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SERIAL NO.

114 4

-

Py
Pan Arab Research Center ﬁ

O wi i Emarat 10 @ Eppco / Enoc | B a9 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
\?/% Name Number Name Number | Name Number
o AL A C} tooo! —osa_ |dec) | Camb Vaxﬁ_{;}@ wL\,Jp |
Gender Height Built Bpectacled Beard | Mustache] Ethnic Groups
TIM [S]T [MJF [Yes]No|Yes| No Yes | No |Indian [Pakistani]Filipino [Expat. Arabs] Others:
IZ]DEIIDDIDEIIE]IEIIEIEIKI O O
EMIRATE V;:Z‘;:‘ AbuDhabi | Dubai Sharjah Al Ain ot | Aiman as My | Fuiairah
O O O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out |
ol qlz la| o6 | 2[s [guleo] o' | S13 M:2e Hy. <4
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday | Monday | Tuesday IWednesdayl Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAYOF
VvISIT VISIT
a0 S OO0 R O O O O
1. APPROACH AND CLEANLINESS Aaat g w8 1
Scores Critical Areas D) Ll Jalailt
YES S - . '
1. Was there proper sign to the Lube no [ q dhie Jo WYl daalgdadelia S da 1
changing bay? Sy 3l s
nA O aduy
, ves XI o
3 2. \é\:g:;;zclju?be changing area clean and NO D N S RVE TR EICHEL Jpee dabiecuS Ja 23
nva [ ssuy
ves [1 = A o
4l 3 Was there any oil leaking and fallingon q S de g il capud gl i (S da 3 4
to the floor of the lube bay ? = Syl s Aslaia 3 ()Y
va O ssy ?
ves [
21 4. Were the waiting area and table clean?  NO O ¥ eaadny Al Uall g jUaiyl dahaie S Ja 4 12
NnAa [ akuy
w e ves Kl
2 5. Woa:ii;hge’?te|evusmn in the waiting room NO D N ¢ Lyl A 3 S (il S Ja 5 |2
vAa [ adiy
YES D o s s :
6. Was the board displaying complimentary ] g Al e pelai Aldadl cils da 6
services neat and clean? fhadat 5 A ye Anilaall Cleaadl
va O abiy
2. GREETINGS AND INITIAL CHECKS A Y il g qua il 2
Scores Critical Areas XU BV Liail
3| 7. Was there any delay in approaching ves [] prd ol B 3 el gl i g8 da 7 3
customers? NO ¥ ool gan ol gall
8. Were you greeted in a friendly manner ~ YES px Gslul) A ke eh cua il da 8
(pleasant feeling)? No [ ¥ ¢ (zo%
S Jda il gall & Caa g a8 ela ;Y 13)
5| If no, please describe behavior: Was it Li Se \:j }jl; . jj: ;.')n‘ 15
arrogant, without any expression, normal NS R O L IS . C-“
etc.....
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Scores Critical Areas Al YLl Ll

o|! e VS B W o ks o],
the engine off? Nno [J y fdad Y TRy o sl Sy,

10. When asked by customer, was the ; S Ja b e Cila sddl g Lodie 10
) YES e U aeall (40 o .

5 attendant kpov_vledgeable of dlﬁergnt m i <l il g 3l il o / &‘35‘ Ly ole 5
grades of oil, filters and their relative NO D y - o i
benefits? Lo JS 0l 484

YES ; . .

41 11. Did he offer the waiting area to you? NO g P: f LAYl A8 e 4 Uy dlle jase o 11 (4

4| 12. Did the staff thank you as you were YEs [X] i € )33 i€ Ly oK Caligall S5 Js 12 [ 4
leaving? Nno [ y 7 =S ¢ :

3. APPEARANCE AND BEHAVIOR OF STAFF :HS_’L‘J Ol gl sha 3

Scores Critical Areas Al ¥l Llah

_ YES [X]
3 13. Z\r/lzsﬁ?;?umform of the attendant neat NO D Y LG e gl sl Gl Gl S s 13 |3
NnA [ sauy
YES I N .
14. Was the attendant wearing visible ey A8y (6 5y 3 g sall Cila gl IS o 14
3 nametag? no [J v o . 3
g . T s dand Lgle
wA [ sy Caunt reord ruve vgwe .(\:‘ )
YES ] ) o
15. Was he able to communicate with & deal sl e 1506 il gl & 15
3 No [ ¥ - 3
customer? ol
NA [ sy
YEs [}
4| 16. Was staff courteous / friendly? Nno [ ¥ ladal/Ta 505 Calasall < o 16 [ 4
NA [T sy
4. SERVICE :daddll 4
Scores Critical Areas Lol c¥laalt Jataal
: 288 Of e Gaadlly calbs gl A6 .
17. Did attendant check whether you need YES Z] e u u uﬂ Sa }A,‘: > A7
3 top up or complete oil change? G ol l Gl ALY 2 liad s Ll 3
p up P ge’ o [ v LAl

3| 18 Did attendant check with you whether ~ YES x pu A Y Lagd e ala gl 3883 Ja 18 3

only oil is to be changed or oil with filter? yo O N SO PRUNET IR LI L
19. Did he check using gauge the quantity ~ YES [X] o el 3l (6 gsa Gy Cala gl WG Ja 19

3 required to be topped up and informed g Al S I il il 3

you? Nno [] k] Pl elali 5 gLy
PO ol o e Baadll Cals bald Ja 2

3 20. Did the attendant check for oil leakages YES IZ] et uﬁjft: il a}\i; s 0 3
under your car from filter and drain bolt? Nno [ y HIEses e :

pLSTRY)

3| 21. Did the attendant drain the used oil ves X 0 Jantusall 3l IS iy Calasall 8 Ja 21 3
completely from your car? No [ N i jlus (e

o | 22. Did he ask whether you want the engine  YES O px 3o oaal dae 3 53 € o) llls o 22 2
to be flushed and did it if you agreed? Nno [ v (13 A Lo o felidél o Jla d lly

3| 23. Did the attendant fill the correct grade as  YES pxd ] g s Alal cab sl A6 Ja 23 3
you requested? Nno [ vy fleidh Al da sl
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Scores Critical Areas Tauludl) Ll PATH]
24. Did he_ reque;t you to start engine and YES A aS ¢ el ooy o 8 of dhie b Ja 24 3
3 I:?:l:at ;tst?unmng for one and a half vo [ N i i 2aal i) Ala
3 25. Did t_he_attendant ensure that the carter YES m p ;&fﬁﬁﬁj\}ﬁ&% jﬁiﬁ 25 3
bolt is tightened and there are no leaks? NO D y te 3l
26. Did attendant carry out the following dlaall Clia sadll ol jaby calsgall 3 o 26
complimentary checks: -4
ves 0
31a. Battery Water top up NO D 3 g jUall Lo ddli) 31a.
na B sy
ves O ~
31b. Coolant Water top up NO D N coolant/a_ell ¢le diliz) 31b.
NA B sy
ves L ~ SNl JB Slea ) ddla 31c
31c. Auto Transmission Fluid top up NO b} ? (c')yi_;mbﬂ‘)' '
na R alny
ves I &
31d. Brake Fluid top up no [ ¥ ol il g § Al 31d.
NA A sy
ves [
31e. Gear Qil top up no O k| wos A ol cy )y Adla) 31e.
nva B sy
ves 1w
31f.  Air filter cleaning no [ 3 ol ks 31f,
na B sy
ves [
31g. Wiper Water top up no O y Lo Claliual ola i) 31g.
nva X iy
ves 0 ~
31h. Clean engine using air gun no O PR L FSTEWORNEEC W ERT PN (NS 1=+ 31h.
NA B sy
3| 27. Were any of your questions related to :ZS S ?’; Aalaiall dlilind (e (g u,-‘f: %\‘é}” t—kﬁ da 27 3
lube change answered? e 3 et Alen
na B smny
3 28. aig (t:r;? gtaff place the mileage sticker in ’Y«E)S E P: mgjmﬁ&ﬁﬁ;ﬁ 28 3
' na B sy €5kl
ves
4| 29. Were you offered a receipt voluntarily? No [] Yy fLplEa) 22 g dlle e da 29 |4
na B ahuy
5.  REST ROOMS AND MOSQUE daaall g (plaadl feull 53) Al i g .5
Scores Critical Areas Alad) el ot
| Ky
3 30a. Were they adequately stocked with all YES By el il i G s eae S da 30a 3
necessary supplies such as soap? NO D ¥ gl (Jia
NA [ sy =
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Scores Critical Areas E OIS REAN PR pAYH]]
. ves 0 = . L
30b. Were they adequately stocked with all q syl le ludl aiens 3 jeae il s 30b
necessary supplies such as toilet tissue? m gl (G99 Jie
va [ sy _ S 5 PRC-POR
30c. Were they adequately stocked with all ves [ s EYRY S == W] &2 8 e ClS s, 30c
necessary supplies such as paper towels? NO D y €48 ot adliall Jia
(paper towels are not required where fully Gldiaa 855 aie 4y glhae e 44 4l Cauiliall)
operational hand dryers exist) N/A IZI Gebiy ¥ (44Y1 i
; faihs JuGdl col<
31a. Were sinks clean? YES X ol ',,y,fjf" B\J‘uj KJT."SM
require comment when marked ‘No’ Nno [ ¥ geasill o> Ay s )
va [ gy
; $hata; Ulall cals
31b. Were mirrors clean? ves I ol 4?;,' _’f ‘uj ,‘SdT.|'31b
require comment when marked ‘No’ no [ b) crasil o MY ey s 1y
NA [ sy
. ?"v .. A ‘ PR - o
31c¢. Were hand dryers clean? YES o~ . T“h' gﬁ,‘i},ﬁm&'w&gl: "31 ¢
3 require comment when marked ‘No’ no O ¥ e e
NA [ gy
q : S0 () sball CIGSle S
31d. Were dispensers clean? YES px m‘h et "Y"'_‘I«_:L;yr‘j _lsdT."31d
require comment when marked ‘No’ no [ Y grasll o Fa gl <a )
na [ gy
YES pad
31e. Were toilets and urinals clean? Nno [ N gy Jyall A il Ja 31e
NnAa [ sy
; faidai ) culs
32a. Were doors clean? ves [X] p o gl *"\1"‘1)\21&1 3 '1_<.JT‘ 1'323
require comment when marked ‘No’ Nno [ b G kil
NnA [ gy
ves B
32b. Were walls clean? Nno [ y faak anll il s 32p
NA [ abyy
ves K
32c. Were ceiling clean? no [ Y Sl caall IS s 32¢
va [ gbuy
YES pri
2| 32d. Were vents clean? no O b faapla; MUl cwilS Ja 32d
NAa [ gy
H faglas Cibua yY) Culs
32e. Were floors clean? YES pr o gl i ,,;',,” fui‘wuj ASJTM.SZe
require comment when marked ‘No’ no [ Yy G A
Na [ sy
YES pad
32f. Were baseboards clean? No [ ¥ faadai sac Bl & ol flailadl 50 cilS s 32f
NnAa [ gy
ves [
32g. Were grout clean? NO D b Sl LU S da 329
na [ gy
4
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Scores Critical Areas bl ettt Jalaih
YES X
33a. Were trash containers clean? Nno O b faala; Aaladll il sla S Ja 333
) NA [ iy )
YES X
33b. Were trash containers not overflowing? NO [ ¥ Tl ye Akl ol s cilS Ja 33b
NA [ iy
YES pd o )
o |34 Was the restroom smelling clean & no O ¥ sl Os) Limiay Aads alaall Aal ) il b 34 2
fresh (without any offensive odor)? plandl 2 A S A4S
NA [ aby
; Jans aleall 3 Ol ugaill ases il Ja |
35. Were all the facilities inside the YEs X e e e L e, 35
restroom in good working condition? . wun % e
2 require comment when marked ‘No’ no 00 v gaa sl o2 MY AdaY) cals 1) 2
NA [ iy
; €(3) i davaddi Aol g Liae oS
36. Was the Mosque premises clean? YES IZ] e (b), _,;d\ ) ":_; L{;‘;TA’U'& ‘i; 36
2 require comment when marked ‘No’ NO |:| ¥ T > Yl GBS ) 2
NA [ @iy
Comments: sBiaslall / alasll
FOR OFFICE USE ONLY JaBd i<alf aladiuy
Uacall LI FRFHURI N , .
9 : I : il
% ACTUAL SCORE | MAXIMum__ | Fvaluation P

Approach and Cleanliness

&jU‘;.'dl, gl_nl)ﬁY\ 1

Greetings and Initial Checks

A1 ISl

Appearance and Behavior of

Ol sl s ki |3

Staff

Service sl |4
Cleanliness - Restroom and Clalaall — Aial 5
Mosque Aaall
TOTAL £ ganall
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ADNOC DISTRIBUTION
AL MADINA $/S - 929
SALAM STREET, BEHIND ADCB
ABU DHABI, TEL : 02 - 6717790

DESCRIPTION QTY PRICE TOTAL
VoyagrSilveriL 6,00 14.00 84.00
TOTAL 84.00
VERIFONE 84.00
CARD 5188570108876017

MILEAGE 0
VERIFONE NO 10009292 443
cTc 0 T7C 9781

You were served by Ogerator 1
DATE 25/06/2012 14:56 T2 S3 01 2371

Thanks for Shopping ....
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