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Pan Arab Research Center @

O <kl Emarat / D 45/ <4 Eppco / Enoc I E 44l Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
/ /2 Name Number Name Number | Name Number
o4 _ [ L[]
Gender Height Built bpectacle§ Beard Mustachel Ethnic Groups
M F |[TIM]S|T [MJ]F JYes[NojfYes|No Yes | No | Indian [Pakistani|Filipino [Expat. Arabs] Others:
ROOOROOOROROK O O X 0O O
EMIRATE V;:Zfi’: AbuDhabi | Dubai Sharjah Al Ain g’:v';“a::" Ajman Kﬁ:ism‘:'h Fujairah
l O O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
19 | 0|5 | o2 6| 3 oly | ol2 |20.28|20:56
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 TR O 0O vIsIT O O O O O O
1. APPROACH AND CLEANLINESS -ABUA ¢ il By 1
Scores Critical Areas Tl Ll Llai
Yes [X] aal o .
1. Was there proper sign to the Lube no [ q dihie o WYalldsal yda gl dllia S a1
changing bay? T 1 ypad
na [ sy
. YES pxl
3 2. \c/’\:;a:ntigzélf?be changing area clean and NO D ey A pi Atk i€ da 2|3
na O sy
ves [] ) )
4|3 Was there any oil leaking and falingon  \0 g g e ae gyl ot gl Gl K da 3 4
to the floor of the lube bay ? $Cuy M i Ashaie b )Y
na [ sy ?
YES ey
214 Were the waiting area and table clean? NO [ ¥ il Al Uyl ddhie cilS Ja 412
nva [ sdaiy
o ) YES o
2 5. woarii;hge?telewsmn in the waiting room NO D Yyl A b S seoilill AS Ja 5 |2
va [ aday
ves 4 o -~ g .
6. Was the board displaying complimentary . [ q Al Lo el Asll cols da 6
services neat and clean? faddai g 43 ye Anlawall Claaald)
va [ sey
2. GREETINGS AND INITIAL CHECKS A Sl g cua Al L2
Scores Critical Areas Ayl ciflaall Iatail
3|7 Was there any delay in approaching ves [] pr T gt SEENL R L O C Y 4 3
customers? no R ) SOl g Cala gall
8. Were you greeted in a friendly manner ~ YES & px cslul) A0, a8 kb s M S s 8
(pleasant feeling)? Nno O Yy S (z e
TS U idh gl & gl i 31 28 2la ) <Y 1)
5| If no, please describe behavior: Was it Lf S . L:;l j:; . j:E . J.,‘ ‘15
arrogant, without any expression, normal ¢ s o DI o
etc..... S‘,,,CJ\
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Scores Critical Areas Ll YL PETHI]
9. Did he guide your vehicle for positioning Yes M uliall G I als )l Cala galt 6 Ja 9
3 at the stopper and asked you to switch ol ek o elie il g Ll ‘a.u_’ 13
the engine off? Nno [] ¥ el ik a8 bl Gl
10. When asked by customer, was the . S da craall (pe Cali gall J fu Larie 10
5 attendant knowledgeable of different ves [X o Ztsgn - ).{\ d:’: p ‘ind .],}.m e ’ 5
grades of oil, filters and their relative No [] y I ) &j"_ AR
benefits? fleia JS Xt g8 g
YES [X| : . .
4| 11. Did he offer the waiting area to you? NO [.] ‘: § Uanyl 43 e GBI e e da 11 |4
12. Did the staff thank you as you were vEs K e it eng | . .
4 leaving? NO D y .JJLLH-—HSLQ{.H&)SAQL_QL}A”F‘&LXA 12 14
3. APPEARANCE AND BEHAVIOR OF STAFF S oluy Cpiligall jekia 3
Scores Critical Areas Al YLl pAH]
_ YEs I
3 13. Z\ézsﬁ?;?umform of the attendant neat No [ Y 9L e eslall Gili sl il S b 13 3
NvA [ sy
YEs d B '
14. Was the attendant wearing visible e Ay (o5 5y 3 5m gl Gl sall S b 14
3 No [ ¥ . 3
nametag? $z a9 danl Lgile
Coued NoT _RerD  Namg NA [ gy
ves K . .
15. Was he able to communicate with & deal gl e 138 Gala sl IS U 15
3 No [J ¥ - 3
customer? sl
NA [ gy
YEs [
4| 16. Was staff courteous / friendly? No [ ¥ Sadal/ls g3 5 Cals sl IS Ja 16 [ 4
NA [ sy
4. SERVICE il 4
Scores Critical Areas L) Sl “Lalash
R ; “5lS o Gopedd 3iail el oAl LG
17. Did attendant check whether you need YES (X o u u L_U,uj P yd e 17
3 top up or complete oil change? R0 e ol ALY st ) 3
p up P ge: NO D y ¢ LS,
3| 18. Did attendant check with you whether ~ YES [A px 28 S 1 Lad ie il gall (38a3 Ja 18 3
only oil is to be changed or oil with filter? No [ M) €l 5 a0 Bl dads 3l puas
19. Did he check using gauge the quantity ~ YES B s b o s st Gl il ol LG O 19
3 required to be topped up and informed e W 3l A I Gl i) 3
you? Nno [ ¥ Sl Qi gl
4 T P I SO IR TS
3 20. Did the attendant check for oil leakages YES et uﬁ):;ﬂi) )ﬂﬂ"w bjifl :ﬁ 20 3
4 . . "
under your car from filter and drain bolt? NO D y e
3| 21. Did the attendant drain the used oil YES 0 dantaall 0 S g i Cals ) ddda 21 3
completely from your car? No [ Y Sl jlus (ye
2| 22. Did he ask whether you want the engine  YES [4 P ey adl ey e o) @il Ja 22 2
to be flushed and did it if you agreed? Nno [ y o] o Jla 4 Gllyy
3| 23. Did the attendant fill the correct grade as  YES 9 axd Sl A /e 58 ABlals Cala ool JE G 23 3
you requested? Nno [ y el Al Aagaiall
2
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Scores Critical Areas T8 el Laiay

24. Did hg requgst you to start engine and YES m A a8 g el Jadi o i il Ja 24
3 leave it running for one and a half O i Aad aa) Ll Ala 3 3
minutes? no [ ¥ fiduaiy 4 Saal Jpldd o
.V A e /Al geba o (e calssall X6 Ja 25
3 25. Did the attendant ensure that the carter YES m Lo :S)m);u):d 44"-‘,;\);\5.« j e Aide 3
bolt is tightened and there are no leaks? NO D y tcu sl
26. Did attendant carry out the following Ailaall Cliasadll o) jalo calagall B Ja 26
complimentary checks: salisl
ves K m
31a. Battery Water top up no O b Ay il ele dilizl 3a.
nA [ abuy
ves [
31b. Coolant Water top up no [ b coolant/a sl ¢le 2iLz 31b.
Na O iy
YES m o Y138 2l JBG jlea ) Ailial 31
31c. Auto Transmission Fluid top up NO D b e e CR IR ¢
(O spanatt )
nva [ sy
ves K
31d. Brake Fluid top up no O ¥ deil eyl 31d,
na O sdyy
ves (.
31e. Gear Qil top up NO | b it /el y ALl 31e.
Nna [ ks
ves i
31f.  Air fiiter cleaning no O 3 ol ks 31f,
na O sy
ves D
31g. Wiper Water top up no O N gla sl lalinal el dils) 31g.
na [ sy
ves M
31h. Clean engine using air gun Nno [ N el et alaaiuly o el Cadas 31h.
va O ssuy
, ves 0 &=~ .. o L. -
3| 27. Wereany of your questions related to 0 g el dtilind (e gl e Y @i da 27 3
lube change answered? NO eyt s Aglary
nA I sy
, .  vyes - s 0 Geake g Calasall 5 Ja 28
3 28. 5:2 (t:t:: gtaff place the mileage sticker in NO D N s L 3 il /2 sia sLSH 3
na [ auy 5
ves
4| 29. Were you offered a receipt voluntarily? ~ NO O vy S0 bis) 2Bl Jeay e aje da 29 (14
na [ sy
5.  REST ROOMS AND MOSQUE saawaall g (alaad) el ) Aol M i .5
Scores Critical Areas Ayl YLl Jalaity
3 YES i 3
30a. Were they adequately stocked with all % I 2y spall Sl il aaens 8 je2e <iilS Ja 302
necessary supplies such as soap? NO ¥ S0 gball (Jia
na O gssy
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Scores Critical Areas E IR LN PR pATH]
ves 4w~
30b. Were they adequately stocked with all vo O ‘a; Al il il maeas 3 jeae cailS Ja 30b
necessary supplies such as toilet tissue? Sl 3y 39 Jie
NA [ gy
30c. Were they adequately stocked with all YES A A el Gl il & 85630 S Ua,30c
necessary supplies such as paper towels? no OO v A, ol idlial) Jio
(paper towels are not required where fully Cligae 895 dic 4ygllae e 4 )l ailial)
operational hand dryers exist) NA [ Gy y (Y
- o s
31a. Were sinks clean? YES m pu o il ,"Y':J-;J\::-‘yrtﬁsd?‘.31a
require comment when marked ‘No’ no O b G el Al es
nAa [ sy
: Ak Ul ol oo
31b. Were mirrors clean? ves Kl px ol 4:‘;‘,: N iyr'ulstsd‘; "31b
require comment when marked ‘No’ no [ ¥ ol o2 YT Y s 1y
NA [ sy
- TR T
31c. Were hand dryers clean? YES e . '4‘43& gfzj:ftt:ﬂu‘slsd‘: "310
3 require comment when marked ‘No’ no [ ¥ el o Ll s 3
NA [ sy
s Ak ) sliall cilikle cuilS
31d. Were dispensers clean? YES p o et "Y':—i L;}Hw 'lsdT'l.31d
require comment when marked ‘No’ no [ b Tl (o2 MY LY s i
NA [ asny
YES pos
31e. Were toilets and urinals clean? NO D ¥ fgdas Jrpall 1S culS o 31e
NA [ goyy
32a. Were doors clean? YES i o mﬁ,,‘f\{f‘ ‘ulelSdT "328
require comment when marked ‘No’ no [ ¥ g sl o YT ALY cils 1y
/7N I EFAN
YES pad
32b. Were walls clean? no OO v iy ol S s 32D
nA [ sbuy
YES s
32¢. Were ceiling clean? Nno [ ¥ b Ciudl S Ja 326
NA [ gy
ves [d
2| 32d. Were vents clean? Nno [ Y fhidas MLl cilS Ja 32 |2
NA O @iy
32e. Were floors clean? ves KX] pud o ?M#"u;%fi;‘ﬁflé&d?‘.?ﬁe
require comment when marked ‘No’ Nno [ y gl (o YT ALY cals 1)
NA [ Gy y
YES pad
32f. Were baseboards clean? NO E] b'e S48k sac ) & o /haitadl 15 el Ja 30f
NA [ ghyy
ves A
32g. Were grout clean? no [ Y b 30 oIS da 32g
NA [ gy

»
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Scores Critical Areas FEWIRLIEET PR Ja\ailt
ves D
33a. Were trash containers clean? Nno [ b faqdas daladll iy o S Ja 332
7
2 S - 2
YES axd
33b. Were trash containers not overflowing? NO [ 3 flails e daladll iy gla <ilS Ja 33b
NA [ Gy
ves X - ]
o |34 Was the restroom smelling clean & no OO0 ¥ s} Cs) Alinia s Aisdii alaall Aad) ) culS o 34 2
fresh (without any offensive odor)? falenll 8 A S Aad
NA [ iy
3 Jazd alaall 8 Cl peadll asea S Ja 35
35. Were all the facilities inside the ves B e a2 S s
restroom in good working condition? L. I Tae
2 require comment when marked ‘No’ no [ ¥ @“J‘” R A L 2
NA [ ey
; £(3) ki aawadl Ael 5 e 0S8
36. Was the Mosque premises clean? YES D a ( ). );\H ) g Ltﬁcjtsﬁ 36
2 require comment when marked ‘No’ no [ b cat el st : 2
NIA D i
Comments: sctBBadlall [ gaadll
0Sa  Lons mepfiNG A Nawme  Thty  But COuwb NoT READ
THe Name -
FOR OFFICE USE ONLY 183 iigalf PAREW N
sl Blaily Ll ey aal . 2
9 : | : : {
o ACTUAL SCORE MAXIMUM | CValuation P
Approach and Cleanliness aatdaill 5 o By 1
Greetings and Initial Checks | &35Y! lSpdilly cua 51 12
Appearance and Behavior of ils eall & "
Staff Csibagall Al y seae 13
Service aedll 14
Cleanliness - Restroom and Clalasdl — Adlaill 5
Mosque dneall
TOTAL £ 3aall
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SouQ_AL BATEEN 969
BATEEN AREA
ADNOC DISTRIBUTION
: ABU DHABT

DESCRIPTION QTY  PRICE TOTAL
VoyagrSilveriL 4,50 14.00 63.00
TOTAL 63.00
CASH PAYMENT 63.00

You were served by Operator 1
DATE 03/03/2012 20:56  T1 S3 01 7949

THANKS FOR SHOPPING. .

SERIAL NO.

1185







