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Pan Arab Research Center @

Dcabu! Emarat / D & 53l 584 Eppeo / Enoc / M 45 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
1054 Jeosr 01 [NEWSON | 1 | |
Gender Height Built Epectacles]  Beard | Mustache] Ethnic Groups
M ST [MIF Yes | No | Yes | No | Yes | No [indian Pakistani]Filipino [Expat. Arabs] Others:
IXIDEIEID.DDIDIXDIDEIE O O
EMIRATE ";:Z:Z:‘ Abu Dhabi |  Dubai Sharjah Al Ain g’:v’v"af:l' Ajman Kﬁ;smﬁ:h Fujairah
O X O O O O O | O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
G 4ol olel o4l a8[q ] ofe [ ofa [16:50 26
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday | Monday | Tuesday | Wednesday | Thursday | Friday
TIME OF | 40:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
vist T g O 0O vst | O O O O O O
1. APPROACH AND CLEANLINESS -43ai 4 g\jfé\‘l\ 1
Scores Critical Areas Igabuall) clall Jatasl
ves Xl  a A .
1. Was there proper sign to the Lube no [ q dihic Jle AVl dsial yaad dua S da 1
changing bay? S 3l yuad
nAa [ sy
‘ ves Kl
3 2. \é\:;:rfil?zi(liu?be changing area clean and NO D Y A5 e Akl cuy ) s GhieciS o 213
va O sy
ves [
4|3 Was there any oil leaking and falling on q e ac gyl opui gl dia S da 3 4
to the floor of the lube bay ? - 3l s didaia b (yim,Y)
NnAa O sbuy
ves I &~
21 4. Were the waiting area and table clean?  NO O N gaglas Al Uall g Usmy) Adhie colS s 4|2
va [ sy
. N ves Kl o
2 5. &Voariitr?ge?telewsmn in the waiting room NO D N ¢ Uy A 3 Jens ol JS Ja 5 (2
na [ shuy
ves I - s
6. Was the board displaying complimentary o [ q Lali lgle el Al ds il el da 6
services neat and clean? €3adal 5 435 pe Alacalt ol
A [ sy
2. GREETINGS AND INITIAL CHECKS A il g s Al 2
Scores Critical Areas Gl el Jalaily
37 Was there any delay in approaching ves [J pr Pl B S onblaa S ds 7 3
customers? no K ¥ ol ol g ks gall
8. Were you greeted in a friendly manner ves X px sl 8 dgph ch cn ill S5 da .8
(pleasant feeling)? NO D ¥ ¢ (z ke
S -Cals gall o gli Cha gy a8 2l <Y 1)
51 If no, please describe behavior: Was it © f: é‘;x . }31 ;ﬁ TRl K 5
arrogant, without any expression, normal (e oHAt Oe R O Ran
etc..... £
+ 1 +

Lube change.doc




2 +
Scores Critical Areas Al Lol pATH]
9. Did he guide your vehicle for positioning  ygs [X] ; Lall Sl 1 ol b als o LG
3 at the stopper and asked you to switch = :“ oo ‘f‘ P ,A 9 . 5l e dA -9 3
the engine off? No [ Y Sl aall ih o elia (il 3_Luall Calayy
10. When asked by customer, was the 7 . SIS 3 (Jraadl (e cils gadl Jom o
5 attendant knowledgeable of different YES p j;;n < ‘ )fl d:: p ﬁ?‘ d]f“ e 10 5
grades of oil, filters and their relative NO D N = ™ to}’. AN
benefits? fleta JS il 5
YES i . .
4| 11. Did he offer the waiting area to you? NO %] E: Y A e & Yl alle (o e Ja 11 4
12. Did the staff thank you as you were Yes [X] px e e . .
4 leaving? NO D g ?JJMM@&M;&:}AIPL!JA 12J4
3. APPEARANCE AND BEHAVIOR OF STAFF (S sy Cuiligall sekia 3
Scores Critical Areas . Ll Lol Liail
_ YES ey
3 13. Z\rllzsﬁ?;,umform of the attendant neat No [] Y Sl Gl sl Gl gl Gl S b 13 3
NA [ aesy
YES ol "
3| 14. Was the attendant wearing visible no [] g A (o 3 s pall Caligall IS a 14 3
nametag? Tz 50 93 danal Lgile
NA [ swyy
YES px .
3| 15, Was he able to communicate with No [] g & deal gl e 108 Calasall S o 15 3
customer? o
NA [ sy
YEs I
4| 16. Was staff courteous / friendly? No [ N ladal/fa5n  Cals sall (S Ja 16 [ 4
NA [ sy
4. SERVICE da2ill 4
Scores " Critical Areas o L) L) b
: 2iS of Gaailly cals ool A8 .
17. Did attendant check whether you need YES E i u u uf-”d P )‘J ° 17
3 top up or complete oil change? S0 il pl il Ala Flias 3
’ NO D b QJALS]L!
3| 18. Did attendant check with you whether ~ YES X prd 28 Q) Lad i by gl (3883 Ja 18 3
only oilis to be changed or oil with filter? @ ] N ol g 30 Bl dade ey 1 s
19. Did he check using gauge the quantity ~ YES pad Al 5l (s e Gl ol ol BB s 49
3 required to be topped up and informed g Al i s il alaal) 3
you? no [J Y fllly iyl 5 Lol
P0Gyl e sl Gy |28 Ja
3| 20. Did the attendant check for oil leakages YES Xl st 0 “”f: - ¢ ’li; e 20 3
under your car from filter and drain bolt? no [ N SOl s 8o
&y 3l
3| 21. Did the attendant drain the used oil YES P Jeatesall 3l OS iy Cila gl 8 o 21 3
completely from your car? NO D y I EVN
22. Did he ask whether you want the engine YES [X] ey i€ o @l Ja 22
2 2
to be flushed and did it if you agreed? Nno [ ¥ Pulisd) oo Jla iy
3| 23. Did the attendant fill the correct grade as  YES BXI pxd Sl A ofe s ABlal Gl sl 18 Ja 23 3
you requested? Nno [ ¥ fetlls Al Asga il
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Scores Critical Areas Aguluallt clalt AN
3| e e oot ana Y oSy a8 O e b 24 g
minutes? no [ ) fhas s dada sad Jaddl) Al
3 25. Did t.helattendant ensure that the carter YES m p u:n):ﬁﬁ}rj‘}f;:h j:ﬁ;:)}: 25 3
bolt is tightened and there are no leaks? NO r_'] N j i *vw)“
26. Did attendant carry out the following Lilaall Cila gaudll ¢ ol calagall B Ja .26
complimentary checks: <Al
YES pai
31a. Battery Water top up no O y il Llils  31a.
na O] sy
YES I pes
31b. Coolant Water top up NO I:] b coolant/a_ll ele ddlial 31b.
na O sy
ves X
31c. Auto Transmission Fluid top up NO D b} IS JLP uU ‘u\m‘ 31e.
(O hpanatt i)
na [ absy
ves X
31d. Brake Fluid top up NO D b Jal il cy y bzl 31d.
na [ assy
ves A
31e. Gear Oil top up no O v oo ol cyy dlal 3e.
nAa [ iy
ves A
31f.  Air filter cleaning no O ¥ elell B aks 31,
na [ sy
ves
31g. Wiper Water top up NO D ¥ gla i cilaliu cle A8l 31g.
na [ sy
YES I
31h. Clean engine using air gun NO [___l Y el etae pladdialy o el il 31h.
wa O sy
3 27. YVere any of your questions related to ::)S % ?’; dabeid) il s g ‘_,-h‘— :\?\\é?‘ ~—W S 27 3
ube change answered? Syl st Alea
nA O sy
3 28. aig ér:: gtaff place the mileage sticker in ;(E)S % ?: Ax@mﬁmﬁﬁ;ﬁ 28 3
' na O sy €5
ves B
4| 29. Were you offered a receipt voluntarily? ~ NO [:] ¥ NIRIRENIPS A Jagelle e da 29 |4
nva [ sy
5.  REST ROOMS AND MOSQUE saneall g (alaad) fell ) AW g 5
Scores Critical Areas Al el Jalash
3 30a. Were they adequately stocked with all ves B L VR PRVER JET UGN PYPRIE SPEORCI TR Ao 3
necessary supplies such as soap? NO D K ogball Jia
na O iy =
3
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rS;cores Critical Areas dpalaallt YLl pATR]
, ves I T L
30b. Were they adequately stocked with all no L[] g A0l Sl il freas s jene culS Ja 30D
necessary supplies such as toilet tissue? Cull g3l 5599 Jie
va [ sy e
30c. Were they adequately stocked with all YES axi Lol e Jliall pans 5 jgae <lS Ja 300
necessary supplies such as paper towels? No [ v 48 ) ol Cidlial) Jia
(paper towels are not required where fully Clibae A aic 4ygllan e 48, ) adlial)
operational hand dryers exist) NA [ sy (A
31a. Were sinks clean? YES i 2 al f ‘,,”,,d:”u‘ ujLs d“. 31a
require comment when marked ‘No’ No [ Y sl om i MY el S 1y
NA [ sy
31b. Were mirrors clean? YES m i L. f ,.,‘ .,; E”b&” ‘_"LS Lh. 31b
require comment when marked ‘No’ no [ Y oA o MY Ay il 1y
NA [ sy
31c. Were hand dryers clean? YES pu . fq‘&u géf,y‘,f:,'m'u L'uls dé 31c
3 require comment when marked ‘No’ no [ Y e Y Y
nA O ghuy
< - TR TV
31d. Were dispensers clean? YES px s i Uﬁl"fn ,:'J,L“‘SL‘ ‘u:ts & .31d
require comment when marked ‘No’ no [ ¥ a2 Y ALY s 1y
NA [ sbuy
YES Al
31e. Were toilets and urinals clean? NO D N 8k Joaill A€l il Ja 31
NA [ sayy
32a. Were doors clean? YES IX s sl M*F,,““,"’M L“ls &.'32a
require comment when marked ‘No’ no [ ¥ grasill (o2 Y Ay cals 1y
NA [ gany
Yes Xl
32b. Were walls clean? no [ Y faakas laadl il s 32
NA O gauy
YES X
32c. Were ceiling clean? Nno [ b fulay cadll S Ja 32¢
NA [ sauy
YES N
2| 32d. Were vents clean? No [ N $Adda Mlidl cwilS Ja 324
nvA [ sssy
. (A" R L - A g'_u
32e. Were floors clean? ves [XI o ol '%,,k;}f\ff“ LS;T "326
require comment when marked ‘No’ no [ v et E ST S Y
NA [ gy
YES pi
32f. Were baseboards clean? No O ¥ il saelall - o fLilal) )50 cilS Ja 32f
NA [ gy
ves A
32g. Were grout clean? no [ b Sk L3 S da 329
NA [ gy
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Scores Critical Areas At c¥all Jaash
ves Kl o
33a. Were trash containers clean? Nno O ¥ Pagulas daladll iy la il Ja 33a
) NA [ by )
ves Xl
33b. Were trash containers not overflowing? NO O ¥ Phails je ddball Ohygla <ailS Ja 133b
NA [ asiy
ves X o= - ]
2 34. Was the restroom smelling clean & no [J N b 09a) Alaia s Aigdai pleadl Aadl ) S da 34 5
fresh (without any offensive odor)? aleall B Agy S A
NA [ iy
3 Cant alaall (A @ jagaill area S .
35. Were all the facilities inside the YES m = . e'u(.: di: 35
restroom in good working condition? . o e
2 require comment when marked ‘No’ no [ ¥ g sl 2 Y AaYl s ) 2
NA [ asiy
5 (5) wopkai daall Acld 5l e OIS
36. Was the Mosque premises clean? YES D i ( ). );“ ’ ,,:; &L‘;T‘ffts%? .36
2 require comment when marked ‘No’ no [0 ¥ et e gl HB 2
N/A Gy
Comments: rciUaadiall [ gabedll
FOR OFFICE USE ONLY Jasd Luigalf aladdu N
Ugalt Jalail) LA Je Y sl
o, . H . a \
to ACTUAL SCORE | maximum | EvaMation P
Approach and Cleanliness Adlaill 5 ol Y |1
Greetings and Initial Checks ERPA ERLTR\| PRUITENG i
éi);f?arance and Behavior of b sall gl seke |3
Service ia2all 14
Cleanliness - Restroom and Slaloalt — Akl )
Mosque daaaall
TOTAL £ saxall
+ 5
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Retail Sales Department @

YRV PP U
Cash Memo

LS ] . TR T
Qty. Description Dhs. |Fils
Super 90 A s Jy
Special 97 \ON/ €4 LAY o yas J 5

Unleaded A\ EF—=P 0 Jo | OF

Gas Oil \ L Jjp

Kerosene /xf\ \—\V/\' ~——mys . I
Lubricants \ ) ;
LPG. jm [
Special Prod. Lo Sl gl I
Car Wash SN b

Car Wash with Hot Wax 7 aeb g Jrmbef-—— o

TOTAL (1 empP¥T- o

+ Y :
Receiver’s Signature ............. ¥ s T eelledy o
‘o - ,
Circulotion: Original - Customer, Pink - Fillifig Station}, 723 ,'/-«.J -
ST - 73

=N <
P sl g Trrea: KL avrrray/avirree: 26, vy
Adnoc Distribution PO Box 4188, AbuDhobi UAE Tel 6771300, Fox’ 6722322 / 6722244, Telex- 22358 FODIST EM /’/
Coble DISTPEY, Exmol: adnoclod@odnoctod.co ae ‘Website www adnocfod co ar”
RS- FO11, Rev O - C
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