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Pan Arab Research Center &

D <kl Emarat / I'_'I 4 53l/ sS4 Eppco / Enoc / & 49 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number Nam“e _ Number
(01 AT Frad 113191210
Gender Height Built Bpectacles] Beard | Mustachef J Ethnic Groups
M| F |[TIM][S|T |MIJF JYes]No | Yes [ No | Yes [ No [Indian [Pakistani|Filipino [Expat. Arabs] Others:
ROORODOOKROOROROR O O K O |
EMIRATE ";‘:Z‘;’r:‘ Abu Dhabi | Dubai Sharjah Al Ain ‘é’;‘:‘a;’ Ajman K’;:ism‘:h Fujairah
O O O B O O O | O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
8l4/60] 0910 gle [oll [oll 1:451R'10
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday| Sunday] Monday l Tuesday |Wednesday I Thursday | Friday
TIME OF | 10:00 13:00 17:00 | 20:00 | 24:00 | DAY OF N
VISIT VISIT
0 X O O O R O O O 0O I

1. APPROACH AND CLEANLINESS

sAduaill g ol 8y 1

Scores Critical Areas Bubad) Y laall J\aitt
YES L . . B,
1. Was there proper sign to the Lube NO % y dihie e AYalldaalgdad i g8 da 1
changing bay? Sy M ass
va O sy
_ ves i
3 2. \é\:::r:ir;eécl;be changing area clean and NO D g TRy, b Cy s likiecalS da 2 (3
va [ sbuy
ves [ . ,
4|3 Was there any oil leaking and fallingon o = N e dc Byl gl dia Sda 3 4
to the floor of the lube bay ? $uy My Adkia 3 (a )Y)
va [ sy j
ves i =
21 4. Were the waiting area and table clean? NO O ¥ eagylni Al Ul g jUat) dddaie cuilS Ja 4| 2
va [ sy
Was th levision i iti YES E =
2 5. Woa:’ii;ge?te evision in the waiting room NO D Y SV A b e Ol S da 52
va [ ssuy
ves M o s s
6. Was the board displaying complimentary 5 [ g Al lgde el sl oS da 6
services neat and clean? faadnd o A4 ye Agilaall ledalt
va [ seuy
2. GREETINGS AND INITIAL CHECKS Y Sl g qua 3 2
Scores Critical Areas Aol eNLaalt oty
3| 7. Was there any delay in approaching ves [] pr JRCT N NG RPIRE L N N 3
customers? NO X ¥ Soilbol g Cala sl
8. Were you greeted in a friendly manner ~ YES R =~ Cslul) L85 A ey cam il 5 a8
(pleasant feeling)? No Y ¢ (g
S b rcals gall gl Coa g 28 slay Y I
51 If no, please describe behavior: Was it U‘ e . \i;j . ’31 j:_{j N 15
arrogant, without any expression, normal G R 08 R LS . @‘
etc.....
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Scores Critical Areas LEWI0 N PN Dlast
9.  Did he guide your vehicle for positioning  ygg [X il sl Sl Cals gl L6 Ja 9
3 at the stopper and asked you to switch (,;ﬂ Peabs o el ulL. 5 ) ¢ Jay 3
the engine off? Nno [] ¥ el ik g R 2R
10. When asked by customer, was the ] , IS edenll (e Calgall e Lonic
attendant knowledgeable of different YES e L’J;u s L }d e 10
5 e - : ui‘).th]lju}g)ﬂk_ﬂ;_)gltlyiuh;galc 5
grades of oil, filters and their relative No [ N o - Al
benefits? fleia JS 231 g8
YES X i .. .
4| 11. Did he offer the waiting area to you? NO E ?’; FOLEYI 4,8 eyl dlle Gae Ja 11 4
4| 12. Did the staff thank you as you were YEs [ € 5ol i€ Ly o <5 Calbpall 5 o 12 |4
leaving? No [ N " - . ¢ :
3. APPEARANCE AND BEHAVIOR OF STAFF pdS ol g il gall Hba 3
Scores Critical Areas Al S¥ Ll Latai
, yes X
3 13. Z\r/%sﬁ?;? uniform of the attendant neat Nno [ Y ey Gl emlall iy sl Gld S da 13 (3
NA O sy
. YES [ W » .
3| 14. Was the attendant wearing visible No [ y Deas A8ly (5 59 353 sall il IS G 14 3
nametag? T o 5 daul Lgle
NA [ sbuy
YES pxi .
15. Was he able to communicate with &o dualsilh e T8 Cala sl S Ja 15
3 customer? NO D k ST 3
NA [ shuy
YES ]
4| 16. Was staff courteous / friendly? No [ y Sledal/ls g5 Cala gall S Ja 16 | 4
NA O gauy
4, SERVICE dassd) 4
Scores Critical Areas ) Ll Yol L C T bl
; it L 3aaally calh gl L8
17. Did attendant check whether you need YES m px w Uu)d aa yJ f 17
3 top up or complete oil change? =0 ool Sy ALY plias s ) 3
pup P ge’ No [ N Cal,
5| 18. Did attendant check with you whether YEs [X] axi DA S 1Y) Lag elia Cala gl 38a5 s 18 3
only oil is to be changed or oil with filter? No [ Yy ¢ alall 5 <y 3l Bl Jasd <y N s
19. Did he check using gauge the quantity ~ YES [X] axi il ol (5 e Gulity il gl B Ja {9
3 required to be topped up and informed g Al A Gl uliall 3
you? No [] 3 felly elali y Lyl
Tl T e il B VG
3| 20. Did the attendant check for oil leakages YES Bl o 2 ““jj u/;’f o s ’::‘] i 20 3
under your car from filter and drain bolt? Nno [ N S e e e s
Syl
3| 21. Did the attendant drain the used oil YES P daniaall 3OS g iy Cala sall 6 Ja 21 3
completely from your car? No [ Y Tl s e
2| 22. Did he ask whether you want the engine  YES W A Al el ey e o il s 22 5
to be flushed and did it if you agreed? Nno [ y feliddl o Jla 8 el
3| 23. Did the attendant fill the correct gradeas YES B s <y A Y 5 Al Gl sall Gl8 Ja 23 3
you requested? No [ y fleidh ) Asaiall
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Scores Critical Areas Auba) et PATHI]
24. Did he request you to start engine and  ygs§ D aS e ) ik gl ) tlie il
3 leave it running for one and a half ) p SR ﬁxd PN ‘U:Su e ‘d dA 24 3
minutes? no O N bl g A28 B3l Jandill Alla 8
. . o) &8 e /Al gabaa o (e calasall S Ja 25
3 25. Did the attendant ensure that the carter _YES o :S)ﬂ);mj;d 43)} LeilSa ::l‘ e ddde 3
ot n g YENR
bolt is tightened and there are no leaks? NO D N el
26. Did attendant carry out the following Liladl) cilia il o) ol il gall & Ja 26
complimentary checks: -l
ves K]
31a. Battery Water top up no [ Y iy il ole ddli) 3a.
va O sy
ves X
31b. Coolant Water top up NO D b coolant/s el ¢le 48l 31b.
na [ auy
ves & o Y138 el JU lea ) ddlia 1
31c. Auto Transmission Fluidtopup  NO [ N i ‘f)ﬂ,‘ 3tc.
na O] sbuy (0585
ves Bl =
31d. Brake Fluid top up no O N ol il g 5 il 31d.
wa [ aduy
ves [
31e. Gear Oil top up no O k! oAl /el cy ) ALl 31e.
na [ absy
ves A =
31f. Air filter cleaning no [ ¥ ol il cakn  31f.
wa [ asoy
ves I =
31g. Wiper Water top up Nno [ N ol cialieal Lo il 31g.
na [ sy
o
31h. Clean engine using air gun NO O N shsell et planiils O el ke 31h.
na O sy
ves R 2 T .
27. Were any of your questions related to ) G el e WYl s 27
3 no O Y 3
lube change answered? D S M s Aplany
N/A Jbiy Y
. _ T yes DX s aege Gebipapabsdiids 28
3 28. alg g:‘ ;taff place the mileage sticker in NO D N o L Alaal /) sia 1S 3
~ NA [ s €5 ol
() ves I:I pai
4| 29. Were you offered a receipt v oluntanly’? NO ¥ L a) Dl Ja s dlle e Ja 209 14
ﬂ
Lhad% me?ww SOLE blN/A El Ty
5.  REST ROOMS AND MOSQUE daaaall g (olaall /ol $5) a0 Gig 5
Scores Critical Areas Aoubad Yl PATNY]
3 ves [1 3
30a. Were they adequately stocked with all vo B ?’: 1y g el e isall asans 3 jgae S Ja 30a

necessa

supplies such as soap?
0 Soap

@

na [ aiuy

¢ sball Jia
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Scores Critical Areas Al Y Laall Jataily
YES 3 .
30b. Were they adequately stocked with all % fu: 405l e Slusall maans 3 3630 <lS da 30D
necessary supplies such as toilet tissue? NO Sull gl )99 Jia
NA O sy
30c. Were they adequately stocked with all ves [] axd sl il i) & e S s 30c
necessary supplies such as paper towels? NO D v S48 ,_.h wadliall Jie
(paper towels are not required where fully A P R T iliall)
operational hand dryers exist) (7N v RN (a1 2
- TR PINPS R
31a. Were sinks clean? YES IXI o  al ',,y,ifyrf§&d7.|‘31a
require comment when marked ‘No’ no [ ¥ grasl s Pl s )
NA [ gy
: Tiaa; Ul oS
31b. Were mirrors clean? ves X o ol g :"_‘fyr‘j 'Lsd‘ls'l.31b
require comment when marked ‘No’ no [ ki crasll o2 el
NA [ sbyy
R il : IR TS
31c. Were hand dryers clean? ves [X] P . ?*L" L;J:é"u\sc:;‘uj 'LSJT' "31°
3 require comment when marked ‘No’ no [ ¥ sl o YT Ay cals 1y 3
NA [ sy
. faadsy o abiall CliSle CilS
31d. Were dispensers clean? ves X ol e "\j'f-'a_,{:.\j\uj 'lSdT_‘.31d
require comment when marked ‘No’ Nno [ Y sl o s )
NA [ gy
Yes ]
31e. Were toilets and urinals clean? Nno [ ¥ fagls Joal A€l il Ja 31e
NAa [ geyy
32a. Were doors clean? YES E . ol f vvy-:—“f;ruls\ﬁ |'323
require comment when marked ‘No’ Nno [ Y Gl o YT Al s 1)
NA [T gy
| ves N
32b. Were walls clean? Nno [ ¥ fadylas lassdl cilS Ja 32b
Na [ gsuy
ves R
32c. Were ceiling clean? Nno O ¥ S il IS Ja 32¢
NA [ gy
YES o
2| 32d. Were vents clean? Nno [ ¥ fagdai Mudl cilS Js 329 | 2
NA [ ey
: faaai il )Y cuilg
32e. Were floors clean? YES m e ol ’ "Y"'.J%.'Jl;w ,.SJT.“32e
require comment when marked ‘No’ NO D ¥ gasil o PR
na [ sy
vEs X
32f. Were baseboards clean? No [ N Al sac @l # o /Lilad )5 cals Ja 30f
NA [ gy
ves |
32g. Were grout clean? No [ N Sl L3 oS Ja 32g
NA [ gibuy
4 +
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Scores Critical Areas Al ¥t pATY]
ves K w
33a. Were trash containers clean? NO L__] b Ayl Aabadll iy g ilS Ja 333
5 NA [] by )
ves (A
33b. Were trash containers not overflowing? NO D N Chuaili e deladll cids <ilS Ja 33b
NA [ aaiy
Yves DA~ ]
2 34. Was the restroom smelling clean & NO D y b Q) Adaias Al plealdl Aadl oS da 34 5
fresh (without any offensive odor)? $(plasdl B Agu S Aadl
NA [ ahiy
3 3 alaall & Gl jaeaill S
35. Were all the facilities inside the YES m o Jusie oo t‘n?:dgiss
restroom in good working condition? L. w5 e
2 require comment when marked ‘No’ no O v gl 2 MY Ayl S 1Y) 2
NA [ amiy
3 (5) cidal aadl dcli e oS
36. Was the Mosque premises clean? YES E p* ( ), :\ ’ ,,:;, LL?TA‘U'\SL\%T .36
2 require comment when marked ‘No’ Nno [ ¥ el 2 ) cus 2
NA [ iy
Comments: scilBadlall f Galeil)
FOR OFFICE USE ONLY LB igal) pladdiu N
{aal) JolaiY) LAl ey sl
o > A .
fo ACTUAL SCORE MAXIMUM | EValuation: sl
Approach and Cleanliness Aalail) 5 ol 8YY |9

Greetings and Initial Checks A1 Y Sl s a3 (2

Appearance and Behavior of cals ol .
Staff Ol sl Ssbus sedas 13

Service 4aaill 14
Cleanliness - Restroom and Gilalaall — AaUal) 5
Mosque Aseall g

TOTAL & sanall
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ADNOC DISTRIBUTION ——

AL TSHRAQ S/S-840
AJMAN-SHJ RD
SHARJAH

UESCRTPTION 1Y PRICE
VovagrSilueril 4,50  14.00

Corolla/Camry  1.00  25.00
TOTAL

VERTFONF

CARD 4710000373865
KILEAGE 0
VERTECNE M0 10008401 564

CI0 O TiC 6540

{ou were served by Operalor |

DATE AGG/2002 12000 )t s

hanks for Shoppeny |

T0TAL
63,110
25110

8.0

R

1597

RV

4







