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Pan Arab Research Center &

[ i u Emarat 10 a0 Eppco / Enoc / &5l Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
6 Name Number | Name Number | Name _ Number
\ asu w0 Rase Ruaddtee | l2lAlya] |
Gender Height Built _ Bpectacleg Beard | Mustache] ~ Ethnic Groups
TIM [S | T JM [ F |Yes[No|Yes] No|Yes[ No |indian [Pakistani]Filipino [Expat. Arabs] Others:
BI]DDEH].D[]ﬁEHQDEiD O K 0O O
EMIRATE V;‘:fo’;" Abu Dhabi | Dubai Sharjah Al Ain gﬁ‘v’;‘aﬁ" Ajman K'::ismAIah Fujairah
O O O O O O O X |
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
oglld| o2 |21 F N2I3 | o012 | oll 2otSiio1eS
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 j 24:00 | DAY OF
vISIT O O O O = wvisit | [ O O O N & O
1. APPROACH AND CLEANLINESS AT g ol 8y 1
Scores Critical Areas Al Yl Jatail)
YES FU

1. Was there proper sign to the Lube

4 3.  Was there any oil leaking and falling on
to the floor of the lube bay ?

=
changing bay? D ks ‘Lg)M
va [ ssuy
. ves K &
3 2. \c/)\:g:ntgzégbe changing area clean and NO D § Y e Akl ) e likie caS da 2(3
va [ sasy
ves [

P4
o
X
“ o«

e e gyl i gl dlia S a3
iy 3l il Alaia (& G Y|

Were the waiting area and table clean?

*.

fagdat A gUall g Uy} dhie calS . 412

2 5. Was the television in the waiting room
working?

o Vl
O
oL L DL oL

Ui A e b dans o3 S da 512
ooy N

6. Was the board displaying complimentary

<
m
[/}
*.

<
o
OOROXKOOOXO
b

Al e el il Aa il cilS da 6

services neat and clean? NO Y €445 ¢ 45 ye Ailaall laaall
N/A ki Y
2. GREETINGS AND INITIAL CHECKS AW il g cua i L2
Scaores Critical Areas Toald ¥l PR
3|7 Was there any delay in approaching ves [ px s/l 58 8 pali ol ia S a7 3
customers? Nno K N ol s Cals gall
8. Were you greeted in a friendly manner ~ YES Bd =~ ey dians i da 8
(pleasant feeling)? No [ ¥ ¢ (g
A Ja rcals gall o gl Coiagn a8 Elay Y 1)
51 If no, please describe behavior: Was it u‘ Je ¢ Lj;x } j:; . j:j: p J. e 5
arrogant, without any expression, normal @IS MO A T
etc..... . e
1
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Scores Critical Areas Tt Lol Las
9. Did he guide your vehicle for positionin ; N - > L1 R

3 at the sst;oppeg/ and asked youﬁo switchg YES B (‘. *:l“ w“ﬁ)‘%{‘ ﬁ“ j:t:j: ;:Ll_ﬁ: itl; 9 3

the engine off? Nno O ¥ Sl il s 2
10. When asked by customer, was the = . A< Ja ¢ b e s gall Jpus Ladic 10
; YES sl draall e o .

5 attendant knowledgeable of different p Il 30 Sl s )5 iy e 5
grades of oil, filters and their relative NO D N Sleia JS 3 4
benefits? flea S il i

YES X : .. .
4| 11. Did he offer the waiting area to you? NO “: e any 48 e @ Y elle ya e a1 (4
12. Did the staff thank you as you were YES X pd € v gt s R <

4 leaving? Nno [] q Fo0 aiS Laiy  Sy Cils gal) ABds 12 (4

3. APPEARANCE AND BEHAVIOR OF STAFF (S sl g Cpiligall jehe 3

Scores Critical Areas Ll Ll Lai

. YES ] w
3 13. xzsﬁtdh;?umform of the attendant neat NO L__l Y ey Gl enlall il sl Gl S s 13 |3
Nna [ gasy
Yes B B .
14. Was the attendant wearing visible oy Qe (5 5y 3 g gl il gt S Ja 14
3 nametag? No [] b o . 3
g . T g dand gle
N/A I%l Gl ¥ Soel
YES axi -
15. Was he able to communicate with &a Seal gl o THulE Cala gald S Ja 15
3 customer? Nno [ Y . . 3
! TosM
nva [ smsy
YES pad
4| 16. Was staff courteous / friendly? No [ y Sakal/la oy Calagall S Ja 16 |4
H NA [ smiy
4. SERVICE daadll 4
Scores Critical Areas L) ¥l T LG
. 23S ) s a8l Cals galt L8 .
17. Did attendant check whether you need ~ YES & i w u,uﬂ sa . )‘d i S A7
3 top up or complete oil change? S5 oS ol il Al a5l 3
p up p ge: NO D y ¢ JulsL,

3| 18. Did attendant check with you whether ~ YES B4 ax A S 1Y) Lo ie Cala pall i3 o 18 3

only oil is to be changed or oil with filter? No [ Y € alall 5 3l ol dad ey W s
19. Did he check using gauge the quantity ~ ygs <) pad Al ol (s siasa by Cala ol B s 49

3 required to be topped up and informed g A S I Gl owbiaall 3

you? Nno [ ¥ EIE AR Ll
P G0l G (e Biatly il gall G Ja

3 20. Did the attendant check for oil leakages YES I e L_?; . k_/'fhu: JIL':JI. ) }C‘:ﬁ‘ i 20 3

under your car from filter and drain bolt? No [ N IRy AR
ey 3l

3| 21. Did the attendant drain the used ol YES B e et i 0K g il e 21,
completely from your car? NO D N pLEI ) ETVIION

2| 22. Did he ask whether you want the engine  YES P iy el ey S o @il Ja 22 2
to be flushed and did it if you agreed? no [ y flidd! o Jla 8 iy

3| 23. Did the attendant fill the correct grade as  YES B axl Sl Ao/ 5 Al Gl gl Q6 Ja 23 3
you requested? no [ v fetalds Al ol

2
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Scores Critical Areas Ll ¥ laall PR}
24. Did he request you to start engine and YES E P al el b s 2 0 oy elie calla
3 leave it running for one and a half R f‘d PN ij:‘lu . =) A_“Adé 24 3
minutes? no O Y fhaiy 4383 Bl Jddl &
.l 48 e /A gala of (e calagall Sl da 25
3 25. Did the attendant ensure that the carter Y“ES =R - :J)m);u o Al LiKa 3 T Bide 3
bolt is tightened and there are no leaks? NO E] N ecy 3l
26. Did attendant carry out the following ’ Aglaall Cliasaidll o) jab Ghisall B Ja 26
complimentary checks: sa b
YES ax
31a. Battery Water top up no [ N ikl il 31
nva O sy
ves A
31b. Coolant Water top up NO |:| ¥ coolant/a_sall sla ddlz) 31b.
va [ sdsy
YES o Y1 A< el Ji ailis) 31
TR
31c. Auto Transmission Fluidtopup  NO [ g AN e oy ¢
(0 st 1Y)
na O ssuy
ves I
31d. Brake Fluid top up no [ N el jall iy § Al 31d.
A [ sy
ves Xl w
31e. Gear Oil top up no O ¥ ool by lal 3te.
nva [ sy
ves M
31f.  Air filter cleaning no [ ¥ ol ks 31,
NA O sy
ves B4
31g. Wiper Water top up NO D ¥ b Cilalind cle AiLal 31g.
nva [ iy
ves A a
31h. Clean engine using air gun NO D Y et anea ahaaiils o el Caddi 31h.
na [ aeuy
ves X T
5| 27. Were any of your questions related to 0 ?: dalaiall etilind (e g) e AlaY) Gl 27 3
lube change answered? NO Seu M it Agleny
nA [ iy
, .  yes@ . e e Gale puin g ilasall B Ja 28
3 28. {.:‘Ig (t:r;? gtaff place the mileage sticker in NO D N o L3 3l Ailaall [l yia SLSY 3
na O sy €5l
ves 0 &
4| 29. Were you offered a receipt voluntariy?  No B N 0 Las) il Juay dlide (e o .29 | 4
WA O 3y, AN Npo (o (082N R
N\ OFOo—E ==~
5.  REST ROOMS AND MOSQUE daall g (plaadl [l 5) Aal M e L5
Scores Critical Areas Al c¥laall Jalaily
3 YES i 3
30a. Were they adequately stocked with all % ?: Ay pall e Sl aaany 3 e CuilS o 302
necessary supplies such as soap? NO fOsball Jia
nva O adiy =
3
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Scores Critical Areas Al Ll PAH]]
YES i .
30b. Were they adequately stocked with all NO % P:. Lol Sle Sl waans 3 jeae <ilS Ja 30D
necessary supplies such as toilet tissue? Cdl ol 3599 Jie
Nna [ gy =y
30c. Were they adequately stocked with all YES and 4t e il & b6 <ilS U 30
necessary supplies such as paper towels? NO D y ed_d !£1 Adlal Jie
(paper towels are not required where fully Cliddae 85 e 4y5lhaa e 44 <adliall)
operational hand dryers exist) Nva O gsuy (AY ol
- T g s
31a. Were sinks clean? ves B4 pr ol ”--y-:j:n\:;ﬁfsd? “318
require comment when marked ‘No’ no [ ¥ grasll o Ll il
na [ sayy
v, R Canalny PR
31b. Were mirrors clean? YES px aall . g \f"in ruLStSdT 31b
require comment when marked ‘No’ no [J ¥ gl o2 MY Al calS 1y
NA [ sy
] N €521+ B e -
31c. Were hand dryers clean? YES ¢~ . T“h‘ L‘s*;'_i;“ m‘:“ lwlslsdf “310
require comment when marked ‘No’ no [ ¥ gl om MY Ayl s 1y
nva [ gy y
- TR e
31d. Were dispensers clean? ves B - 2l uthl;':—lhih ’u IS‘SJT |'31d
require comment when marked ‘No’ Nno [ ¥ gl o MY LY calS 1
nva [ shuy
ves R
31e. Were toilets and urinals clean? NO D ¥ $Alas Jpal L) S o 31e
NAa [ gy y
32a. Were doors clean? YES & o Ll ' ‘,,“,,“"_")Lf‘ lujlslsdr ‘.323
require comment when marked ‘No’ no [J Y sl o YT Al s 1)
NA [T gbsy
Yes A
32b. Were walls clean? Nno O N ks el CulS s 32b
NA [0 sbuy
ves K]
32c. Were ceiling clean? Nno [ y Sk Gaud S Ja 32¢
NA [ gy
YES prd
32d. Were vents clean? NO D b fagda) dliall cuilS Ja 32(
NA [ sauy
R ot - . X TS
32e. Were floors clean? ves D ol '%,,Q,L,"hf: J\: ! r“ 1515"1? ‘ 32e
require comment when marked ‘No’ no [ ¥ R I I
NA [ gy
ves M
32f. Were baseboards clean? Nno O N 55 3ac @l - o1 /dailadl 1,50 culS Ja 30f
na [ by
YES psi
32g. Were grout clean? no [0 ¥ fehlas L3 IS s 32g
NnA [ gbny
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Scores Critical Areas ESW I L PN PAYHI]
YES 4
33a. Were trash containers clean? no [ 3 $2ighas Leladll il s S Ja 332
) NA [ asuy )
ves K =
33b. Were trash containers not overflowing? NO O b Shailh pe Aaladll Gy gs il s 33b
NA [ aduy
ves [ e s .
2 34. Was the restroom smeliing clean & NO D N g* Os) Adinda g dgdas Hlaal) Asd oS da 34 2
fresh (without any offensive odor)? N APN PR EVIP L e B}
NA [ iy
3 Jand aleall & <l ygadll aaz S da 35
35. Were all the facilties inside the ves [ o e o e B S
restroom in good working condition? L. an e 1
2 require comment when marked ‘No’ no [0 ¥ g sl g2 MY Yl QIS W) 2
WA [ asiy
3 £(5) Gt dmwnadl Acld e S
36. Was the Mosque premises clean? YES D i ( ). ,;J\ ] g :\A‘;M:‘Sﬁ .36
2 require comment when marked ‘No’ Nno [ ¥ grast o2 s : 2
NA B ey
Comments: scildiadlall [/ galailf
FOR OFFICE USE ONLY 5a8d igall PARELA N
FINRTEAT LA Jey) aal) .
9 : jon: Al
Yo ACTUAL SCORE MAXIMUM | Evaluation P2
Approach and Cleanliness Aalaill 5 o) Y1 |1
Greetings and Initial Checks | &d5¥) SiSpailly cus AV 12
gfapf?arance and Behavior of oyl pall A ghus s pelae |3
Service deadll 4
Cleanliness - Restroom and Slabeall — A3l
Mosque Aaall g
TOTAL £ gadall
+ 5
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