! A tal ple Al 31a.
na [ ahuy
ves K &=
31b. Coolant Water top up no O N coolant/s il el tial 31D
na [ abuy
ves K o 138 el JI e <y Al
31¢. Auto Transmission Fluid top up NO O b A JLG_," uuu iy 3tc.
(Osanst 5l
nAa [ shuy
ves B
31d. Brake Fluid top up no [ ¥ Jaley3ia) 31d.
nAa O] sbyy
ves B
31e. Gear Oil top up no O y ol emllcy; el 3e.
na [ by
YES D4 W
31f.  Air filter cleaning no [ y Aol ks 31F,
NnA [ sy
ves B~
31g. Wiper Water top up no [ Y o 3l claliual Lo Lz 31g.
na [ sduy
ves K &
31h. Clean engine using air gun NO O Y elsedl (e aladiuly o el Caplas 31h.
wva [ by
ves 4 S v s .
3| 27. Were any of your questions related to O ‘.: Adandl il e gl Ao WY s da 27 3
lube change answered? NO Sy 3l et Al
wa [ sy
, ,  yves B s 0 Gole quia g ilasall B Ja 28
3 28. ?htg (t:r;c;; ;taff place the mileage sticker in NO D N o e L b_‘“ 28l /il fia LS 3
na O sdny 5l
ves R
4| 29. Were you offered a receipt voluntarily? ~ NO | Yy Sl bia) il Juagelle (mye da 29 |4
na [ abuy
5.  REST ROOMS AND MOSQUE rdpeall g (aLaall fell $3) Al i 5
Scores Critical Areas Laalaalt <L) Jalaill
3 ves B w5 3
30a. Were they adequately stocked with all ] ?’: g peal) e Hliwall gaens 5 jgaw <ilS da 303
necessary supplies such as soap? NO e siuall Jia
na [ gy
3
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Scores Critical Areas

Lot Lol Jatash

YES ;
30b. Were they adequately stocked with all >

Ay g puall Gl il & 8 e SIS o 30b

: o g no O v e e
necessary supplies such as toilet tissue? <all gl 3299 Jia
NA [ gbyy
30c. Were they adequately stocked with all ves X pxd 4l e sl & 8 eae S a 30c
necessary supplies such as paper towels? no [ ¥ 948 ) ol) Cidliall Jia
(paper towels are not required where fully Cldise 8 5 die 4 sl e 44, ) Chuiliall)
operational hand dryers exist) (177 W P RN (Y
31a. Were sinks clean? ves 4 pud gl i ",,;,itd;ﬁ deTM'ma
require comment when marked ‘No’ no [ k] s el S it
nva [ gbyy
: AT PWIREKTS
31b. Were mirrors clean? ves B pH o g 2 )tj\jﬁ -15de|' 31b
require comment when marked ‘No’ vo [ ¥ G el PRl
na [ gauy
B 44,105 Y1 Clidaa Cail
31c. Were hand dryers clean? ves & i ) ’ g%"umyﬁ 1;‘&.310
require comment when marked ‘No’ no [ v G T SR s
nva [ gauy
s fAal 4 slall Clifle cuilg
31d. Were dispensers clean? YES E P . ;;H o "yra_,i;yw ,,Lsdl"md
require comment when marked ‘No’ no O ¥ el PR s
va [ giyy
ves D4 a
31e. Were toilets and urinals clean? Nno [ ¥ Padas Sl Al cailS Ja 31
NA [ sy

32a. Were doors clean?
require comment when marked ‘No’

ves K]
no O v

Pk Ol oY S Ja 322
sl o Y ALY s 1)

nvA [ sauy
ves

32b. Were walls clean? Nno [ y $adai Gl cilS Ja 32p
NA [ gy
ves 4

32¢c. Were ceiling clean? no [J b Sl candl IS s 32¢
NA [ Gauy
ves B

32d. Were vents clean? NO D Y fagdas Ml ik Ja 324
NA [ gy |

32e. Were floors clean? ves Bl o | e Y1 S s 320

require comment when marked ‘No’ no [ Y gaaill o YT Ay s 1y

nva O shyy
YES X A

32f. Were baseboards clean? no [ N Ak saclall & ol Aadall )5S Ja 32F
va [ gany
YEs ]

32g. Were grout clean? no [ Y feiaaas Wl S Ja .32g
nva [ sy
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fresh (without any offensive odor)?

¢aleall b dgy S Al

Scores Critical Areas At YLl Latai
ves i
33a. Were trash containers clean? Nno [ ¥ Sk Aaladll Wl gla il Ja 332
NA [ Gy
2 YES i
33b. Were trash containers not overflowing? NO [ ¥ fhaild e dalaall Qs il Ja 33b
NA [ gy
vyes B
2 34. Was the restroom smelling clean & no [J N s 05) Adaia g Al plaall Asil ) CailS o 34

NA [ @iy
N Jaad alaall 3 G jagadll area il Ja 35
35. Were all the facilities inside the YES E pa ¢ = c-m@: IS
restroom in good working condition? L. w4 e i
2 require comment when marked ‘No'  NO O v gaasill o2 YT Ada Yl s 1)
NA [ asuy
i ¢(5) cauki asuall 4218 ol e oS
36. Was the Mosque premises clean? YES & o ( ). );M j ,,:; LLL\;;M'L')IS%T .36
2 require comment when marked ‘No’ no [ b G= e S
NA [ ey
Comments: claadlall / guadll
FOR OFFICE USE ONLY Jadd galf aladiu
Al Jatasl) Bl Je il aal) . .
9 : Evaluation: : asdiil
t ACTUAL SCORE | MAXIMUM valuation +
Approach and Cleanliness aatdaill y Gl @Y

Greetings and Initial Checks

LY il 5 s il

Appearance and Behavior of

Staff O pall Al s sedaa
Service PUREN |}
Cleanliness - Restroom and Glabaadl — daaill
Mosque 2l g
TOTAL £ sanal)
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