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—
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09

d

+

2
Pan Arab Research Center @

SHOPPER CODE DATA ENTRY EDITING CSA SR.#
Name Number Name Number | Name Number
| Ao | soe BAMEER | [ [ [ [ |
Gender Height Built _ Bpectacles] _Beard | Mustachel Ethnic Groups
M F T MI]S]|T [MI]F [Yes | No | Yes [ No | Yes [ No |indian [PakistaniFilipino [Expat. Arabs|[ Others:
NODLOROORUOOROROX K O O O |
EMIRATE V;:sg»tiz:! Abu Dhabi Dubai Sharjah Al Ain gr:\:vnaﬁ Ajman KE:ismAlah Fujairah
O O O O X O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
9614 016|110 [8sleo] ol | o]l [\8Hoji8:5%
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday | Monday | Tuesday lWednesdayI Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
vISIT vISIT
1. APPROACH AND CLEANLINESS AL g il B 1
Scores Critical Areas Agulat) YLl Jaash
ves X a - .
1. Was there proper sign to the Lube no [ y dihie e AYall daal g Al dlia g8 da 1
changing bay? Syl s
na O sy
. ves ] o
3 2. \é\:g:;izzélf?be changing area clean and NO D NI VR T RTINS (WL hiecus s 213
nA O sy
ves 0 =~ C C
4|3 Was there any oil leaking and falingon  \y 5g] q e ae gy a3l i ol ia S a3 4
to the floor of the lube bay ? Sy 3yt didaie g (o))
na O sy )
ves XI =
21 4. Were the waiting area and table clean?  NO O ¥ eaides A lall 5 Uiyl dibie cilS o 4|2
na [ sy
W television in th iti YES m &
2 5. woariitnhge? elevision in the waiting room NO D N ¢ Uyl A dens ol S Js 52
nA [ iy
vesPH & . .
6. Was the board displaying complimentary ] q daild lgde ekt A As M cilS da 6
services neat and clean? aand g A ye Aplaall Claaadt
na [ sy
2. GREETINGS AND INITIAL CHECKS ;3\.,,\5‘9‘\11 ClSudill g qua Al 2
Scares Critical Areas Ao c¥iaalt Jaail
3|7 Was there any delay in approaching ves [] px s 8l b pali gl dia S 7 3
customers? no X Y ool ga calagall
8. Were you greeted in a friendly manner ~ YES O - sl Bk i il S da 8
(pleasant feeling)? no X N ¢ (z e
IS Ja rcals gl @l sl Cio g a8 2l N
51 If no, please describe behavior: Was it @ @ o \jl . Jj; ‘ fs_\ ei SR
arrogant, without any expression, normal e R O DI e‘“ >
etc..... CJ\
Nyremn ) Dip abT GeeeT
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Scores Critical Areas Laaled) PR
9. Did he guide your vehicle for positioning  ygg ; Ll Sl I ol o Gala ol A8
3 at the stopper and asked you to switch & ~ :.T; ‘L‘J o ‘fil&“ i}a . ‘jj “k:: -9 3
the engine off? No [] ¥ S il o Bl el
10. When asked by customer, was the . JS da el fpe Cals gadl i Lasic 10
attendant knowledgeable of different YES E p Lf-lcu . i )Aj y
5 i . . ulﬂ‘;uﬁjluk.JA/&|yiuM‘,l: 5
grades of oil, filters and their relative No [ y . g
benefits? fleia JS il
. - G Es [] B iz e s gn .
41 11. Did he offer the waiting area to you? = y ¢ Ayl 48 e o BV e e Ja 11 4
DIp NoY OFf¢R womiTING #ten NO =
12. Did the staff thank you as you were YES e ¢ it encd . .
L s No [0y (Sl d S Gl 12 (4
3. APPEARANCE AND BEHAVIOR OF STAFF ipdS sy Coiligall Lelia 3
Scores Critical Areas ) e h&m
. YES K]
3 13. Z\r/]?jsﬁt::?umform of the attendant neat NO D ¥ Sl e gl el il sall Gt S 1313
NA [ sy
YES [ .
14. Was the attendant wearing visible oebay A8k, 53 35 sall s gl S a 14
3 nametag? No [] ¥ o . 3
g+ 7 sk g danl Leale
NA [ gy
YEs I .
15. Was he able to communicate with &e el il e 15008 Cali gl JSds 15
3 customer? No [] ¥ . 3
H .uﬁ).“
NA [ sy
YES K1
4| 16. Was staff courteous / friendly? NOo [] Y lakal/la 505 Cals gall 1S Ja .16 |4
NA [ sy
4. SERVICE RN 4
S“cores Critical Areas ) o T 1—1.:\{1 c.m_;d{ T J.:LETS(
; 2K o o BaailL Caly odl) LG .
3 17. Did attendant check whether you need YES M B c:u)i:ii“ uL.‘,‘y CL;):]" Lij " E
top up or complete oil change? NO D y T : ! ?dn':ii\-.»
3| 18. Did attendant check with you whether ~ YES Z ax b5 i€ 1Y Lad lia Caba gl Gins Ja 18 3
only oil is to be changed or oil with filter? No [J ¥ A 5l A dada g 5
19. Did he check using gauge the quantty  YES E el 3l (g e (L Calh pall a8 ds 19
3 required to be topped up and informed g Ayl A &l uaa 3
you? No [] ] Callly el Leilia|
UEREY TP IWINE
3| 20. Did the attendant check for oil leakages YES m e ““jj “'/’_ff o i s ’\iﬁ ud: 20 3
under your car from filter and drain bolt? No [J y FlE s A
£
3| 21. Did the attendant drain the used oil YES P el S & iy Gals i da 21 3
completely from your car? NO Y Sl Hlons (e
2| 22. Did he ask whether you want the engine YES Bl a3 55 s ) il e .22 5
to be flushed and did it if you agreed? NO E] y Clizd] oo Jla &y
3| 23. Did the attendant fill the correct grade as YES I px <l A /e 5 Adlaaly Cala all adda 23 3
_l you requested? Nno [ N flgtidls Ll dapaal)
2
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Scores Critical Areas Fpubadl) Ll PRI
24. Did he request you to start engine and YES A e S el Judi a8 ol e calla
3 Jeave it running for one and a half m B M (’J:JU sl mad“ 24 3
minutes? no O ¥ fhual s 4383 Saal Jaddl «
. N a8 e /Al paba (F (e ilasdl U s 25
3 25. bchljt t.het_a:]ttendznt egs{ﬁre that the farlt(er7 YES m o s lia ail g Lilka @‘mm 3
olt is tightened and there are no leaks? o [7] q e 5l
26. Did attendant carry out the following Lilaall e sadll of by calasall JB Ja 26
complimentary checks: -aiull
YES IZ ax
31a. Battery Water top up no [ Yy Ay el cla Adlial 31a.
na [ by
ves K
31b. Coolant Water top up NO D b coolant/3_uall ele il 31b.
na O abiy
YES o Y138l Jil Slea ) Adlzl 31
316, Auto Transmission Fluidtopup N0 [ ¥ ¢ T ¢
na O sbuy (sl )
ves i m
31d. Brake Fluid top up no OO ¥ deileyylla) 31d.
nA [ adiy
YES i
31e. Gear Oil top up no [ Y s sl cusdiial 3le.
A [ iy
ves X &
31f.  Air filter cleaning no [ Y osell ek 31,
na [ sy
ves Kl o
31g. Wiper Water top up no [ y ol callual ele 2Lz 31g.
nA O ahiy
ves K
31h. Clean engine using air gun NO EI Y elsell gateee planinly o aall Gl 31h.
nva [ iy
YES oL e § t - -
3 27. Were any of your questions related to % ?’; Akl lilind (e gh e Al Gl 27 3
lube change answered? NO ey M yans Adany
na [ sbay
, _ - yes O w 226 of Gole g Calsdl JE o 28
3 28. t[r)1]g ér:r; ;taff place the mileage sticker in NO Jz y o e RPETETI Jh in LS 3
Dip NOT PyT THE STICKER A [ sy 5 o
ves [
4| 29. Were you offered a receipt voluntarily? _ NO N N 0 Lial ol Jea s elle (e da 2914
1 Wbo_7p Atk FoR REAEPT LN EY
5.  REST ROOMS AND MOSQUE sl (alaad) feull g5) Al G 5
Scores Critical Areas . Al @l PATHI]
3 ves & a8 3
30a. Were they adequately stocked with all 0 ‘a:; Ay pall Cile el gaany 3 e <lS Ja .30a
necessary supplies such as soap? NO e slall Jia
NnA [ gy =
3
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Scores Critical Areas ) Y Laalt Liay
ves B4 o
30b. Were they adequately stocked with ali no [ c";‘ sl Sle il aiea 5 jeae cilS Ja 30b
necessary supplies such as toilet tissue? Sl gil) 99 Jia
NA O gy
30c. Were they adequately stocked with all ves [] axd s pall a3l & 8 jeae <l Ua 30c
Necessary supplies such as paper towels? no [J y 04 ) olf Cidlial) Jia
(paper towels are not required where fully Cliiae Jigdie dygllae e g, <ailiall)
operational hand dryers exist) NA X sy (Y1 1
: ok g
31a. Were sinks clean? ves 4 - 2 al ’,,y,fjftd\jﬁlld?.{ma
require comment when marked ‘No’ Nno [ ¥ 2l o Gl s
L NA [ sy
R ; ik Ul o
31b. Were mirrors clean? YES P ol ':y" L,UL:! rulSlSdT "31 b
require comment when marked ‘No’ no [ ¥ gl (o2 YT e s 1y
VA [ gy
N ITPRI B w e -
31c. Were hand dryers clean? ves _ ?’h wx) ',,“',Ml:‘ ‘“'_JL,SLSJ; “310
require comment when marked ‘No’ no [ ¥ gl o MY A s 1y
NA [ gy
R Caaday - TR ..
31d. Were dispensers clean? ves K] = . m'::" Uﬁbf;ﬁui\“ rUlS‘Sd: "31d
require comment when marked ‘No’ Nno [ v cea sl o A Y sy
NA [ sy
YES o
31e. Were toilets and urinals clean? NO ¥ Ak Jpall Ll culS Ja 31e
NA [ seny
32a. Were doors clean? YES 'Z' pri 2 gl M’:Lj"g‘:‘ff‘ r‘fks\sd'? -32a
require comment when marked ‘No’ no [J Y g2 Al om MY Ala ) a1y
- N/A D by ¥
YES X =
32b. Were walls clean? no OO v fapls el culs Ja 32h
NA [ gy
YES o
32c. Were ceiling clean? Nno [ N feakai Giadl S Ja 326
NA [ sy
vEs K
32d. Were vents clean? Nno [ ¥ faks MUl S Ja 32
NA [ gy
32e. Were floors clean? ves Kl e Ll \‘m";.'t‘;& i‘ r—u lisd“b\‘.SZe
require comment when marked ‘No’ Nno [ v el Ay sy
- N/A D @by Y
ves K]
32f. Were baseboards clean? Nno [ ¥ Faidas sae il - o /Lilall 1,50 culS Ja 32f
NA [T sy
YES % o
32g. Were grout clean? NO b feapdas LU S Ja .32g
Li NA [ sasy
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Scores Critical Areas Toubal Lt PR
YES pss
33a. Were trash containers clean? NO D b ik dalall Syl S Ja 33a
9 NA [ by )
vEs A
33b. Were trash containers not overflowing? NO D b Sizaild e Aaladll iy s il Ja 33b
NA [ iy
vEs X] L ]
o |3 Was the restroom smelling clean & no [ ¥ s 05%) Adnia s Ak pleall da) ) S Ja 34 2
fresh (without any offensive odor)? $lolasdl A Aga S Al
NA [ iy
3 Jans alaadl & &b hgadll azes il Ja .35
35. Were all the facilities inside the ves [ o e e S e U
restroom in good working condition? . w4 e
2 require comment when marked ‘No’ no O ¥ gaasil o MY Y S Y 2
NA [ asuy
3 (5) ks daal deli gl e OIS
36. Was the Mosque premises clean? ves [ e ( ). };d\ ’ g LL‘\?::S%T .36
2 require comment when marked ‘No’ no 1 ¥ gt > il : 2
NA B ey
Comments: saadlall [ galadl
FOR OFFICE USE ONLY Lid (gall PAREL N
Aaal) S8 Liasll eyt aatl . 2
o, 2 . . {
t ACTUAL SCORE | maximum | Ev2iation =+

Approach and Cleanliness

aalaill 5 ol JBY! |1

Greetings and Initial Checks

Y il 5 caa |2

Appearance and Behavior of
Staff

Ol gall sl s sekae |3

Service iaaalt 14
Cleanliness - Restroom and Slelaal) — Adtadlt |
Mosque 2aeall g

TOTAL £ ganall
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R
AL HILI S/S 964
AL HILI AREA
ADNOC DISTRIBUTION
7 ALTAIN
DESCRIPTION QY PRICE  TOTAL

VoyagrSilveriL 4,50 14.00 63.00
Corolla/Camry 1,00 25.00 25.00

TOTAL 88.00
CASH PAYMENT 88.00

You were served by Operator 1
DATE 10/06/2012 18:57 T1 301 139

THANKS FOR SHOPPING. .
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