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o
Pan Arab Research Center w

‘ O <i_w Emarat 10O ass Eppco / Enoc / s Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR.#
Name Number Name Number | Name Number
\ e 240 Rac, 12yndsbacceS EIENN
Gender Height Built Spectacled  Beard | Mustache] Ethnic Groups
M| F [T IM][S [T [MIF |Yes]NoJYes]No Yes | No |Indian JPakistani|Filipino [Expat. Arabs] Others:
N ORODOOOROORRORKOBA O O K O
EMIRATE v;:;:f’:‘ AbuDhabi |  Dubai Sharjah Al Ain g"‘l‘:v“aﬁ" Aman | R2A| Fujairah
Ve O O O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
po 3T o[> \N[T1F6 | o0l2 | ol \ 12:u3\2.cH
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
st "7 " O O O visit | B4 O O O O O O
1. APPROACH AND CLEANLINESS :3@1233\3 t,lbﬁ\‘l\ A
Scores Critical Areas Tl Y PATH]
YES A - . .
1. Was there proper sign to the Lube no [ q Ahie e AVlldalyiaddua gsds 1
changing bay? Sy i sl
na O aauy
. YES o
3 2. \é\:;:ntir;zcl;'x?be changing area clean and no [ Y RS e Al ) i dilie ciS a2 (3
nA [ adbiy
vyes [ w . ‘
4|3 Wasthere anyoi leaking and fallingon - q e ae gyl el gl s S da 3 4
to the floor of the lube bay ? — Syl s Aikaia 3 (Y
nva [ sy '
ves [
2| 4. Were the waiting area and table clean? NO [ g Sk Al Uyl Adlie S Js 4|2
nva [ sny
' — esH -
2 5. &Voe:ii;h;?telewsmn in the waiting room NO D N ¢ sy A e b Cans osl S s 5 (2
na O by
YES o . g .
6. Was the board displaying complimentary o [7] q Aali e ek Al dall culsda 6
services neat and clean? faaday 5 A0 ye Anilaall colaadll
va O sy
2. GREETINGS AND INITIAL CHECKS A ) Sl g qua ) 2
Scores Critical Areas Aol alaal L
3 7. Was there any delay in approaching ves [ px b/l 81 3 el gl s g8 s 7 3
customers? no N N ol sad Cala gall
8. Were you greeted in a friendly manner ~ YES ] ax Gsbuly) 35 a8k b Sl de 8
(pleasant feeling)? Nno [ N (B
TS On b gall @yl L g2 o8 2la oY 1)
5| if no, please describe behavior: Was it Lj Je \_i;l )j; . j:ﬁ c. J.‘ ‘15
arrogant, without any expression, normal Caiit il e . Cj
etc.....
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Scores Critical Areas Ll ¥Laalt pAH|]
9. Did he guide your vehicle for positioning YEs 4 A caliall G N ol L cala gall ddda 9 3
3 at the stopper and asked you to switch e T ot v . sa ’
the engine off? Nno [J ¥ Sl aall ik ) e calla g 5 jluall aliyy
10. When asked by customer, was the ves & al e S da creadl e Calh pall J5u Larie 10
5 attendant kpowledgeable of dlﬁergnt Sl gy W cla /&‘}." abia o, el“' 5
grades of oil, filters and their relative NO D N fleia JS v o
benefits? flede JS il 3
YES X4 : c .
4| 11. Did he offer the waiting area to you? NO ‘“; fLEYI Adje A Yl elle (mye o 11 (4
. ) ;
12. Did the staff thank you as you were YES pr € 15 € Laiw @ S il ol 5
4 leaving? no [J q SR w80 cabsall E a 12 (4
3. APPEARANCE AND BEHAVIOR OF STAFF tagS sl g Cuiligall jelia 3
Scores Critical Areas FEI T REAN PO Lalall
. YES o2
3 13. xzsﬁt:ye?umform of the attendant neat NO D Y 9Ly s Gl ealall Gl gl Gl S s 13 (3
na [ gy
ves [ w . .
14. Was the attendant wearing visible e Ay (55 59 3 5 sall Cali gl IS Ja 14
3 nametag? no [ k $r gu 3
N/A EI Skl ¥ ~%?>j
YES X axd .
15. Was he able to communicate with &o deal gl e 108 Galagall S Ja 15
3 No [J ¥ - 3
customer? Cos
NA O sy y
ves
4| 16. Was staff courteous / friendly? Nno [ y /gy Calisall S s 16 | 4
Na [ sseuy
4. SERVICE :daadl 4
Scores Critical Areas At YLl Jatasty
3 : S G Sandlly Cabs yall 6
17. Did attendant check whether you need YES X P w uu{d P }d f 17
3 top up or complete oil change? S ol al 3l Al 2Uas 5 L) 3
: No [ ¥ ¢ iy
3| 18. Did attendant check with you whether ~ YES [X pr 28 S 1) Lad lia s gall (3385 Ja 18 3
only oil is to be changed or oif with filter? yo O Yy ¢ el g a3 Al dadh oy 3 s
19. Did he check using gauge the quantity  YES [¥] i 3l Gyl (s sise (el il gl B8 Ja 19
3 required to be topped up and informed Cang ANy W AaS I o il Ll 3
you? no [] fally, elaly 5 Ll
PoOe Cu il ol e Giadllh Cals sall B a2
3 20. Did the attendant check for oil leakages YES X ol _\9;; 73“& S s }:j . 0 3
under your car from filter and drain bolt? e R
no [ ey 3
3| 21. Did the attendant drain the used oil YES X P Jeteall 3 JS G i Cala gl 6 Ja 21 3
completely from your car? Nno [ N feli sl (pe
2| 22. Did he ask whether you want the engine  YES 3 Al el e 3y 5 s o) el da 22 9
to be flushed and did it if you agreed? Nno [ N feliad) go Jla & clly
3| 23. Did the attendant fill the correct grade as  YES 15: [N A e 5 ALl calasall B8 Ja 23 3
you requested? Nno [ y flgialla W Aapaiall
2
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Scores Critical Areas PO PN Jaaih
|2 Daneremenouoslriongteand ves B ity da il e b s 24
minutes? no [ Y fiuaiy A sad Jpulill Al 2
3 25. Did t_he'attendant ensure that the carter YES B p %i;);ﬁﬁjlt:;h jﬁiﬁ: 25 3
bolt is tightened and there are no leaks? NO D N ’ - i “"—‘Uﬁ
26. Did attendant carry out the following Alad) Clia saill o)l alagall B o .26
complimentary checks: aul
YES pad
31a. Battery Water top up NO [:I bl I jUall ol dils) 31a.
na O sy
ves B
31b. Coolant Water top up Nno O N coolant/s sl ela dita) 31b.
wa O sy
ves DY o~ ..
31c. Auto Transmission Fluid top up NO D b R )LP uJ m“ 31c.
(Ospanit )
nva [ abay
ves KI =
31d. Brake Fluid top up NO EI b Sal il iy y Adla) 31d.
na O sy
YES X oS
31e. Gear Oil top up Nno [ N ol /all cy § Al 31e.
na [ abuy
ves Dd
31f.  Air filter cleaning no O N clall Sl Guks 31F,
nva O seuy
ves X
31g. Wiper Water top up no O y ol st cle Gl 31g.
na O ki
YES ot
31h. Clean engine using air gun NO D Y ehsedl et lasiuly o el Cadas 31h.
nA [ by
3| 27. Wereany of your questions related to ::)S % ?‘; aleid) elilind e g ‘-"Jf :\f\é}" L—w da 27 3
lube change answered? Sl st Agleny
nva O by
A B . . 1. N
3 28. g‘ig g:re :taff place the mileage sticker in ::)S ?: Jfﬁmﬁ&ﬁﬁ;ﬁ 28 3
' NA [ sy 5 e
YES oy
41 29. Were you offered a receipt voluntarily?  NO | Y $L sl 22l Jhay e e .29 14
nva [ sy
5.  REST ROOMS AND MOSQUE sanall g (pLaadl feull 8) Aal M g 5
Scores Critical Areas Ty Yol Liail
3 30a. Were they adequately stocked with all ves L] $ 3y gl e luall areny s jene il Ja 30a 3
necessary supplies such as soap? NO X ¥ thgtall Jia
va O amey g amep®
[NED 1> S T =
3
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Scores Critical Areas Al @Vl Liai
YES i i .
30b. Were they adequately stocked with all P: sl Gl i) auany 3 e i€ Ja 30b
necessary supplies such as toilet tissue? NO &= Sl gl (3599 Jia
na O gy ,?A)\/c.) (919 37w
30c. Were they adequately stocked with all ves D TSR & 8363 uiS Ua 30
necessary supplies such as paper towels? vo O N 48, ol Cadiliall Jia
(paper towels are not required where fully Glidas A vie 4yllaa ya 44 )4l Cailiall)
operational hand dryers exist) (17 I XA (A1 )

31a. Were sinks clean?

require comment when marked ‘No’

ves

no OO v

faul Juladl cilS Oa 313
e sill MY LY s 13

require comment when marked ‘No’

no Oy
na B sy

A [ Ggbyy
31b. Were mirrors clean? YESW pd L. vﬁ ‘:"UA‘ ujls d“. -31b
require comment when marked ‘No’ no [ b sl o MY Al il 1y
NA [ asy
31c. Were hand dryers clean? YES D o i g cliias S da 31c

gl oa MY ey s 1)
NERW 2 &)

— R -~

N + fagda ) gliall sl cuilK
31d. Were dispensers clean? YES e e o ,,\J,:_l L;L;Hu 'lsd‘lh'l.sm
require comment when marked ‘No’ no [ ¥ ol o YT LY S 1Y)
nvA O sbyy
ves K .
31e. Were toilets and urinals clean? Nno O y Al Sl Al <l Ja 316
NA [ sy
N [FANN NI
32a. Were doors clean? YES a Ll -ﬂﬁﬁb\f{)ﬁ\§§?‘.323
require comment when marked ‘No’ Nno [ b Cra sl o MY Ala Y s 1Y
na [ sy
ves M
32b. Were walls clean? no Oy fAaks llasall cilS Ja 32b
Na [ sy
ves 4
32c. Were ceiling clean? no [ ¥ fbai caaldl IS s 32¢
NA [ Gy
ves K
2| 32d. Were vents clean? Nno [ Y fhaday Ml culS Ja 32
NA [ sbuy
. fadbas Gl H Y1 s
32e. Were floors clean? YES - . al M""m,,y,,“, f\ﬂ 3 .tsdT.‘.3Ze
require comment when marked ‘No’ Nno [ Yy sl o MY A s 1)
: Na [ Ghuy
ves Kl
32f. Were baseboards clean? no [ ¥ fdhi el & o sl i) 5 culS Ja 32f
Na [ sy
YES pxi
32g. Were grout clean? no [ ¥ faadas LU S Ja .32g
na [ ooy
4
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Scores Critical Areas Aanbl) ¥ty pAYHI]
ves B o
33a. Were trash containers clean? Nno [ b faala; daladll s <ailS Ja 33a
) NA [ any
ves ]
33b. Were trash containers not overflowing? NO O b fAatd e Aalall s <l o 33b
NA [ Gy
ves D e .
2 34, Was the restroom smelling clean & no [ N ! ) Lt g Al Jleadl Ao, <ilS Ja 34
fresh (without any offensive odor)? labanll B Agy S Aad
NA [ gy
X 3 Jaxd alaall 8 @il jaead) guan <S8 da 35
35. Were all the facilities inside the YES e ¢ o = b‘“@: U<
restroom in good working condition? L. wn et
2 require comment when marked ‘No’ no O v gasill o2 MY ALY S 1Y
NA [ ey
3 €(5) Caudai dawdl Acld § e JS I8 3
36. Was the Mosque premises clean? ves [ e ( ). ) ey Ltﬁcjls ‘f; 6
2 require comment when marked ‘No’ no [ v g St :
NA B gy
Comments: sclaadlall [ gabedl)
FOR OFFICE USE ONLY Ja88 uiSall alaadia N
FONWIEETH] L& oY) aal) . o
9 K : : |
% ACTUAL SCORE MAXIMUM | CValuation P
Approach and Cleanliness aslaill 5 ) 8V

Greetings and Initial Checks

Y Sl 5 o

Appearance and Behavior of Ol sl gl el
Staff -

Service Aaasll
Cleanliness - Restroom and Clelaall — adadl
Mosque daall
TOTAL £ sl

Lube change.doc







RHC S/5 987
RUWATLS HOUSING
ADNOC DISTRIBUTIONM
WESTERN REGLON

OESCRIPTION QTY  PRICE TOTAL
YoyagerBronzdl  1.00 50.00 50.00
VoyagerBronzil.  2.00 13.00 26 .00
TOTAL 76.00
CASH PAYMENT 7600

You were served by Uperator 50
DATE 1770372012 12:57 11 51 050 8393

THANKS FOR SHOPPING . .

SERIAL NO.







