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PROJECT : ELARA (FORECOURT- FINAL 2012) PROJECT: ELARA - FORECOURT Pan Arab Research Center w

[ i,w Emarat 1 O g Eppco / Enoc | X 45 Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
203! [ <a(a dpo\_|ZafaPool betpgad [ [ 1 [ |
Gender Height Built [Spectacled Beard | Mustache] Ethnic Groups
TIM ]IS |T [MIF [Yes[No [ Yes [ No | Yes | No_[Indian [PakistaniFifipino [Expat. Arabs] Others:
.DDD-DIDDEEDEDD O 0 K ]
EMIRATE ";ZZ‘I‘;’H" Abu Dhabi |  Dubai Sharjah Al Ain g’::v“a:" Aman | RS Fujairan
O & O O O O O O O
SITE 1D Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
e |54 d5 | 3lo leo leo | |3 | ol 18R 836
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
VISIT vISIT 4
O O O O O o o o o 0O

1.  APPROACH lanall gad 353 e i EY) 1
Scores Critical Areas PRI LA POL] Jatasht
YES [X i 5 e d =
1. Was signage visible from distance of 500 P 5500 e (e hbpeda i cilSds
meters and well maintained? Can be Nno [ ¥ o b L pean Sy T (S g
included only in first run Nva [ . ¥ shsY) B pall/Ad sl
YES pai ,
2. Were lights working and in good Gl saa Allay ay Jed el S a2
2 - Nno [ ¥ g 2
condition at the approach? N TSl (pe b BYY
vA L
YEs K ‘
5|3 Were the lights working and in good no [ y Ghua gy Jaai sl Yl S da 3 5
condition at the forecourt area? N €5 8 5ll diaxd Ashaia
NA [ g
YES Pess
4. Was filling area / forecourt clean and P s Nee pent fge el Gle e
4 fidy? NO [0 ¥ e, dide cldll /Al dihia cilS o 4 4
nA [0 o
YES ey
5| 5. Were the driveway and forecourt free of o ] y oeoida a5l e dilaia g 3okl S 5 5
potholes and well maintained? v fam JS Aliaay Hiall
NA [ o
2. GREETINGS scaa il fAadll 2
Scores Critical Areas Taakadl) Ylaalt Laai
: YES [] o ‘
5|6 Was there any delay in approaching NO B N b gall il 3 el gl dla S da 6 5
customers at the fuel pump = y a4 gl Adae die il M (e
(77-N I
5| 7. Didthe staff approach the driver side of YES IX] s A 0o LSl e bl Bl o 7 5
the vehicle? No [ y ¢kl
+ 1 +
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Scores Critical Areas Lalatt c¥laall Jalaily
8. Were you greeted in a friendly manner ~ YES pi Csbly) L35 3l el cum il S s 8
(pleasant feeling)? NO D N T (z ot
5 | If no, please describe behavior: Was it OIS da il sall gl Ciaa gy ela, Y 1Y 5
arrogant, without any expression, normal e Opladll e JA g el Caaly
etc.... ¢
YES []
9.  Did they request customers to quit G Bl G e o ibsdl b Ja 9
4 ! No [0 ¥ - 4
smoking? v ol
NA K] ek
YES Py
10. Did the staff thank you as you were DS S Laiy @ S Cala sl B8 s 10
5 _ NOo [ ¥ 5
leaving? y oSl
NA [ Lu
3. APPEARANCE AND BEHAVIOR OF STAFF (ol gal W gluy sglia 3
Scores Critical Areas Al el PAYHI]
5| 1. Was the filling staff presentable and well YES pi WY 358 gl At Cilage pedie (S a1 5
groomed? No [] ¥ Gail/Li a5
YES ard
12. Was he able to communicate with & Sealsill e 1508 Gils gl S Ja 12
4 No [0 v A 4
customer? N o
NA [ Gy
5| 13. Was the attendant wearing visible YES [ w0 L ok Ay (55 5 Calagall S Ja 13 5
nametag? Cr grngt daul
9 NO i No vaawae M(&o.c Ui
. YES X o . Lo
6| 14. Was staff courteous / friendly? felahal /o505 silasall S o 14 |6
No [ ¥
4. SERVICE sl 4
Scores Critical Areas Al @Yl Jataisy
YES []
2| 15. Did he follow the instructions on the No [ ¥ Ay o 5 g gall ciladaill Gl sl w8l Ja 15 5
Rahal (Fuel Card)? g E (2580 ede dilhay) Js
N/A i
g| 16 Did he confirm and repeat amountand ~ YES O D858l e s daS e Gl gl S Ua 16 6
type of fuel? i " S\ \EILPAINTY N
® No R s 55 =
g| 17 Did he fuel as per customer’s instructions YES g - Ol Slasded Casa 1AN eda oli Ja 17 6
- Dhs? No [ ¥ $ a2
5| 18. Did he offer to clean windscreen YES [ mi Luige s badl rla et e (aje Ja 18 5
voluntarily? (front & back 3 . ¢ (A alaY1) as
y? ( ) NOo [X @A}SWIWD) (a5 ala¥l)
ES [ 7 7 7 .
5| 19. Were you charged the correct amount? NO D g ania d4adn is (ilhy e il Ja 19 |5
YES [] au
JS Aatall il salels cals oult Al8
6] 20. Were you given correct change? NOo [] b ? ohiall il el }A‘, el da .20 6
N/A o ’
2
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|Scores Critical Areas T Y Lam
. U b g e shaa dgl Cala galt &l 28 & 21
21. Did he provide information about any ves [1 ujjjd > }XM i IS AP
: : - . dia OIS Ja b Jasd) Sdaaall B Agay s 5l
promotions at Service Station? (only in ? e i i
case of active promotion) require Nno [ b (Jadfp vesE gt
comment when marked ‘Yes' g enin il o "ead A Yl S 1Y
N/A i
5. REST ROOMS s(plasdl Jeull §) Al i 5
Scores Critical Areas Tl Ll laai
_ YES i
22a. Were they adequately stocked with all v Ay gpeall e iandl) arans 3 je2e S Jo 223
necessary supplies such as goap? NO SO gall Jia
na [ sy =
ves [
22b. Were they adequately stocked with ali IX] P; Ly gl e el arans 3 jeae <l da . 22b
3 necessary supplies such as toilet tissue? NO qu il (3 3 9 Jia 3
wa O sy Sl @9 20y
22¢. Were they adequately stocked with all ves [1 s PSRRI FATING SO LM 22¢
necessary supplies such as paper towels? NO ¥ ?4.35”!! adliall Jie
(paper towels are not required where fully u\;\m g e Aygllae pe A8 )6l cadlial
operational hand dryers exist) N/A D by /)AOIG\QJN\M) )9‘%3) (AW m s_
(| H f s
23a. Were sinks clean? require comment when YES pr Sl o “}L LSL\JAI
marked ‘No’ no O v g sl e Y ALY LS
nva [ sduy
s $adudas L yall s
23b. Were mirrors clean? require comment YES E’ P ol "\}" LL:?! L—‘J\Sﬁ 230
when marked ‘No’ no O v ga sl (> Al B
nA [ iy
; Shak oY) Cildiaa culS
23¢. Were hand dryers clean? require comment YES D i S d"y“ sy t;:\ 236
3 when marked ‘No’ no O v et > . 3
na B sy Gu'o‘ow@
. ?‘mlu Lall CliSla il
23d. Were dispensers clean? require comment YES & P . }d\ o wgn ?_‘1;51\ L:U\Sﬁ -23d
when marked 'No’ vo O ¥ gt e Al s
na [ seuy
ves
23e. Were toilets and urinals clean? no [ M Shanlai il Al cails Ja 23e
na [ sbiy
X ; i o) ¥ s
2 24a. Were doors clean?require comment when vEs X pr ol ﬁ = I . JA 24a |2
marked ‘No’ o O ¥ el oo MY ALY S )
na [ sbuy
YES prd
24b. Were walls clean? NO E] y 0aadas laadl CulS Ja 24b
NIA D shi Y
YES o
24c. Were ceiling clean? NO [:] ¥ fndas casalt S Ja 24c
na O shuy
ves B
24d. Were vents clean? Nno OO ¥ e2aylai Sl <aiS Ja 24d
nva O shay
3
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Scores Critical Areas Al c¥Laalt pATH]
- ; gy il 31 ils
24e. Were floors clean? YES pr il - "‘;"Llf\.(l;? ,\SJT. "248
require comment when marked ‘No’ no O v G T S s
NA [ sy
YES pai
24f. Were baseboards clean? no O v ki 33l & 5 flailall ), 5 S Ja 24f
NA [ sbsyy
ves X
249. Were grout clean? no [ v falai LU IS U 24g
nva [ shuy
YES pad
25a. Were trash containers clean? NO I:] ¥ Fhidas dalaill iy gla culS a 254
NA [ sbuy
2 . - 2
YES pi
25b. Were trash containers not overflowing? NO D b faill e daladll @il s cailS Ja _25p
NA [ skuy
YES pud N .
2 26. Was the restroom smelling clean & fresh Nno [ N s 0w Limia g Al plaall a3l ) il Ja 26 2
(without any offensive odor)? . Seleall 3 dgy S An31
N/A [ sy
: i Joand aleall i il gl “5i<
27. Were all the facilities inside the restroom in YES g SRl Sl e o ud:.ﬂ
good working condition? . o - T
2 require comment when marked ‘No’ No [0 v gl o2 MY eyl calS 1y | 2
NA [ shiy
YES X i 9(5) s danlt dclE e oS
28. Was the Mosque premises clean? E . - (). 33:11 ; ,,;Li\fﬁ L’JLS ‘Ljr 28
2 require comment when marked ‘No’ No [y Gl e PR 2
NA [ sy
Comments: saaMall / gl
FOR OFFICE USE ONLY hid Cagal aladiuy
T T T FXE TSI -
9 . Evaluation: : |
% | ACTUAL SCORE| maximum | EV@luation >
Approach sl sad a8l [oye il syl | 1
Greetings and Initial Checks A ) Sl y qam il | 2
Appearance and Behavior of Staff Osbsall sluy jelae |3
Service Ladll| 4
Cleantiness - Restroom and Mosque Sl Silaleall — dallail) [ 5
TOTAL g 5aaall
4
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