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Pan Arab Research Center y

O < Emarat [ 0O @ Eppco / Enoc | B4 a9 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
3 Pooswa, 2oy | RXoguwa | Byoy Bum\qu«k&‘ L
Gender Height Built _ [Spectacle] Beard | Mustache] Ethnic Groups
TIM ]S [T [M]F |Yes|Nol|Yes] No|Yes| No |indian [Pakistani] Filipino [Expat. Arabs] Others:
IXDDIZE]D[ZIDEIIDDID O 0O O
EMIRATE ‘gz:t:;‘“ Abu Dhabi |  Dubai Sharjah Al Ain g'l'l‘:v“a:" Ajman K':zism“ah Fujairah
O O O O O O O X O
SITE 1D Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
ol3laFl ol 1213 | BI&1 o\ | of | \R:29 h\x28
07:00- | 10:01- l 13:01- | 17:01- | 20:01- Saturday [ Sunday I Monday I Tuesday lWednesdayl Thursday l Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | PAY OF
VISIT = vISIT X
O O O 0 O O O O O Od
1. APPROACH AND CLEANLINESS Admat g ol By ]
Scores Critical Areas IR A POA | ot
ves D4 o4 .
1. Was there proper sign to the Lube dabie e AVl daialgdadellia S da 1
. o no [ Y o
changing bay? Sy 3l e
va [ aduy
2. Wasth i ves B o ] |
3|2 org?:r:ichlilf?be changing area clean and NO D S ey Ak cy il et Adkie culS Ja 2 (3
wA O sy
ves [0 ) _ o
4|3 Was there any oil leaking and fallingon K q Sle 4o syl i gl s S da .3 4
to the floor of the lube bay ? ey 3 s Aslaia A LYl
na [ asny j
vyes I
21 4. Were the waiting area and table clean? NO O ¥ faaday A glall g Uauyl A cllS Ja 412
wva [ sy
o - YEs A =
9| 5 vaoariighge?televusmn in the waiting room (o 1] ¥ i ds e A demy sl S ds 512
nA [ amiy
YES o o ]
6. Was the board displaying complimentary | o ] N el lgle pedai Aa el da 6
services neat and clean? Cadla 5 A0 ye Ailaall Coleaal)
na [ adbuy
2.  GREETINGS AND INITIAL CHECKS Y clsudal g qua 3l 2
Scores Critical Areas Ll a¥lawl Jalsil
5| 7. Was there any delay in approaching ves [] prd /ol Bl b pali gl s S da 7 3
customers? NOo X ) oLl e Cals gl
8. Were you greeted in a friendly manner ~ YES X px bl B3 da b M S da .8
(pleasant feeling)? Nno [ ¥ ¢ (s
S a1k sl gl Cain gy 8 sla «Y 1)
5 If no, please describe behavior: Was it © _‘t ) bj;l jit\ y‘i G.J.‘y > 5
arrogant, without any expression, normal e ol Ga e 50 §
etc..... “,,_éj
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Scores Critical Areas Ll ey Jatasy
9.  Did he guide your vehicle for positioning  ygs Al S Sl CGlisdi i da 9
3 at the stopper and asked you to switch N o ol o= . B e 13
the engine off? No [J ¥ Tl ik of e il 5l calisy
10. When asked by customer, was the : SIS da cJaandl e il gall Jo Ladie
5 attendant knowledgeable of different ves [X e :’j‘;ﬁ‘ - ‘ ).]] al:: / ﬁ.?j d!fw 10 5
grades of oil, filters and their relative no [] ’ 2= i tj" ) ; ?'b
benefits? flete JS il
_ YE ; L
4| 11. Did he offer the waiting area to you? NOS ": ¢ lamy) 44 e gstUazs\.J\ dile jae da 11 (4
{L\DD\B\ L\;:dn:?\ J\w\
12. Did the staff thank you as you were YES [X] p et . s
4 leaving? y No [J g TS L o Gl sall i s 12 |4
3. APPEARANCE AND BEHAVIOR OF STAFF :NSJ.‘MIJ Cubls gl sha 3
Scores Critical Areas Al el pATH{]
13. Wasth if f th YES m ‘*
3 . an?jstitd ;;?um orm of the attendant neat NO D Y 0Ly, Gyl esball Gali sall Gl AS s 13 (3
Nva [ sduy
ves X .
3| 14. Was the attendant wearing visible no [ g ot Ay (533 5 3 g3 sall il sl IS Ja 14 3
nametag? , . Sz s daul Lgle
vA [ adsy QL aviiaaimaw
YES i - .
3| 15. Was he able to communicate with No [ " & dealgill o T8 Caba sl IS da 15 3
customer? o
Na [ smyy
YES o
4| 16. Was staff courteous / friendly? No [ ¥ fphl/lasny s sl IS Js 16 (|4
nvA [ ssuy
4. SERVICE RURESIY |
Scores Critical Areas Al claal Lalail
; QS o e Gaatll Cala gl JE a0 17
17. Did attendant check whether you need ves Kl px . u u)’d Sa ?A ¢
3 top up or complete oil change? ) o o) Sl Ails gliat s 3
p up p ge: NO D g LSl
3| 18. Did attendant check with you whether ves [X] px B S Lad e Cadagall Bis5 18 3
only oil is to be changed or oil with filter? N O y € a5 ol ol dadh cy 1) s
19. Did he check using gauge the quantity ~ YES axi plaialy Cu 3l (g e iy Cabasall JB Ja 19
3 required to be topped up and informed g ol a3 el M jenll ulsall 3
you? No [ ¥ fallly il g gl
v i 0o Syl ol e gaailly CGalasall A6 Ja 20
3| 20. Did the attendant check for oil leakages YES O ﬁ;ﬁ;&, i wajdj e 3
under your car from filter and drain bolt? Nno [ y i feu
3| 21. Did the attendant drain the used oil YEs [ P Jesuall 3l JS i Calagalf Al o 21 3
completely from your car? Nno [ Y £l Hlw (e
D 22. Did he ask whether you want the engine YES A Al sl Jue e of @il s 22 5
to be flushed and did it if you agreed? No [ N fliidh g0 Jla o lly
3| 23. Did the attendant fill the correct grade as  YES axl Gyl Aa pfp 55 Alal Cabasall BlE s 23 3
you requested? No [ N el Al dssiall
2
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Scores Critical Areas Al ciaall PR W]
24. Dd hg requgst you to start engine and YES a4 iy @ jaall Qi o 55 o e ol Ja 24
3 Iez::ve it running for one and a half D S iai s A5 e il Alla 3 3
minutes? NO b} 9 AL & &
3 25. Eid t_heAattendant ensure that the carter YES pu %iﬁ);ﬁj:l‘;‘jl iﬁjﬁﬁ 25 3
olt is tightened and there are no leaks? NO D y tcu sl
26. Did attendant carry out the following Agladl Clia il of jaly il gall s Ja 26
complimentary checks: ol
ves X ax
31a. Battery Water top up NO l:l Y g el ele ddlial 31a.
va O sy
YES o
31b. Coolant Water top up NO D k' coolant/2 el sle dilia) 31b.
NnA [ sy
ves X o~ N
31c. Auto Transmission Fluid top up NO D b} Al s ﬂ’a u“ QL“" 3te.
(01 5-anadt 5l
nva [ sy
YES X e
31d. Brake Fluid top up no O ¥ Gl cuydilal 31d,
na [ ki y
ves X1
31e. Gear Oil top up no [ b oAl [l cyj Al 31e.
na [ sy
ves X m
31f. Airfilter cleaning no O y el limbs 31F,
wa [ gduy
YES pad
31g. Wiper Water top up NO D N gla 3l ilalial ola dilial 31g.
nA [ abiy
ves
31h. Clean engine using air gun NO D Y ebsgll Gedae abaaiidy o paall s 31h.
wa [ asuy
3| 27. Were any of your questions related to :‘is % ‘M; Aalaiall il e (g L;“‘:‘ :‘?‘1—?-‘!‘ C-w da 27 3
lube change answered? ey it Lleny
na O adsy
5|28 5:2 (t:r;? staff place the mileage sticker in :(E)S ?’; m@mﬁidﬁf)‘jﬁ 28 5
' nvA O sy y €l
ves Bd
4| 29. Were you offered a receipt voluntariy? No [ ¥ Sl Sl Juag e (o e da 29 14
nva [ sy
5.  REST ROOMS AND MOSQUE saaaall g (aleadt feli 5) sl i g 5
Scores Critical Areas bl @Vl BATH)]
3 , YES K4 a . . 3
30a. Were they adequately stocked with all A gmall le el aaan 3 e <3S o 308
necessary supplies such as soap? NO D ¥ fsall Jia
Nna [ asy =
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Scores Critical Areas Lpalal) YLl PR}
Y| 3 y
30b. Were they adeqlgately srt]ocked ;/vith all N(E)S % “: Ay gl il il & 8 eae i€ Ja 30D
necessary supplies such as toilet tissue? Sdigill (g 199 Jie
na O gy
30c. Were they adequately stocked with all ves [] a2 s el Cle lall asans 3 e i€ a. 300
necessary supplies such as paper towels? ] 48 ) ol Cadlial) Jia
(paper' towels are not required where fully NO K Gliiae B8 die 4ygllae e 44,4l ailiall)
operational hand dryers exist) nva O Gk ¥ (A3
31a. Were sinks clean? YES ¢ e f .“". .,‘,J:'“M‘ Qf\s "h, 31a
require comment when marked ‘No’ NO D b sl oa o MY LY calg 13
NA [ gy
31b. Were mirrors clean? ves X o . " ,.,‘ ‘,; ‘?b‘“ uj‘s dﬁ. 310
require comment when marked ‘No’ Nno [ b gl (oa YT ALY calS 1y
NA [ sy
31c. Were hand dryers clean? YES s . Quﬂm ‘faf,y‘ﬁmy w‘s JA 31c
3 require comment when marked ‘No’ no [ ¥ el o MY Ay s 1y
nva [ gy
31d. Were dispensers clean? YES pd Q‘“fh Q,QLTH':;:U&SL‘ u’\s dk. -31d
require comment when marked ‘No’ no [ b sl o MY Ay cals 1y
va [ gy
ves
31e. Were toilets and urinals clean? no [ ¥ il Joal) ACal il a 31
NA [ sy
32a. Were doors clean? YES m o . M’fﬁﬁ""y‘ ufls dé. -32a
require comment when marked ‘No’ no [ ¥ sl o MY ALY s 1y
nva [ gy
ves X
32b. Were walls clean? Nno [ ¥ i bl cailS Ja 32p
NA [ gy
YES prd
32c. Were ceiling clean? No [ ¥ Pl il S Ja 32¢
nva [ sy
YES pxi
2 | 32d. Were vents clean? Nno [ y faay Ml cils Ja 324
NA [T sy
. (l" * e -« A -
32e. Were floors clean? ves D e Ll '%,,u}fy,éﬂ‘ wts o .32¢
require comment when marked ‘No’ Nno [ ¥ sl (o2 YT ALY s 1)
NA [ sy
YES o
32f. Were baseboards clean? Nno O Yy $agkai sac il & o hilall 15 calS Ja 32f
nva O gy
YES o
32g. Were grout clean? No [ N Sl LI S s 32g
na [ gy
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Scores Critical Areas Al Ll Lo
YES o
33a. Were trash containers clean? NO D b faala; Aokl oy s cilS Ja 333
) NA [ asiy )
vEs A
33b. Were trash containers not overflowing? NO D b il e daladll cilgla cilS da 33b
NA [ aeuy
YES pad o ]
2 34. Was the restroom smelling clean & no [ N s Q) Liniay Ailai plaal Aadl ) il Ja 34 5
fresh (without any offensive odor)? elasdl A Ag S An3l
NA [ gy
5 Jand alaall L3 & jueadll asea clS Ja 35
35. Were all the facilities inside the ves [ pelet e a0t
restroom in good working condition? s A e
2 require comment when marked ‘No’ no OO ¥ gl o Y Al s 1Y) 2
NA [ asyy
3 () Caudss aaed) Ac\d ol s S
36. Was the Mosque premises clean? YES D pa ( )_ };\S\ ) ,,;', ai;;e‘ﬁ\sﬁ .36
2 require comment when marked No©  NO [ ¥ el et 2
N/A ki Y
Comments: sitBadlalf / galactl
- ¥
30 D (oADL ¢ ady
FOR OFFICE USE ONLY Jagd Cuigall @M‘ Sy
Agal} JolaIY LAl Aoyl aal) - .
9 R : )
% ACTUAL SCORE maxmum | Evaluation e

Approach and Cleanliness

astladlly ol EY) [1

Greetings and Initial Checks

Y il 5 cam ) |2

Appearance and Behavior of

ol yall gl s ki |3

Staff

Service EURENIg
Cleanliness - Restroom and lelaall — ik} |
Mosque Aol g
TOTAL £ geaall
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ADNOC DISTRIBUTION
AL BAABA 2 §/S1- 69

A (= 897
) OPP: DGP OFFICE, Jel:0F 2355693. RAK

52, ASY 08) Aaadl gl y - gt gl
Bawabah- No. 897 .\Q

DESCRIPTION GTY  PRICE TOTAL
VoyagrBronzell  8,0¢  11.00 66.00
TOTAL 86.00
CASH PAYMENT 66.00

You were served by Operator 1
DATE 28/02/2017 19:35  T1 83 01 4734

THANKS FOR SHOPPING

SERIAL NO.

3]




