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PROJECT : ELARA (FORECOURT~ FINAL 2012) PROJECT: ELARA - FORECOURT‘

Pan Arab Research Center &
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SHOPPER CODE DATA ENTRY EDITING CSA SR. #
6 Name Number Name Number | Name Number
WH | cpa ool | =mcoQaof [Merad [\o[Flel2]
Gender Height Built Bpectadesl Beard | Mustache] Ethnic Groups
TIM[S | T [MF |Yes|No|Yes]NoJYes[No |Indian [Pakistani[Filipino [Expat. Arabs| Others:
E]DDDIDIDEIEEHZIDDDEI O O
EMIRATE ";:Ztlf)’n“ AbuDhabi |  Dubai Sharjah Al Ain ‘(’)’L‘x‘a;‘:" Ajman K‘;:ism‘gh Fujairah
O O O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In | Time out
oqlqlal|l ela3 |olé |90 oo | e lY Sl2 |ip-06 |I0711
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sundayl Monday I Tuesday ] Wednesday[ Thursday 1 Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
vst "M R O O O vsr | O O 0O O O O
1. APPROACH rddasall gad AXEIY [0 R (|
Scores Critical Areas Tl el AN
YES X i . T .

1. Was signage visible from distance of 500 K %500 m e i dadl s a1
meters and well maintained? Can be Nno [ kb (ot bt W pas (Say T JSy Dl
included only in first run va O . b B EWIEAPN

ves [0 w .
2. Were lights working and in good el saa Ay aydal el paY cilS a2
2 | no O v h 2
condition at the approach? Sl e b @Y
, b ;
N/A Gkl
YES [ & ‘
5| 3. Were thelights working and in good no [ ¥ o Al Jad sl sl S da 3 2
condition at the forecourt area? y €3 68 ol A Adlaia
NA X
YES s
4 4. X\é;s) filling area / forecourt clean and NO D Y A e s Aadas oLl Al Aibie cS Ja 4 |4
na [, ,,?'
YES @ e
5| 5 Were the driveway and forecourt free of g 7] g el 280 e dihiag gkl g8 da 5 2
potholes and well maintained? N S JS5) Aliaay Hiall
NA [ o
2.  GREETINGS soma il fAsasl 2
Scores Critical Areas Aaubadl) claall g
ves [J a _
5 6. Was there any delay in approaching NO [X N cabagall f @1 8 pali gl dia < da 6
customers at the fuel pump a8 sl ddae 2ic (LM (e 5
Y -
NA [ L
5|7 Didthe staff approach the driver side of  YES X o Agn e S pall (e calagall o B a7
the vehicle? No [ ¥ ekl S
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Scores Critical Areas LI IR JLAN PR Jalais)
8. Were you greeted in a friendly manner ~ YES p G shal) 43 5 Ay g ey a3l ada 8
(pleasant feeling)? NO El y ¢ (z e
5| If no, please describe behavior: Was it Ol da il pall gl Caa gy B Sl Y 1 5
arrogant, without any expression, normal sgale ulatll e Jla 5 all oty
etc.... £
YES []
9. Did they request customers to quit oo SRl G e 0 silsall Cills Ja 9
4 ; NOo [ ¥ ' © 4
smoking? v fopa il
N/A Gk
YES i
10. Did the staff thank you as you were A S ey o S8y ala sl Wi s 10
5 _ No [ v 5
leaving? y oAl
NA [
3. APPEARANCE AND BEHAVIOR OF STAFF 10l gall Hgleug jekia 3
Scores Critical Areas Al ¥l Jala il
5| 11- Was the filling staff presentable and well YES [~ pi Y 2850 Aa Calh g pedie S Ja 11 5
groomed? No [J v S/l ya s
YES [X] o
12. Was he able to communicate with & deal gl o 108 Calhgall S Ja 12
4 No [ ¥ : 4
customer? N SOl
NvA [ Giahay
5| 13. Was the attendant wearing visible YES B lee ek By iy Galipd) IS 13 5
nametag? € guia g1 dal
9 No [ Y Moy % Ty
YES i
6| 14. Was staff courteous / friendly? X e Selahal fopagas osibgall S Ja 14 16
No [J ¥
4. SERVICE daadll 4
Scores Critical Areas Ll ¥l Lias
YES [] =
2| 15. Did he follow the instructions on the No [T ¥ ks e 53 ga sall ciladaill Calh gall 23 Ja 15 5
Rahal (Fuel Card)? ¥ (a8l eda Alay) Ja
N/A sl
g| 16- Did he confirm and repeat amountand ~ YES P Syl g s A e Gilasall ST s 16 6
type of fuel? NO [ y Slaalis e il
g| 17- Did he fuel as per customer’s instructions YES K - Ol Gladad s GI5AN eday 8 o 17 6
- Dhs? No [ N $ a0
5| 18 Did he offer to clean windscreen YES B cun 8okl ol Caplas ele w=e da 18 5
voluntarily? (front & back) NO D y § (A ol ands
YES : .
5] 19. Were you charged the correct amount? m e lania 428y ¢lie (il A il da 19 |5
NO [] v
YES [] = .
JSdy Al il sale L aly ol o6 i
6| 20. Were you given correct change? No [ b ? hiall - }d(, e s .20 6
v ‘rsaa
NA D L.
2
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Scores Critical Areas

PR (O PR Jalail

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

. asod Jsa e glaa A Calagall @l 238 Ja 21
ves OO e Y0 OIS Jla i) Piaaal (g im0
no [ ¥ (Jadfpils e g

@.\'A‘,ﬂ\ > p" eyl cals 1y

NIA s
5.  REST ROOMS s(plaadl feull 5) Al i 5
Scores Critical Areas Lol Ll sl
ves [
22a. Were they adequately stocked with all _ e’: 4y ) y_udall ila Jliusall pen 3 Jee S b 223
necessary supplies such as soap? NO hghall Jic
N/A D Sk qbl God e oa)l)
_ ves [1
22b. Were they adequately stocked with all 3 v ‘UJJJ*A“ u\AM‘ 35 jexe S Ja 22b
3 necessary supplies such as toilet tissue? NO O s m - u.\SU-‘-“ 3299 Jie 3
na O 36899/ - 05 Guo ggg%
22¢. Were they adequately stocked with all ves 1 et a5 peall ‘-’-*‘-Uwr@j%-.‘ 5 jese <ilS Ja,22¢
necessary supplies such as paper towels? no [X Yy 948 ) ol idiliall Jie
(paper towels are not required where fully lidaa 857 dic dyglhe ye 44 ) ol Calliall)
operational hand dryers exist) nva O ’*‘@Lﬁ/?rﬂx o s ¥ () o
aadad Juldll culs
23a. Were sinks clean? require comment when YES pr Sl g i“‘éy‘ wgﬁ 23a
marked ‘No’ no O ¥ grasl 2o T Al s
na [ sbuy
: aaalas Uil cilS
23b. Were mirrors clean? require comment YES pr ol "Y“' . \:;\ ulsﬁ -23b
when marked ‘No’ no O v grasll e YT ALY s )
wa [ ssuy
faaglas gl Clidae S
23c. Were hand dryers clean? require comment YES D pd g G:J;, :\Aw uuﬁ 23c
3 when marked ‘No' no O ¥ ‘ G 6‘(‘)‘ e 3
A B sk \0 (<A)|()12090;;>cud
H Caaylas Lall cliSle cuilS
23d. Were dispensers clean? require comment YES (4 P o ‘ o NI L;Y\ . 'Lsﬁ -23d
when marked ‘No’ o O ¥ gra sl 2 YT A SilS )
na [ shuy
ves A o
23e. Were toilets and urinals clean? NO [:I ¥ eaayday Jeull el S Ja 23e
na [ sy
Caadas ol ; )
2 24a. Were doors clean?require comment when ves & pr o wgn g 3 k:“.\s JA 242 |2
marked ‘No’ no OO ¥ gl o T ALY S )
na [ sdy
ves X
24b. Were walls clean? NO D ¥ faaday Uandl S Ja 24b
NA [ sy
ves [X
24c. Were ceiling clean? Nno OO ¥ il Gl (S Ja 24c
nA [ sy
ves X o
24d. Were vents clean? NO O ki faguka Mliall clS Ja  24d
nA [ sy
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Scores Critical Areas Al SN Laall Llail
24e. Were floors clean? YES pd 2 all Y%,ﬁ%ﬂ‘ uE dk. 24e
require comment when marked ‘No’ o O v sl o MY ALY s 1y
NA [ sy
YES pd
24f. Were baseboards clean? NO D ¥ faddas saclall c A /R i 5 cilS Ja 24f
NA [ sy y
ves X
24g. Were grout clean? Nno O v Sl L3 S da 249
NA [ by
YES ad
25a. Were trash containers clean? No [ ¥ gk Aabaall iy sla il Ja 253
9 NA [ sy 5
YES oy
25b. Were trash containers not overflowing? NO D b flaild e daladll iy gl culS Ja 25h
NA [ sbuy
YES [ o ]
2 26. Was the restroom smelling clean & fresh no [ g &) Os) Lhaies Ak dlaad) dail) cilS b 26 2
(without any offensive odor)? flplaadl 4 S Aa
NA [ iy ”
: iy e laadl 3 il jgadl -5i8
27. Were all the facilities inside the restroom in YES e S vi: ol
good working condition? e W LN g 1
2 require comment when marked ‘No’ Nno OO v sl o MY A s 1) 1 2
WA [ shuy
E 3 £(5) akai aniall Acld 5 e S
28. Was the Mosque premises clean? ves [] e ( ). J.dl ) ";L\iﬁﬁ "JLS E‘T 28
2 require comment when marked ‘No’ NO D b Gl TR s 2
. NA [X] sbiy
—
Comments: sUialal) / galaill
FOR OFFICE USE ONLY Lid Ll aladiuy
Upecal) BED [ LEE oY1 wali ]
0 . ion: wijl
% | AcTUAL SCORE| masimum | Evaluation +
Approach Uaadll gas @l e il @Y1 | 4
Greetings and Initial Checks LY Sy qam il | 2
Appearance and Behavior of Staff Cuibsall gl selae |3
Service Laall | 4
Cleanliness - Restroom and Mosque el y Gilalaall — déllaill | 5
TOTAL £ 3axall
4 +
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