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SERIAL NO.

7169

+

2
Pan Arab Research Center E

G\Jh! Emarat I D 45/ S Eppeo / Enoc / D 4 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
009 (11 []
Gender Height Built Spectacles] Beard Mustache Ethnic Groups
M ] T IM [S [T [ M ]F JYes]|No|Yes]|No|Yes | No |indian [Pakistani[Filipino [Expat. Arabs] Others:
IZDDIZDDIDEIZIDEDEIEIEI O O
EMIRATE V;zz:z:‘" AbuDhabi | Dubai Sharjah Al Ain g:‘;‘aﬁ" Ajman K'::ism‘;'h Fujairah
O O O O O O X O |
SITE ID Month Date Amoynt {Dhs) # of vehicles # of staff Time In Time out
00316 Ol4 | 114 ol8 OlL |0|R 20:18 R0:59
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 ST 0 O K|V O O O O O O
1. APPROACH AND CLEANLINESS O PRV R |
Scores Critical Areas Lyt c¥laall Ltadl
vEs I o .
1. Was there proper sign to the Lube no [ q dhic e AVl daial gdadolia S da 1
changing bay? Syl i
nva O ahyy
. YES a
3 2. \é\:g:;it;zé%be changing area clean and NO D Y %A e Aadai oy et dikie ciS da 2 (3
na O by
ves [] . ,
4|3 Was there any oil leaking and fallingon R N e de gy cuill s gl @lia S ds 3 4
to the floor of the lube bay ? S 3yt dilaia 3 Y
na [ siy )
vyes A
2| 4. Were the waiting area and table clean? NO d b} Saaday Al gUall g Uany) dshie cilS Ja 4 (2
nA [ sy
5. Wasth levision in th iti YES D =
21> Woariinge?te evision in the waiting room NO E] N ¢ Uiy 4 ¢ L;! Jems s S Js 5 (2
No TV indhe noom Na DA sy
ves 0 = o I
6. Was the board displaying complimentary - ] q Al lgle el Al i cils ds 6
services neat and clean? Aaai 5 A0 ja Aplaall Glaadldl
nva DA amny
2. GREETINGS AND INITIAL CHECKS A g Sl g a2
Scores Critical Areas A} Laall pATH)]
3| 7. Was there any delay in approaching ves [ px Pl 8 b Al ol i G a7 3
customers? No B y SOl san Cala gall
8. Were you greeted in a friendly manner ~ YES Y« QENE Gsll) Wil il S ds 8
(pleasant feeling)? NO |___| ¥ $ (zode
S da rcaks gall o gl Cam gr a8 2la 5 Y 1Y
51 If no, please describe behavior: Was it Lf ‘e ij i{; j:ﬁ c.'J.‘ ‘15
arrogant, without any expression, normal G AR 08 L )y el
etc..... ?_,,CJ\
+ 1 +
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Scores Critical Areas Al YLl Ltai
9. Did he guide your vehicle for positioning ygsg E ; Ll Sl 1 sl b oy ol 15
3 at the stopper and asked you to switch = :‘“ oo o e 5! "lfq dA -9 3
the engine off? no [ Y Sl oalal of elia a5 Ll Cilayy
10. When asked by customer, was the s < Graadl ya als gall o Lo
5 attendant knowledgeable of different ves ] pr i};;‘ ‘:I: ‘ );‘ ,:‘: /i ﬁ? d!y e .10
grades of oil, filters and their relative No [ g A aidrel (‘h S
benefits? Tleia JS 3f 58
YES X i
4| 11. Did he offer the waiting area to you? NOS ?: SV A8 pe b JhuY elle e b 11 |4
12. Did the staff thank you as you were YEs B et e .
4 leaving? NG D q ?Jdmuﬁw&ﬂﬁu@g&}dleb&jz 4
3. APPEARANCE AND BEHAVIOR OF STAFF ragS sl g Cuili gall glia 3
Scores Critical Areas I LAY PR Jalail
13. Wasth f f th d YES E e~
. t i t . - .1
3 anzsﬁd;?um orm of the attendant neat NO D ¥ Sl e Gl ealall Gilh gl JSds 1313
NnA [ sy
YES o - .
3| 14 Was the attendant wearing visible NO E q e Alay (535 3 353 pall i gl S Ja 14 3
nametag? ‘ T i 0 4l Lgale
Could notsoadthe neuue . wa [ amyy
_ ves B W . .
3| 15. Was he able to communicate with No [ q &e dealsill e 108 Galasall S Ja 15 3
customer? LSEYB
NA [ sy y
vEs I
41 16. Was staff courteous / friendly? NO D ¥ Slaal/ls oy cals gl K Ja 16 | 4
NA [ gy
4. SERVICE Aaill 4
Scores Critical Areas L) Ll L}
L S Caed Gl Gl 8
3 17. Did attendant check whether you need ves [] px H:J)_Lijﬂ)jﬂ A.aL.aY Cé:i :Jﬁ A7 3
; L) Jp ol S biG 2
top up or complete oil change? NO M y e JuslL,
3| 18. Did attendant check with you whether ves N pr A S 1 Lad i cals sl (3385 Ja 18 3
only oil is to be changed or oil with filter? no [ N ¢ ildll g 30 o dadd ey W s
19. Did he check using gauge the quantity ~ YES [] and el Sy 3 6 gse (el il gall B o 19
3 required to be topped up and informed - G Gl Sy e I el il 3
you? NO Sellly il Lyl
Do Sl 0 e (B8aill cabs gall B8
3 20. Did the attendant check for oil leakages YES E el u:; \_/Ijul_i )m“' L ‘}{i\_‘?‘ dﬁ: 20 3
under your car from filter and drain bolt? 0 N S e A
] N
3| 21. Did the attendant drain the used oil YES 4 Jeud Sl IS i el gl B8 Ja 21 3
completely from your car? No [ Yy el s (e
2| 22. Did he ask whether you want the engine  YES O A Al el e g gk ol @il da 22 2
to be flushed and did it if you agreed? Tliad) go Ja 5 iy
NO N 5 &
3| 23. Did the attendant fill the correct grade as  YES = N da g 55 Adlaals s sall B8 Ja 23 3
you requested? no [ y il Al damall
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Scores Critical Areas Aunlult el L\ai

5| 24 Diaherequestyou o e ey 1 YES Bl e s, e Gl o of el b 24 1
minutes? no [ ¥ fbaiy 4883 B3l St dlla
3 25. Eid t_he.attendant ensure that the carter YES IE px uﬂ;ﬁdﬁuﬂ f;;:h jﬁﬁ 25 3
olt is tightened and there are no leaks? NO 0O y e 3l
26. Did attendant carry out the following Llaall Clasadll ol pb absall B Ja 26
complimentary checks: -agial
ves [
31a. Battery Water top up NO D Y 1 el ole ddl) 31a.
na O sdy
ves A
31b. Coolant Water top up NO O b} coolant/awll sle i) 31b.
N/A % Shi Y
YES i ]
31c. Auto Transmission Fluid top up NO D P’:} R JlP w’ @L‘“ 31c.
(Osdipandt sl
na [ asiy
YES ad
31d. Brake Fluid top up no [ Y Jejdlcyjlal 31d.
nva [ sy
ves A~
31e. Gear Oil top up no [ ¥ oA plen; Bl 31e.
na [ sl
ves A
31f. Airfilter cleaning no [ y Sl lhakn 3f.
Na [ by
YES oo
31g. Wiper Water top up Nno O y a5 Claliead ole L) 31g.
na O shuy
YES aui
31h. Clean engine using air gun no [ Y elsell udea plaaiuly o el Cilai 31h.
na [ sany
3| 27. Were any of your questions related to ;!;S ?’; aalaidl il e gf e ‘%ﬂé\;f‘ ﬂ—w ds 27 3
lube change answered? S 3 et ddany
nva [ shuy
3 28. aig (t;r;? :;.taff place the mileage sticker in :ES % e’; diﬁu;f;tj?;i@ﬁﬁ;iﬁ 28 3
' NA O gy 5 sl
YES p
41 29. Were you offered a receipt voluntarily?  NO [:] ¥ S A2Ed Jhay e (e Ja 29 14
wa [ sany
5. REST ROOMS AND MOSQUE daanall g (plaall [l 55) Aal g 5
Scores Critical Areas A Yl PR}
3 30a. Were they adequately stocked with al! YES e A5l Sl Jlud) aueas b jeae <ilS s 302 3
necessary supplies such as soap? NO ¥ Saslall Jia
No_Soap NA [ gy -
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Scores Critical Areas Fla YLl Lladl)
ves ] =
30b. Were they adequately stocked with all no [ P: A g palt e linnall asen 3 3¢ae il Ja 30b
necessary supplies such as toilet tissue? cull gl (g 199 Jia
Na [ sy
30c. Were they adequately stocked with all ves [ axd A g mall e il e 3 eae S o 30c
necessary supplies such as paper towels? NO D v 48 o) idliall i
(paper towels are not required where fully Cliiae 55 die dygllaa e 438 ) adlidl)
operational hand dryers exist) NA B by ()
31a. Were sinks clean? YES & g o ?Qﬁ,af;ﬁ\igb‘ma
require comment when marked ‘No’ NO D ¥ Gt P ) e )
NA [ gy
H Paada; Ul yall cuilg
31b. Were mirrors clean? ves O ol - :"ny;‘;ﬁdz"sm
require comment when marked ‘No’ NO D ¥ = 2 el !
No mirioY NA B by y
; $aglai 50V Cldiaa CailS
31c. Were hand dryers clean? ves O e o gl ’ Qg'\iy"g—‘a_,l;mz\sd‘g‘.mc
require comment when marked ‘No’ Nno [ by Tl > e !
No hawd drﬁet NIA iy Y
H Paadai ¢ steall LSl cuilS
31d. Were dispensers clean? ves O . j:H et "y:_laia.y:—_gtsd:si31d
require comment wilen marked ‘No’ no O ¥ (G SRS el !
NO O\AQP&Y\IET N/A Edﬁhu‘i
ves B
31e. Were toilets and urinals clean? no [ y Al Sl 264 cilS Ja 31e
na O gy
. faaday o A il
32a. Were doors clean? ves B o gl "ufg" -:‘5:‘1\‘1‘ i\;‘?}\ﬁza
require comment when marked ‘No’ NO D ¥ G > HES )
va [ gy
ves B
32b. Were walls clean? No [ ¥ 3adai el oS s 32b
NA [T sy
ves B
32c. Were ceiling clean? no O ¥ feanday casdl S o 32¢
Nva O gy
ves B
32d. Were vents clean? NO D ¥ faah; Mual s Ja . 32d
NA [ sy
; LF TR ISNIIERTY
32e. Were floors clean? - ves [ e o %,,YESYESJTA‘BZE
require comment when marked ‘No’ no BB ¥ G T o st :
Y ves B
32f. Were baseboards clean? Nno [ ¥ ik 50l & ) Milall )51 cilS Ja 32f
na [ sbuy
ves A
32g. Were grout clean? no O Y fiubi I3 IS Ja ,32g
wa [ gy
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Scores Critical Areas EERI (O POA Llail
YES [] o
33a. Were trash containers clean? no [ kb faids doladll Wlygla cilS Ja 33a
) NA B abuy )
Yes [
33b. Were trash containers not overflowing? NO [] 3 Tl e daladll byl cilS da 33b
NA BY iy
Yes [J o ]
2 34. Was the restroom smelling clean & Nno K N ) Q) Linia g Al Jlaall Aail ) cilS Ja 34 5
fresh (without any offensive odor)? plasdl 2 Agy S A
<mell NA [ oy
2 ; Jaxi slaall 8 il agadl) aea il Ja
35. Were all the facilities inside the YES e — e&‘.m dsd; 35
restroom in good working condition? L. N T e
2 require comment when marked ‘No' VO O v T e 2
NA [ aisy
3 £(8) ki apanalt dcld ol e oIS
36. Was the Mosque premises clean? YES D = ( ), );Jl ) ,,;‘,:, LL‘;;TA}?‘ST}T -36
2 require comment when marked ‘No’ no [0 v et o a3l e 2
N/A Gy
Comments: s GlBadlall [ gaeil)
e
Les © noom Very ,
N ! e o =
Shoy chd not hvure #Mter — O‘th% Sloele
No HHND(/DR‘H;E , m:(ﬁo&” INp  DISPENSER ~ pupULABLE

FOR OFFICE USE ONLY

L Al ladid

Uacwall A Jalasl NN .
% ACTUAL SCORE Wasau | Evaluation: e
Approach and Cleanliness Adlaill 5 o yBYY |1
Greetings and Initial Checks | ¥} <ilSudally s il |2
/é\'?ap;fearance and Behavior of il gal) S ghs el |3
Service Zeasd) (4
Cleanliness - Restroom and Cilalaall — dillalt |

Mosque daeall
TOTAL £ sadall
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