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SHOPPER CODE DATA ENTRY EDITING CSA SR. #
b Name Number | Name Number | Name Number
2030 [zaca Aot | =gco | Abo! |Convat voolol [+ thelind ole
Gender Height Built pectacled] Beard Mustache] Ethnic Groups
M TIM ]S | T IM]F [Yes[NoJfYes|No]Yes [ No_|Indian [Pakistani|Filipino [Expat. Arabs] Others:
IZ!DEIDEIZIDEIZIDEIIZIEIIZ]DD O O
Wi . . . . Umm Al . R -
EMIRATE Rzztizr: Abu Dhabi Dubai Sharjah Al Ain Q':\;‘ain Ajman thisml:h Fujairah
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
cl8 a2 ©F o113 1Y |0 Je o (4 |\ Te|20:05]

07:00- | 10:01- | 13:01- | 17:01- | 20:01-
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00

Saturday | Sundayl Monday I Tuesday IWednesday I Thursday ] Friday

DAY OF

VISIT D D D E]

ver | 0 O O ® O 0O 0O

1. APPROACH AND CLEANLINESS

A g Gl 8y
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Scores Critical Areas Al Ll Lalasty
ves [H a’- ..
1. Was there proper sign to the Lube no [ dahie e AVl Al da gl ln QS dﬁ A
changing bay? Syl juad
) va O _th
. YES pes
3 2. \é\:g:r:irzg;be changing area clean and NO D g A e Adai iy I s Asdaie S Ja 213
na [ sy
ves [1 . , o
4|3 Wasthereany oil leaking and falling on /v B7] g e e gy sl ot gl s (S a3 4
to the floor of the lube bay ? Sy 3l s dilaie B )Y
na [ sy ]
ves XI =
21 4. Were the waiting area and table clean?  NO O Y eags ad Mall g eyl ddbie S s 4|2
NA [ siiy
o - ves [X]
2 5. &Voarii:]hge?televmon in the waiting room NO D y Y e 3 e seoilll S ds 5 (2
na [ abuy i
YES oo - .
6. Was the board displaying complimentary . ] q iadlgle jeli dlda Ml ol da 6
services neat and clean? faidai g s e Apilaall Calaadll
na [ ahuy
2. GREETINGS AND INITIAL CHECKS A Y clspdil g qua Al 2
Scores Critical Areas Al @Yl Jaasy
3|7 Was there any delay in approaching ves [] px s ) A el gl dia S da 7 3
customers? no X N Sl gas L_a.}aj,d\
8. Were you greeted in a friendly manner ~ YES R px g—ULﬂh) 405 Ak ylay u»ﬂ‘ .8
(pleasant feeling)? Nno [ Y (C e
IS da rcak gl Cia lay Yl
5/ If no, please describe behavior: Was it Lj e Ljf i J:jt:. ji_!fj . J.‘ > 5
arrogant, without any expression, normal S R e O () 2 At
etc..... L.
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Scores Critical Areas L) e¥aalf BATH]
9. Did he guide your vehicle for positioning  ygg [X] ; Ll Al 3 ol b ol ol A5
3 at the stopper and asked you to switch ™ T O ‘_-?‘y‘ R ‘—'53“] B9 3
the engine off? Nno [] Pl (ol o e il 3l iy
10. When asked by customer, was the . S b cuandl (pa il gall Jren Lonic
5 attendant knowledgeable of different YES m i g:;;n - ‘ )ll Ql:: / ,J.?] !j“ e 10 5
grades of oil, filters and their relative no [] q S ~ &v". &
benefits? Tleie JS 2l g g
YES : .. .
4| 11. Did he offer the waiting area to you? NO g ?: Sy 4 e oY elle a e da 11 |4
4| 12. Did the staff thank you as you were YES I px a5 o Ly o 88 byl 5 a2 |4
leaving? No [J y 7 A ¢ :
3. APPEARANCE AND BEHAVIOR OF STAFF peS by il sl Lelia 3
Scores Critical Areas Apala) ¥ Laalt PATH]]
_ YES X
3 13. \a/\l/fcxisﬁtgﬁ)umform of the attendant neat No [] Y 0L e Gl elal) Cili gl Gl 08 e 13 |3
NvA [ by
Yes X ; -
3| 14. Was the attendant wearing visible no [J f: Day AUy (525 53 350 gall Gl sl S Ja 14 3
nametag? T s 0 danl
N/A E] Y Caukventl Hie ticme LI
YES [X] ; )
15. Was he able to communicate with = &e deal sl e )06 Gl ol S o 15
3 o Nno [J ¥ o 3
customer? COs
NA [ sy
YES ax
4| 16. Was staff courteous / friendly? NOo [ ¥ $adal/la oo 5 ks sall S Ja 16 [ 4
NA [ sy
4. SERVICE RURESIY |
Scores ~ criticalAreass T T T man s
: : 2SO Goad il (il yall G a
17. Did attendant check whether you need ~ YES X X u uu)&d . fd ¢ A7
3 top up or complete oil change? S0 o el Sl ALY pliats 3
op up plete oil change? no [ N el
3| 18. Did attendant check with you whether ~ YES [R pxd 28 S Lad lia als gall 33a5 Ja 18 3
only oil is to be changed or oil with filter? No [ y € a5 w3 ol ad e i
19. Did he check using gauge the quantity  YES R s b0l Sl s st Gl GE L Bda 19
3 required to be topped up and informed o el S I Gl il 3
you? No [ k felly @il il
O sl e e Gaally Cala gl A5 a2
3| 20. Did the attendant check for oil leakages YES [ ax 0= ““j: u/f o A s ’L‘T e 0 3
under your car from filter and drain bolt? NO D e o485 ]
gy 3l
3| 21. Did the attendant drain the used oil YES P Jeiasall 3l S i Cils sl pléda 21 3
completely from your car? No [ ¥ E g FTN
2| 22. Did he ask whether you want the engine  YES [] o B el Jaue oy i ) il Ja 22 5
YO8 e it oo
to be flushed and did it if you agreed? o X N ﬁ/?u Lo DSt e Jla d iy,
3| 23. Did the attendant fill the correct grade as  YES axd Sl da /e 5 Adlaly ol gall GG a 23 3
you requested? Nno [ ¥ fleith Al daaiall

Lube change.doc




3 +
Scores Critical Areas Lyl Lol alas
5| 2 Dnerequestyou ostartongnand  ves I e as s dlpaad iy it e lle 1 24 |
minutes? no O N iai y Aid saal Jpoill Al 4
3 25. Eid tlhe_attendant ensure that the carter YES m pu uiﬁ);d);:‘j‘}il:h qﬂfﬁ 25 3
olt is tightened and there are no leaks? NO D N e 3l
26. Did attendant carry out the following Lilaall Cla saill of jaly calasall JlE o 26
complimentary checks: -aqiul)
YES o
31a. Battery Water top up no O k! Akl el Al 31a.
na O iy
ves X1
31b. Coolant Water top up no O N coolant/2 sl ele dilza} 31b.
na [ sy
, ves =~ -
31c. Auto Transmission Fluid top up NO L__I k) RSl G JLP HU 43\“‘ 31c.
(055t )
na B ahy
ves 1
31d. Brake Fluid top up NO D b Jal il &y Adbial 31d.
na DX iy
ves 1
31e. Gear Oil top up no [ ¥ ool sllcy il 3te.
na B sy
ves [X] px
31f.  Air filter cleaning no O Y cpel ik 31,
NA [ by
ves X
31g. Wiper Water top up no O y o3l cabiad cle iilal 31g.
nAa [ sy
ves ] -
31h. Clean engine using air gun NO O ¥ ehsedl Gutea alasiuls & jaallcagha 31h.
NA [ sy
3| 27. Were any of your questions related to :is % ‘”; daleiall Stibind g 5l e 5\?\4‘?“ ‘—w Jda 27 3
lube change answered? . eyl uad Alasy
na B shuy
3 28. ai;:l ér: gtaff place the mileage sticker in :ZS S ?’; )x@mﬁi&ﬁﬁ;ﬁ 28 3
' nAa B sy € Jlandl
YES o
4] 29. Were you offered a receipt voluntarily?  NO O Y Lokl Sl Jas e ape 29 |4
NnA [ shsy
5.  REST ROOMS AND MOSQUE dawaall g (alesdl foud) ) dal M g 5
Scores Critical Areas Al ¥l Laaa
3 30a. Were they adequately stocked with all ves B Ay g pal) e ! maens 3 jeae i€ Ja 304 3
necessary supplies such as soap? NO D K Sasall Jia
NA [ Gy =
3 e
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Scores Critical Areas Al el PATH|]
_ ves A W e
30b. Were they adequately stocked with all 0 v sl Sla il pany s jeae cilS Ja 30b
necessary supplies such as toilet tissue? NO Cull gill g Jie
Na [ gy ———dd
30c. Were they adequately stocked with all ves [] i A sl Cila i) &2 8 e S a.30c
necessary supplies such as paper towels? No [ v $A8 ) ol Cadlial) (Jie
(paper towels are not required where fully Clidaa 65 aie 4y glha e Ayl Caailiall)
operational hand dryers exist) NA X gy (3331
31a. Were sinks clean? YES m pri -l ?wf;,fm:];;d‘slsd‘: |.31a
require comment when marked ‘No’ no [ b Tl o Y Ay s 1y
NA [ gy y
H Sagtas Ll pall s
31b. Were mirrors clean? ves K pr ol 4',‘,‘;',‘ : fYﬁL,StSdT.|'31b
require comment when marked ‘No’ NO D ¥ ol o Sl s
NA [ gy
. ?" st A l -yt -
31c. Were hand dryers clean? YES m M . Tuh' Gfé,ﬁu:;“"ffsd: "3_1 ¢
3 require comment when marked ‘No’ no [ b el om o MY ey il 1y
NA [ gesy
; s A4k ) sleall lSle il
31d. Were dispensers clean? YES p . 2 bt ,,\j,:"a_’{;yr'f ,&%.{3“
require comment when marked ‘No’ NO D ¥ sl oo R N
NA [ abiy
YES pad
31e. Were toilets and urinals clean? Nno [ ¥ fadlai Jpl A8 il Ja 31e
NvA [ gy
32a. Were doors clean? YES E s Ll ?%'ﬁ‘f\;‘if\ld?‘.%a
require comment when marked ‘No' NO D ¥ sl o s )
va [ gy
ves I
32b. Were walls clean? Nno [ b fAghi el il Ja 32
na [ sy
ves X
32c. Were ceiling clean? no [ v feahas Caall S s 326
NA [ gy
ves
2 | 32d. Were vents clean? no O Y fagks MUl il Ja 324
NA [ gy y
; NN TIER TS
32e. Were floors clean? YES = ) i "y"“a_,Liy\uj .gﬁ{sze
require comment when marked ‘No’ no [ ¥ Gt e e M
NA [ gy :
YES ad
32f. Were baseboards clean? no [ N 038085 5ol o o) /el i 5 culS Ja 30f
v C
NvA [ gy
ves X
32g. Were grout clean? no [ Y feaas B3 IS o 32¢g
NA [ sy
o 4




Scores Critical Areas IR O PO Jatailt
YES [
33a. Were trash containers clean? NO D bt aaudas Aabadll Oy s i< Ja 332
NA [ ey
2 2
YES pad
33b. Were trash containers not overflowing? NO O ¥ fiaild e ddall Ghgla culS da 33b
NA [ by
YEs i

2 34. Was the restroom smelling clean & NO D N Lﬁi (19%) Aliniag Aglas Hlaall dadl ; cuilS Ja 34 9
fresh (without any offensive odor)? $(plasdl A A S Aal

NA [ sy
; Cas slasdl 6 il readll apen il Ja 35
35. Were all the facilties inside the YEs [ e s
restroom in good working condition? L. = e
2 require comment when marked ‘No’ no O v sl o2 Y ALY S 1) 2
NA [0 asby
3 9(5) ki amuall A2l 5l e S
36. Was the Mosque premises clean? YES a ( ). };d\ ’ ,,:;: LL‘;;;’::.)\S%T 36
2 require comment when marked ‘No’ Nno [ ¥ et el S it : 2
NA [ gy
Comments: cclBadlalt [ gaadl)
FOR OFFICE USE ONLY Jakd (gall e\d&lu‘!
Alaall Jalail) JEFRUII N . .
9 R Evaluation: 1l
o ACTUAL SCORE MAXIMUM valuation i
Approach and Cleanliness Akl g ol Y 1

Greetings and Initial Checks | oY) SlSulilly o 1 12

Appearance and Behavior of i sl S bu s selae (3

Staff

Service sl |4
Cleanliness - Restroom and lalaall — ddldad) 5
Mosque daaaall
TOTAL £ ganall
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CAR C. CENTER S/S 892
MUSAFFAH .
ADNOC DISTRIBUTION
ABU DHABI
DESCRIPTION QTY  PRICE TOTAL
VoyagrSilveriL 1,00 18, 00 18.00
VoyagrSilveril 4,00 14.00 56.00
TOTAL 74.00
CASH PAYMENT 74.00

You were served by Operator
DATE 03/07/2012 20:05 T2 SS 03 517

THANKS FOR SHOPPING. .

SERIAL NO.

717







