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A
Pan Arab Research Center E

Déb\a,\ Emarat / El 4 531/ <4 Eppeo / Enoc / E dsa Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number | Name Number | Name Number
.’% %w 2Unst (2., 2 U Novore d’mL | | [ |
Gender Height Built _ [Spectacles Beard | Mustache] Ethnic Groups
M| F IT[M]S|T [MJF IYes[NoJYes[No Yes | No |Indian [Pakistani|Filipino [Expat. Arabs| Others:
FOOROOROORRKOROO O B O O
EMIRATE ";::‘;:‘“ Abu Dhabi |  Dubai Sharjah Al Ain gT:aﬁ Ajman Kﬁ:fmAa'h Fujairah
O ) %! O O . O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
oA 5121 o2 | UL 21 sl ol 11958 Roo
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
VISIT D D D @ VISIT D D D D D D
1. APPROACH AND CLEANLINESS A8Ual 5 o 58y 1
Scores Critical Areas ) el PATHY
vEs P a . .
1. Was there proper sign to the Lube no [ N dihie o AVl dsalgjdadalia oS a1
changing bay? Syl Huad
na O sduy
. ves K]
3 2. \é\:;:r]tir;z(lj%be changing area clean and no [ Y TS e Ak ol s dilie cdS da 2 |3
na [ ssy
ves [1 ) ‘
4|3 Was there any oil leaking andfalingon o [ q e ac dgycnill i gl dia GiSda 3 4
to the floor of the lube bay ? Sy 3l s Asdaia 3 )Y
na [ ssny ’
ves Kl =
21 4. Were the waiting area and table clean? NO I:I bl faadn Al bl UV dshie cilS Ja 4|2
na [ sy
YES pex
. t ision i iti gl s . e
2 5 VWVoariitnhge? elevision in the waiting room NO D N ¢ lauyl 4 2 & Jany sl € a5 |2
nva O sdey
ves D s .
6. Was the board displaying complimentary o [] g i lgle jdas Maa Ml eSS da 6
services neat and clean? Sadaal 5 A ye dilaall laasll
na [ asiy
2. GREETINGS AND INITIAL CHECKS AV il g qua 2
Scores Critical Areas Hulult eyLaal PALH|]
3| 7. Wasthere any delay in approaching ves [ - P/l it 3 pali gl ellia S Ja 7 3
customers? NO Yy ool s Cada galt
8. Were you greeted in a friendly manner ~ YES B~ P\ R T PP VYT TRUITENG e S S
(pleasant feeling)? Nno [ N ? (z ke
S Ja ik gall @ gla Caim ga 28 Bla 5 (Y 1)
5| If no, please describe behavior: Was it Lj R \:j . )31: . j:ﬁ N ),‘ ‘15
arrogant, without any expression, normal & o o S e o
etc..... £
1

Lube change.doc




2 +
Scores Critical Areas L) ¥t Lail
9. Did he guide your vehicle for positioning YES m ; Ll A il o il o 208

3 at the stopper and asked you to switch = :\; “'IJ . . ‘:‘]_ﬂu i . Sj ?.\;l; -9 3

the engine off? NO [0 v fehimall foias of o clla s 8l il
10. When asked by customer, was the . 153 . S b sl e il sl Jpas Ladie 10
attendant knowledgeable of different YES pr gf“-'u . o= )‘d - ’

5 S - ) ulﬂljuﬁjlungJ/&|y|h4L;qelc 5
grades of oil, filters and their relative No [J y ol 0
benefits? fledo JS il i

YES X ; - .
4| 11. Did he offer the waiting area to you? NO E ‘a: SV A e A Uiyl elle (m e da 11 |4
12. Did the staff thank you as you were YES [X p ¢ v mnc | s G Gl el

4 leaving? W g T L oS Gl ol 5 0 12 |4

3. APPEARANCE AND BEHAVIOR OF STAFF ;H.Sju‘g il galt s 3

Scores Critical Areas T ¥l PAYH]

. YES B
3 13. gzsti?;’ uniform of the attendant neat NO D Y 00 ey Gl emlall ks sl pld S da 13 (3
NA [ sbuy
YES [0 y .
3| 14 Was the attendant wearing visible No [ Y ey A8y (0 3 3 g gl il sall (IS Ja 14 3
nametag? , S 4l Lle
N/A E ks CAVASEVEY
YEs 4 ‘ -
15. Was he able to communicate with & dial gl o 108 Gl sl S o 15
3 customer? no [ ¥ . 3
. o5l
NA [ gy
YES Bd
4| 16. Was staff courteous / friendly? No [ ¥ S/ ga s abagall S Ja 16 |4
NnA [ sy
4. SERVICE Aaddl 4
Scores Critical Areas FIIRREe IR
2 : 25lS o) iyl Baally Cals pall UG
17. Did attendant check whether you need ~ YES X e TRO u}"ﬁ L }d f A7

3 top up or complete oil change? S0 ol Sl ALY gliad s L 3

pup p ge’ no [J y oSl

| 18. Did attendant check with you whether ~ YES B 28 S 1Y Lad e Cala sl Gias o 18 3
only oil is to be changed or oil with filter? Nno [ Yy RN PRCIVRT I R RO

19. Did he check using gauge the quantity ~ YES axd iy Cu 3l (5 g ity Gl sl B8 Ja 19

3 required to be topped up and informed o Al e A Gl ulall 3

you? no [ b el sl o Lgsilial
[ s Sl 3 e Al Calbh oot LG

3 20. Did the attendant check for oil leakages YES ¥ gt %ﬁjﬁjﬂug )ﬂﬂ". Ht‘:ﬁ 20 3

under your car from filter and drain bolt? n N KRRy e eI ‘
3l

3| 21. Did the attendant drain the used oil YES o Jeoaall 3 ISy i Calisall A8 o 21 3
completely from your car? Nno [ y Pl s (e

2| 22. Did he ask whether you want the engine  YES ] P s el dae 5 S of el Ja 22 5
to be flushed and did it if you agreed? No [ ) feligd) 5o Jla S el

3| 23. Did the attendant fill the correct grade as  YES [X pd Syl A /g 5 Adlals Cala sl B8 s 23 3
you requested? no [ y gl Al dsysiall
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Scores Critical Areas Al CNLaall BATW]

24. Did he_ requgst you to start engine and YES a8 oy el Sy o o e il Ja 24
3 leave it running for one and a half ) PR L el % . 3
minutes? no [ ] Sy 4 sad Jadill Als
3 25. Did t.he.attendant ensure that the carter YES E o uiﬁﬁdﬁj;i&jk jﬁbgﬁ 25 3
bolt is tightened and there are no leaks? NO D N ey 3l
26. Did attendant carry out the following Lilaall Cilia gadll ¢ ol calasall B Ja 26
complimentary checks: -all
ves B
31a. Battery Water top up no [ Y Ay el ele dilia) 31a.
A O kY
ves
31b. Coolant Water top up NO O b coolant/a el sle diliz) 31b.
na [ sbsy
YES o }
31c. Auto Transmission Fluid top up NO D b e )LP w’ ut.,,\ 31c.
(Osianast )
NA [ ki
ves KI  w
31d. Brake Fluid top up no O ¥ Jalleyyiila) 31d,
nva [ sy y
ves D4
31e. Gear Oil top up no O Y ool omlleyydilal 3e.
na [ sy
ves Kl
31f.  Air filter cleaning no [ N gl glcubs  31f,
va [ sy
ves 4 o
31g. Wiper Water top up no [ y o 3l cilalinal L i) 31g.
nva [ iy
YES X i
31h. Clean engine using air gun NO D Y el Gedae plasiuly of jaall Cadans 31h.
va O absy
3| 27. Were any of your questions related to ;ZS % ?: Aaleiall it (e g u,-b :*.A.\é\,f‘ um da 27 3
lube change answered? S i Haad Anlany
na [ aduy
3 28. gig (t:r; ’s;taff place the mileage sticker in :Zs ?: ngjmﬁ&ﬁﬁﬁﬁ 28 3
' va O sdy %
ves [ =
4] 29. Were you offered a receipt voluntarily? ~ NO X Yy SL LA oM Jaa g dlile e da 29 14
va O asiy BN Voo teonya
N LY/ \:““ A
5. REST ROOMS AND MOSQUE saaauall g (alaadl ol g5) Al i e 5
Scores Critical Areas Lalellt ciloall il
3 30a. Were they adequately stocked with all ves [ e 4-')3)4*3‘ Cile il arens 8 jeae <ilS Ja 30a 3
necessary supplies such as soap? NO E ¥ esball Jia
va O assy o Lo ‘*33\3_

w
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Scores Critical Areas Ayl ¥y Llail
YES ;
30b. Were they adequately stocked with all D ?: A5l e inuall ayany UP.., il Ja . 30b
necessary supplies such as toilet tissue? NO Sallgill (3)99 Jia
na [ sy
30c. Were they adequately stocked with all YES pxd sl e linall asan b)e—u uﬂS Ja.30¢c
necessary supplies such as paper towels? NO D y "4-19, o idliall Jio
(paper towels are not required where fully Gildiae A die 4y llas e 2l adliall)
operational hand dryers exist) NA [ ayy (A1 i
RA . Sl T
31a. Were sinks clean? YES pr Ll e, ,flf“\:n r'\fls‘sd‘: '.31a
require comment when marked ‘No’ Nno [ v Tl o0 " HaY) s 1y
NA [T gy
31b. Were mirrors clean? YES E pu ol * ;{ .,; ?b\j‘ ﬁ\isd?.'mb
require comment when marked ‘No’ no [ ¥ il o MY sy s 1y
NA [ sy
. 2855 sy Cldin e <
31c. Were hand dryers clean? ves [] (o . THL’ gAf?‘,:fu:‘ r‘_ﬂs d’: "310
3 require comment when marked ‘No’ no [ ¥ R A
57 Yor=9y :
NA D sy 2 2>
31d. Were dispensers clean? YES m P mtm Uﬁhfn :_ihiu ;—ULS dT ‘31d
require comment when marked ‘No’ Nno [ ¥ gl sl om YT Ala Yl s 1)
na [ aany
ves K
31e. Were toilets and urinals clean? NO D ¥ Phak Joal 4.l cuilS Ja 31e
NA [ gy
32a. Were doors clean? YES & ps o ?4%%3':_:\,4311 s o 322
require comment when marked ‘No’ no [ ¥ gl o YT sy S 1y
NA [ gasy
YES o
32b. Were walls clean? Nno [ Y faghy GUaall i< Ja 32
Nna [ smy
YES W axd
32c. Were ceiling clean? no O v Sl Gl S Ja 32¢
NA [ gy
ves 4
2| 32d. Were vents clean? Nno [ b fagda; bl culS s 32d
Na [ gy
32e. Were floors clean? YES IE pad Ll ?%..Q%f‘ iujks &\..32e
require comment when marked ‘No’ no [ ¥ Gt R A
va [ gayy
ves A
-32f. Were baseboards clean? Nno [ b Faghi s il o ol failall i) cilS Ja 32f
Na [ gy
ves A
32g. Were grout clean? Nno [ N feaki L3 S da 329
NA [ gy
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Scores Critical Areas Aoulul) cilaall P AN
ves
33a. Were trash containers clean? NO [:| b faaudas dalaall iy gla il Ja 334
5 NA [ absy )
ves kK]
33b. Were trash containers not overflowing? NO [] ¥ Plails e daladll Olygs il da 33b
NA [ oy
Yes B o L )
2 34. Was the restroom smelling clean & no [ N &) Q%) By Al plaall Aail ;) culS Ja .34 5
fresh (without any offensive odor)? olandt A Ay S A
NA [ oy
3 Jans slaall 8 ) eadll azea cilS Ja 35
35. Were all the facilities inside the YES IZ e ¢ ¢ = Q—m‘,: i
restroom in good working condition? L. w4 e i
2 require comment when marked ‘No’ no OO ¥ sl o YT AR S Y 2
NA [ @by
i 8(3) sk amnall Acd S s S
36. Was the Mosque premises clean? ves [J o ( ), J;“ ' ,,;: :\A‘?‘wf‘sﬁ .36
2 require comment when marked ‘No'  NO I ot el il M 2
NA D iy
Comments: silaadal) f galall
FOR OFFICE USE ONLY Lagd (gl e\.\iﬁu\J
Aasall Ll Liall Je¥ aal . .
9 : : < aafil)
h ACTUAL SCORE | _MaAxiMum__| Evaluation >
Approach and Cleanliness Aaldaall 5 ol B |1
Greetings and Initial Checks AV Sl s cus A (2
g{)apffearance and Behavior of pila gl gl sekaa [3
Service ieaall |4
Cleanliness - Restroom and lalaall — Al 5
Mosque aaall
TOTAL £ saall
5
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L SURTE
Yoyager Bron2tl 1,00

F2AMT VAS-
BAMI YA IR

ADPMOC DLSTiLB
ABRLY [DHAES

«
P

[OTAL
50.00
13.00

PION ary
“Bronzal, 1,00

fort v 2.0
CALH LT 63,00

You were e vad by Uperator 1 ,
DATE 1670372012 20 1 Pt =i 01 2203

VERIANK S T OR SHOPPTNG . .

SERIAL NO.







