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SERIAL NO.
4, 3|5

Pan Arab Research Center w

O < Emarat 1 O aws Eppco / Enoc | B a9 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
14 ado goo | [ Zaca Ao\ rank reool thelvdme |
Gender Height Built Gpectacled Beard | Mustache] Ethnic Groups
M F [TIMI[S]IT [MIJF JYes[No [Yes | No | Yes | No |indian [Pakistani]Filipino [Expat. Arabs] Others:
N OOROOROOROROR R O O 0O O
EMIRATE V;‘e’:z::‘ AbuDhabi |  Dubai Sharjah Al Ain g’l"“:v“aﬁ aman | RasA | Fyjairan
O O O X O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
oclg3 3| ol ol 916 | olu | ¢][> [ll=lo i35
‘ 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 o vISIT %
O O o 0O O 0O (| O o O

1. APPROACH AND CLEANLINESS

AsBi g i 8 1

Scores

Critical Areas

FINR I RERS PO Jlail

ves X

o
1. Was there proper sign to the Lube no [ g dahaie (Ao AYall dsiial 5 da ) Hlia OIS d‘* A
changing bay? S it aas
A [ iy
2.  Was the lube changing area clean and | e
3 organized? ¥ A e Akl paiddhie S s 213
S il Y
4|3 Wasthere any oil leaking and failingon q e de dys il cud gl dia S da 3 4
to the floor of the lube bay ? inll Sy M s Ashaia 3 ()Y
nA B by i m
vyes X
21 4. Were the waiting area and table clean?  NO T y Caadsy Al jUamy) ddhaie S Js 4|2
A [ abny
R R e
2 5. :llvvoariitnge?tebvnsmn in the waiting room NG D N ¢ Y A e 8 Jan xS de 512
NA L sy
ves X - R
6. Was the board displaying complimentary . [ g Al lggle et Al Al oS ds 6
services neat and clean? ' 8183 5 A0 ya dailaall Cleadl)
Na L] shuy
2. GREETINGS AND INITIAL CHECKS A Sl g qua il 2
Scores Critical Areas A el Jatail}
3( 7. Was there any delay in approaching ves [J p sl Bl il o e g8 a7 3
customers? Nno X Yy Sl ead Cala gall
8. Were you greeted in a friendly manner ~ YES prd sl Aa e dhcn il S ds 8
(pleasant feeling)? No [ ¥ ¢ (o
S Jda ralh gl & Chaa g a8 el Y 1)
5| If no, please describe behavior: Was it L‘: .. \:;S }j\; j:jij R s
arrogant, without any expression, normal e ol on S €05 ?
etc..... ‘. G‘“
1 ’ +
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Scores Critical Areas LI IO POA D]
9. Did he guide your vehicle for positioning YES [ ; Ll SRl sl L Gl ol A
3 at the stopper and asked you to switch W ™ :_:” o "Je‘u o . }d| & dA -9 3
the engine off? No [] ¥ Felonal i of o il s 5 ) iliyy
10. When asked by customer, was the 4 ; S da cJaaall (he ol gall g Loic 10
attendant knowledgeable of different YES p “’lcu e ,?1 o :
5 - : ) u|)4M|juﬁ)]|u1+J4/&|yuLa.gelc 5
grades of ol filters and their relative No [J y o AR
benefits? flede JS il 54
_ N YES f ,
4| 11. Did he offer the waiting area to you? no [ g LY A8 e 6 lauYl dlle me Ja 11 4
12. Did the staff thank you as you were YES prd e o .
4 leaving? y y No [ g TSl d K Gld 5 s 12 |4
3. APPEARANCE AND BEHAVIOR OF STAFF 1S S g il gall HBa 3
Scores Critical Areas Ll YLl pAYH]
. ~ YEs 4
3 13. Z\rl]zsﬁ?;?umform of the attendant neat NO D Y %L ye s Gl ealall Gala sall Gl S o 13 3
NnA [ sy
YES : .
3 14. Was the attendant wearing visible Nno [J ‘: e A8y (535 59 3 53 gl cibdl < Ja 14 3
nametag? 7 s 52 4l m
VA [ skiy  no b vendl 4o e, 1
YES [X] ] o
3 15. Was he able to communicate with No [] g &e dial gl e 1508 Gila gl S Ja 15 3
customer? J ol
NA [T akyy
YEs [X]
4| 16. Was staff courteous / friendly? No [ y Skl ga s Cala gl S Ja 16 |4
N [ sy
4, SERVICE :dandll 4
scores " ChtieatAress T T Ty ey T nad
b : T L Gl Cals ool L8
17. Did attendant check whether you need YES & px L_u u uﬂ Py }A f’ 17
3 top up or complete oil change? S0 s ol ALY plias s ) 3
: NO D N (‘LJALQL‘
3| 18. Did attendant check with you whether ~ YES [X] px 28 S ) Lagd i il gall 3in3 Ja 18 3
only oil is to be changed or oil with filter? No [ oy €l W A dads 5l s
19. Did he check using gauge the quantity ~ YES and Al Sl (5 e (il ol gl JB Ja 19
3 required to be topped up and informed ) o A 3l S Gl i) 3
you? no O v fallly Wlalif 5 L)
T 5 e Gintll b,
3 20. Did the attendant check for oil leakages YES E e uﬁjff: )ﬂﬂl. . aﬁj J&: 20 3
under your car from filter and drain bolt? Nno [ N S Eeas R
‘ fy
3| 21. Did the attendant drain the used oil YES m M el cy 30 US & i il gl B da 21 3
completely from your car? . No [ N REI VR LN
2| 22. Did he ask whether you want the engine ~ YES le P iy el ey e o @ily Ja 22 5
to be flushed and did it if you agreed? filiad) ga Jla 8 sl
NO b e *
3| 23. Did the attendant fill the correct grade as YES et Sl s e 5 Al Gl sall A8 Ja 23 3
you requested? No [ v fleidls Al dajaiall
2

Lube change.doc




3 +
Scores Critical Areas ) A Yl PEH]
24. Did he request you tostartengine and  ygg X b A e Jekdiy i o dlie il b 24
3 leave it running for one and a half O ial e A paa) il Ala G 3
minutes? no O Y P iuni y 4 saad il Ala
X .l 48 e /Al paba of (e calapall S da 25
25. Did the attendant ensure that the carter YES o™ . § ol : PN
3 bolt is tightened and there are no leaks? i lin ol 5 LS A T K 3
olt is tightened and there are no leaks? o ] q ' e
26. Did attendant carry out the following Lilaall Gl sadll ol aly calagall A Ja .26
complimentary checks: -l
ves X
31a. Battery Water top up no [ b gl ele ddlia) 31a.
na [ iy
ves P
31b. Coolant Water top up no O N coolant/s ll s dilal  31b.
na [ sduy
YES IX‘. o Y1 A8 jall J3U Slea <) ddlial
31c. Auto Transmission Fluid top up NO D b o JLG',‘; o ‘u A 31c.
(O 5anst i)
na [ shiy
ves X
31d. Brake Fluid top up Nno [ ¥ Sal il a5 ALzl 31d.
wa [ sy
ves X
31e. Gear Oil top up NO D ¥ Gog o /el ) ALl 31e.
na [ sbuy
YES oo
31f.  Air filter cleaning no [ y dp jlwbs o 31F,
na [ sy
ves X =
31g. Wiper Water top up NO i N 2l calid el 3la) 31g.
na O say
YES I}
31h. Clean engine using air gun NG E] N ehsell Getae alaaiuds O jadl Ciolaw 31h.
na [ sy
ves X L Co .
3| 27. Wereany of your questions related to ™ (u; Aslaiall lilid (e sl Sle WYl s s 27 1,
lube change answered? NO L Sy 3l s dleay N
na L1 sdsy
, 4 T YEs W m sx e Galegan byl ids 28
3 28. alg ér;? ’?taff place the mileage sticker in NO [ g ‘?3 ks A i) [ sin A 3
na O sy 5l
YES oo
4| 29. Were you offered a receipt voluntarily?  NO O Yy o0 a2l dhagelle (a e da 29 | 4
nva O sy
5. REST ROOMS AND MOSQUE nuall g (alaadl [l ) Aal 1 i 5
Scores Critical Areas Al YLl AN
3 YES i 3
30a. Were they adequately stocked with all % r";‘ gl Gl el aang 5 3¢e i€ Ja 304
necessary supplies such as soap? NO - fsball Ji
nA [T iy =
3 c
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Scores Critical Areas Al ¥l Jatai
YES : .
30b. Were they adequately stocked with all % P: ol e il a3 jeae S Ja 30b
necessary supplies such as toilet tissue? NO Sl gl (3599 Jia
NA O gy
30c. Were they adequately stocked with all YES A Ay pall il kil & B e S da 30
necessary supplies such as paper towels? Nno [J ¥y A8, ol Chdliall Jia
(paper towels are not required where fully Glddse Ji g dic 4pllaa e 4 ) adliall)
operational hand dryers exist) N/A bz ¥ (39
S - TRRPIESRER
31a. Were sinks clean? YES pv -l ”,,y,flf‘fyrf‘isd‘:.(ma
require comment when marked ‘No’ NO D ¥ caosill (o Sl B
na [ gayy
N/ = ?“ . I. . ‘ ‘ - .lS
31b. Were mirrors clean? YES X px 2l .,’y,,‘:"fyr‘j ,‘SJT."Mb
require comment when marked ‘No’ Nno [ Y gl o0 "Y' Ay s 1y
NA [ sbyy
\F . ?»'~ .. A ‘ PR - ls
31c. Were hand dryers clean? YES g . Tu!m Lséj?;ﬁul:”u .&dr. “31 ¢
3 require comment when marked ‘No’ no [ Y gl 2 Y AaY) culg 1 3
VA [ gy
H faalay ) pliall cilisle s
31d. Were dispensers clean? YES m pr . :‘ o .,yf. L;\jlu .lsdT."Md
require comment when marked ‘No’ no O Y il o MY Al cals 1y
NA [ Gy
ves X
31e. Were toilets and urinals clean? NO D N faglas Sl 4840 culS Ja 31e
NA [ gy
; IR NN REVIENTS
32a. Were doors clean? YES p* Sl ".,Y..Ll}\iyyﬁ “SJT.‘.SZa
require comment when marked ‘No’ NO D b gl o2 s
NvA [T Gy
YES pd
32b. Were walls clean? NO [ Yy gl Glasll <uilS Ja 32b
Na [ gy
ves B -
32c. Were ceiling clean? Nno [ ¥ Sk il S Js 32¢
Nna O ey
YES X
2| 32d. Were vents clean? Nno ] ¥ faadas Muall wilS Ja 329 | 2
Nna O gy
; $aa,la5 Gl Y Cilg
32e. Were floors clean? YES m e~ ‘ A il ) "?""Liylgf '\SJTMBZE
require comment when marked ‘No’ no [J ¥ & wHH TR RN
Nna [ gy
YES pai
32f. Were baseboards clean? No [ b g saclall & o) Lilall i 51 cuilS Ja 32f
Nna [ guy
YES ©oard
329. Were grout clean? no [ ¥ feadai LI S da 32g
NnA [ sy
° 4
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Scores Critical Areas Al YLyl Jaai
YES o2
33a. Were trash containers clean? NO D Y Saauns Adaall cilyda il Ja 332
NA [ iy
2 - 2
. YES s
33b. Were trash containers not overflowing? NO [ ¥ Thails e daladll Qlhgla <iS Ja 33b
NA [ asuy

vesX] -~ ,
34. Was the restroom smelling clean & NO [:1 N @ u;»)um}ugaeuﬂ\u\)u\s&_m 5

2 fresh (without any offensive odor)? 9(planl (o Agn S Aadl
NA [ abiy
H Jazd alaadl 8 Gl jgath agea CulS Ja |
35. Were all the facilties inside the ves O e P e e 35
. restroom in good working condition? . s e
2 require comment when marked ‘No’ no [ ¥ a2 MY ALY ik iy 2
NnA [ ey -
; 2(5) it daall A2l Sl i S
36. Was the Mosque premises clean? YES D g ( ). J;S\ ’ ,,;‘: K_.ijjé"g\sﬁ 36
2 require comment when marked ‘No’ Nno 1 0y ol it S e 2
‘ N/A Gy
Comments: sciBadall [ gadedlt

FOR OFFICE USE ONLY ) Liih CaSal) a1 a8
Aol sl Ll ley) al) .
o ? luation: - i)
ho ACTUAL SCORE MAXIMUM | Evatuation il
' | Approach and Cleanliness asldaill g b EYY |1

Greetings and Initial Checks | #ds¥! SSudill s cun 31 12

Appearance and Behavior of il sall gl 5 sedaa 13

Staff
-Service ieaslt (4
Cleanliness - Restroom and Calalasdl — Adtdaill 5
Mosque daall g
¢ TOTAL £ saxall
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o T R SERIAL NO.
“New Nissan Max 1,00 W00 = 2060 4| 3
oL

CASH PavMGAL

~







