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PROJECT : ELARA (FORECOURT— FINAL 2012) PROJECT: ELARA - FORECOURT Pan Arab Research Center%
Dﬁa\}a,\ Emarat | O wsss Eppco / Enoc IR g Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
4 Name Number Name Number | Name Number
039 Amon | 5051 FAT kompg | 11O 6[F]7
Gender Height Built Spectacles] Beard | Mustache| Ethnic Groups
TIM S 1T IM I F [Yes[NojYes[No Yes | No |indian [Pakistani]Filipino [Expat. Arabs| Others:
EIEIIDEIDIDIEIDIZ]IDEI O O
EMIRATE V;:Z‘lz:‘ Abu Dhabi |  Dubai Sharjah Al Ain ‘é’:‘:’“a;‘: Aman | RSA | Fujairah
O X O O m O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
., * 1
g/ olelo]g | FHo [ oli | d1 [20i15K0. 4
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
vst TR 0 O O 9 ® visIT O O O O O O

1.  APPROACH laaall gad 23 e Gl BN 1
Scores Critical Areas Al et Jataalt
YE 5 P .

1. Was signage visible from distance of 500 s 5500 s e e dgije dasll calS da 1
meters and well maintained? Can be Nno [ Y o kit L yeaa (Say T S0y Llan s
included only in first run na [0 . 3 P gWAPEN]

YES pti ‘
2. Were lights working and in good sl s Alay Ay Jesl sl Y S a2
2 A no [1 ¥ 2
condition at the approach? N TS (e b yBYI
NA [ g
YES pod ‘
5|3 Were the lights working and in good no [0 0¥ G Ay Jeai el Yl il Js 3 2
condition at the forecourt area? N 348 gl Al ddlaia
NA O
Yes I =
4. Was filling area / forecourt clean and 03 m o ma e Ll f3 el Aalate ol
4 fidy? NO [0 ¥ Sijedadas oLl /il dikie cilS Jo 4 |4
NA [t
YES [R. o=
o| 5. Were the driveway and forecourt free of o 7] g e 2585l ede Aihaies Gkl S 5 5
potholes and well maintained? g faa S Alasy jiall
NA O o
2. GREETINGS toua Al fAadll (2
Scores Critical Areas Dpalalh eVl Luai
YES [
6. Was there any delay in approaching cala gall ol Bl 8 el Sl S a6
5 No [ Y e 5
customers at the fuel pump N €368 5l ddimn ie LY (e
NA O u
57 Did the staff approach the driver side of YES m pd A o LS all e dhasall Bl a7 5
the vehicle? no [ y el
+ 1 +
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Scores Critical Areas Al o LiE
8. Were you greeted in a friendly manner ~ YES [X] pad slaly) 43y 4k oy il S da 8
(pleasant feeling)? NO D ¥y S (z e
5 | If no, please describe behavior: Was it OIS da b el o sl Caa s Asla Y 5
arrogant, without any expression, normal sgle el e JA ¢ 5l Caaly
etc.... ?---é‘]‘
YES [J
4|9 Didthey request customers to quit No [J N O Gl LY e b gl b Ja 9 4
smoking? ¥ Tonailf
N/A ey
YES [J
5| 10. Did the staff thank you as you wer, No 4 N 5 S Ly o Sy el sl W5 10 5
leaving? @ g £l
Dip NOT _38Y_tHark \oU NA O g,
3. APPEARANCE AND BEHAVIOR OF STAFF 1 Gl gal) dolug gda .3
Scores Critical Areas Al Lol PATHH(]
5| 11. Was the filling staff presentable and well  YES pd Y 38 0 Lt il g pedae IS a 19 5
groomed? No [] Y /s
YES axd
12. Was he able to communicate with o ol sl e 1508 Gals gl S 8 12
4 N [0 v : 4
customer? N Cos
NA [T
5| 13- Was the attendant wearing visible YES [R]  ax ledde eday dalay oy Cala sl S Ja 13 5
nametag? No [] ¥ Sz sea 50 4anl
YES i
6| 14. Was staff courteous / friendly? m &~ felahal [epdgas o silasdl S s 14 | 6
N No [ v
4.  SERVICE el 4
Fgcores Critical Areas Al L Jataaly
YES [] ad
2| 15. Did he follow the instructions on the No [J v ey e 33 gl cilagdatll Cals gl & da 15 5
Rahal (Fuel Card)? y (25850 e d8lay) Js
N/A i
g| 16 Did he confirm and repeat amount and ~ YES [ s D085 25850 £ sl A e il all T s 16 6
type of fuel? NO D N Claabise PRLIREIR
| 17- Did he fuel as per customer's instructions YES [¥] s - sl Cladel Cua AN ey A3 o 17 6
- Dhs? No [ ¥ f a0
18. Did he offer to clean windscreen @ YES [] w8 i obll zlaj Cadaii elle m e s 18
S voluntarily? (front & back) NoO [ ¥ ¢ (A el A 5
DINNDT DEEER 1D CLERN XOINDSC EEEN ; :
YES [X] i .
5| 19. Were you charged the correct amount? NO E ?: laaia dady ia il Sl il Ja 19 |5
YES ]
S8y el aliall salels als ool a1
6] 20. Were you given correct change? No [ ¥ ? il gaall salely )‘d‘, P ds .20 6
N Vs
NA [
2
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Scores Critical Areas

FIIC R PR Jalailt

21. Did he provide information about any
promotions at Service Station? (only in
case of active promotion) require
comment when marked ‘Yes'

T sl Jsa il shea A4 calagall ell 038 da 21

ves [] e llia (IS Jla g8 i) Sidanall (3 Ay S0

no O ¥ (il 2 e ]
c:u.'a}ﬂ\ > e Gay cas 1)

nA T8
5. REST ROOMS s(plaad full 55) a2 L5
Scores Critical Areas Il ¥ laal PAH|]
YES L
22a. Were they adequately stocked with all no [ ?: Ay syl il ) arens 3 jeae ClS o 223
necessary supplies such as soap? o sball Jia
NIL%”"* ¥
YES :
22b. Were they adequately stocked with all O P: 4y 5 pall il Hwall arans b jeae il da 22b
3 necessary supplies such as toilet tissue? NO u.d\ 9ill (399 Jia 3
na [ sbuy e
22¢. Were they adequately stocked with all ves [] axi Ly gl il lineall aaans  jeae ClS Ja.22¢
necessary supplies such as paper towels? NO D N “A,a”l\ wadlall Jie
(paper towels are not required where fully Chlidae i g8 2o dysllae pe 458 ) ol Calliall)
operational hand dryers exist) N/A IE by Y (3891
: ¥l Julad) calS
23a. Were sinks clean? require comment when YES @ px L all " ,,L}“ w d“ 23a
marked ‘No’ no O ¥ gl o2 YT Y S Y
na [ sy
; Al U el cails
23b. Were mirrors clean? require comment YES m P _ "3}" . ’\:.;3, w\sﬁ 23b
when marked ‘No’ Nno O ¥ gl o2 YT ALY IS )
na [ ssuy
; fandy ) Gladae S
23¢. Were hand dryers clean? require comment YES m P L all . “*;:f;, "—JL;Y\ wlsﬁ 23c
3 when marked ‘No’ no O v g Al g2 MY ALY SIS 1) 3
na [ sy
: iy ) gilall CisSle CuilS
23d. Were dispensers clean? require comment YEW o L. \ o - \.> : u&ﬁ -23d
when marked ‘No’ no OO v g sl o2 MY ALY IS )
na [ shuy
ves M a
23e. Were toilets and urinals clean? no [ ¥ Tiglas el LS4l il s 23e
na [ sbiy
s il Y1 e
2 24a. Were doors clean?require comment when YES X o L. «fb: N Y] . .\S “h’ 24a |2
marked ‘No’ o O v Al o2 T ALY S 1Y)
na [ siuy
YES pos
24b. Were walls clean? NO D N faadas Uapall S Ja 24b
NA [ sbiy
ves A
24¢. Were ceiling clean? no OO ¥ il Gl IS Ja .24¢
NA [ sy
ves D4
24d. Were vents clean? no O ¥ faadas MLl S Ja 24d
nAa [ sbay
3
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Scores Critical Areas Al LY pAN]
24e. Were floors clean? YES m pai L. Y%,ﬁlﬁ“fﬂ‘ Ct’ls JA. 24e
require comment when marked ‘No’ no [0 v Zra sl oa o YT ALY s 1y
NA [ sy
ves X o
24f. Were baseboards clean? Nno [ ¥ A4k sac il & o) flaitall i 51 culS da .24f
NA [ sy
YEs M
24g. Were grout clean? no O v T L3I S da 24
NA [ sy
YES [
25a. Were trash containers clean? NO D ¥ FAglas daladll il s culS Ja .25a
9 NA [ suy 5
YES pad
25b. Were trash containers not overflowing? NO D ¥ flaild e dalaill Gl da il Ja .25b
NA [ skisy
YES [ L ]
2 26. Was the restroom smelling clean & fresh no [] N ot s) Adinia s didas pleall A1) il Ja 26 2
(without any offensive odor)? Flolasdl 84 S a3
NA [ sy y
; S Jaxd plaall 3 <ol il TS
27. Were all the facilities inside the restroom in YES 12' p Sk dete M viQ?
good working condition? . o - T
2 require comment when marked ‘No’ No [ ¥ Cm sl o2 Y Y g1y (2
NA [ sdiy
YES i §(3) abad aaeall deld f e S
28. Was the Mosque premises clean? [ o ( ), }1”” ’ ";:Limjts ;fr 28
2 require corr;ment when marked ‘Ng Nno [y S et : 2
0 ) .
No Mos gug. (c) A [ sy
Comments: scdaaslall [ Gadasl
FOR OFFICE USE ONLY hd Cigalf PARENh
Uaaal) B LA 1§ ) . -
° : : T audilt
% | AcTUAL score maximyy | Evaluation |
Approach bl g ol /oge alEY) [ 4
Greetings and Initial Checks Y Sy i [ 2
Appearance and Behavior of Staff b gl sl g jelaa | 3
Service Lall | 4
Cleanliness - Restroom and Mosque Snually Glaleadl — dilhill | 5
TOTAL £ 3anall
4 +
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