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PROJECT : ELARA (FORECOURT- FINAL 2012) PROJECT: ELARA - FORECOURT Pan Arab Research Center @
[0 «w Emarat 10 asws Eppco / Enoc / ga_x,m Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number | Name Number | Name Number
[0]5 hrosn_[s051 [Fernandes 1721019
Gender Height Buillt _ Bpectacles] Beard | Mustache] Ethnic Groups
M F [T [MIS|T IMTI[F |Yes[No [Yes [ No [Yes | No |indian [Pakistani[Filipin [Expat. Arabs] Others:
ROOROONOOROROK X O 0O O O
EMIRATE V;ZZ‘;:‘“ AbuDhabi |  Dubai Sharjah Al Ain gm‘a:" Ajman Kﬁ:ismA'ah Fujairah
O O | O P O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
STETE D16 [O1F [ 618 | ols 013 [16:41]16:30
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 T O o|v O O O 0O | ® O3

1. APPROACH sl gad 2 000 il BN 1
Scores Critical Areas Al ¥l i
YES Sy s da
1. Was signage visible from distance of 500 R Jie 500 a0 o e A e Al culS da 1
meters and well maintained? Can be No [ ¥ o b jema (S Tua Sy Alsa
included only in first run na O . ¥ PN ESWIAPN
ves [0 a ‘
o| 2 Were lights working and in good no [ gy wida Uay 2y Jasielpayl S a2
" . ] . 2
condition at the approach? N COSll (e b Y
N/A adal
ves [ ‘
5|3 Were the lights working and in good Nno [J N &8 B gy Jasi el ¥l il Ja .3 5
condition at the forecourt area? N €3 68 51 A Adkaia
NA R
vEs [ o=
4 4. X\C/’:;’s? filling area / forecourt clean and NO D Y S ey Ak oLl [Adl) Ailaie calS Js 414
nva [, ,57
YES Pes;
o| 5. Were the driveway and forecourt free of o [] g Gedda 3gsll eda dibaiay okl S ds 5 2
potholes and well maintained? g Saa J< Abaany Jaall
NA [
2. GREETINGS sua il fAadl 2
Scores Critical Areas Al c¥ ) Jataih
YES [] &~ .
5|6 Was there any delay in approaching No [X N Cala gall ) 81 8 el gl dlia S da 6 5
customers at the fuel pump y fa gl ddime aie (LN e
NA [ a
5| 7. Didthe staff approach the driver side of  YES P L (30 A8 el o abasadl Bl da 7 5
the vehicle? No [ ¥ el
+ 1 +
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Scores Critical Areas Lol Lol Lm
8. Were you greeted in a friendly manner ~ YES [K]  ax G sbaly) 435 48y yhay ol il Aada 8 r
(pleasant feeling)? No [ v ¢ (z ke
51 If no, please describe behavior: Was it OIS da b sl ol Gaua g Aelay v 1y 5
arrogant without any expression, normal sgle ¢ oplatll e s ¢ 5 el Caaly
etc... £
YES [
9. Did they request customers to quit o= Sl Gl e o silasall Gl Ja 9
4 No [ v " 4
smoking? N oAl
NA R L,
YES K] i
10. Did the staff thank you as you were ST S Ly & St ol gl Adda 10
5 | No [y 5
eaving? N MBSO
VA O s
3. APPEARANCE AND BEHAVIOR OF STAFF (Cnibgall Sgluy selia 3
Scores Critical Areas At C¥L Jatast
5| 11. Was the filling staff presentable and well YES [X] s Y 35850 a3 il g selaa S Ja 11 5
groomed? No [J y Slasl/0s e s
YES [ )
12. Was he able to communicate with e deal il e 150l Cals gl S s 12
4 NOo [ ¥ ] 4
customer? SOl
v
NA O g
5| 13. Was the attendant wearing visible YEs [X] M gle ek dal ¥ cabagall S Ja 13 5
nametag? No [ y T sa 99 4l
. YES [ YT
6| 14. Was staff courteous / friendly? felhal fopasas ¢y sibagall S Ja 14 | 6
No [ ¥
4, SERVICE dadll 4
@ores Critical Areas Al YLl Jala i
YES [ w
2| 1. Did he follow the instructions on the NO [ vy Aol sasmsd cladall Gl &5l da 15 2
Rahal (Fuel Card)? v € (255l ede ddllay) Jls
N/A by
g| 16 Did he confirm and repeat amountand ~ YES [ aui D858 g gy haS e Cilagdll T o 16 6
type of fuel? NO D N Selaaline e ol
g| 17- Did he fuel as per customer's instructions YES [X]  axi - O3l Sladled Caa AN e ey Bl Ja 47 6
- Dhs? No [J ¥ $ a0
5| 18 Did he offer to clean windscreen YES [ = Lus G0 8okl s 5 Cadan elle w=e da 18 5
voluntanl ? front&b ck ¢ (Alal oY1) anuds
DinnoT CansereeO E b4 ( s )
YES ] . . |
5| 19. Were you charged the correct amount? NO D g flaiaa dads dlic Ll Al Sa 19 (5
YES ] a
JE Al adedl salel Calh galf A
6] 20. Were you given correct change? No [ b ¢ el e, }de ei e .20 6
¥ raa
NA O] gu
2
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Scores Critical Areas Al YLl Jalaitt
. el Jea Cilastae 4l s gall cll 228 Ja 21
R L . YE. U‘JJ"“ > ] I .
21. Did he growde mforrpahon gbout any S D P A S Jla i i) Sianall 3 duny g 51
promotions at Service Station? (only in 4 T
case of active promotion) require No [ ¥ (Jad/pits o= ¢
comment when marked ‘Yes' g g sill o s e A QS Y
NA T
5.  REST ROOMS (elaad fedi 53) Aai M i 5
Scores Critical Areas P O PR s
YES i,
22a. Were they adequately stocked with all % (”; 4y gl il el paeny b je2e <l Ja 223
necessary supplies such as soap? NO S slall Jia
na [ ahiy S
' ves B o~ . L
22b. Were they adequately stocked with all O « 1y gl b liuall maens 3 jee S o 220
3 necessary supplies such as toilet tissue? NO cull gl (399 Jie 3
wa O] abny S
22¢. Were they adequately stocked with all ves [0 w8 S5l e iusall et 3 je2 <ils Ja.22¢
necessary supplies such as paper towels? y~ [] ¥ 4.8 ol cadliall Jia
(paper towels are not required where fully Cliina g3 die dyslhae e 438 )l Calliall)
operational hand dryers exist) N/A m BN (I3 o
; S Juladl colS
23a. Were sinks clean? require comment when YES m px o gl ':y" i‘;m fulsﬁ -23a
marked ‘No’ NO | b st e dla ) s )
NA [ shiy
: Saaydas W ol culS
23b. Were mirrors clean? require comment YES m px Gl ,,\},, . '\::;‘ R 'I_S‘-\»\ -23b
when marked ‘No' no O Yy gl o MY YT a8 )
na [ sy
; fhadn (sl Glidse CailS
23c. Were hand dryers clean? require comment YES m P _ . Ls:;!,, - \Aﬁ\ wtsﬁ -23c
3 when marked ‘No’ no [ v g sl 2 YT ALY B ) 3
na [ sy
; faalss O slaall cilifle cwils
23d. Were dispensers clean? require comment YES m o . \ o g L;.\j\ w\sﬁ -23d
when marked ‘No’ no O v gl o T A a8 )
na O sbiy
ves [
23e. Were toilets and urinals clean? no OO v Saigles Jpal Al colS Ja 236
na [ sy
3 sk NI
2 24a. Were doors clean?require comment when YES m px . . ' . _LS "h 24a 12
marked ‘No’ o OO ¥ gaa sl 2 MY Y S
va O ssey
YES pai
24b. Were walls clean? no O ¥ Sl el CilS Ja 24b
va [ sy
YES psi
24c. Were ceiling clean? Nno [ ¥ sk il S Ja 24c
vA [ sy
YES pad
24d. Were vents clean? Nno OO0 ¥ faidas MLl cailS Ja 24d
NA [ sy
3
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Scores Critical Areas Dl mﬂ
- (" R D . -
24e. Were floors clean? ves [ ol %,ﬁ?‘fij ! ‘uj\isdﬂ‘i'l.24e
require comment when marked ‘No’ @ no X v grasll o MY Ay cals 1y
OATER. ON THe FlooR na [ iy
YES pxd
24f. Were baseboards clean? no O v a4 ac @l - ) failall )50 il Ja 24f
NA [ smsy
YES pad
24g. Were grout clean? NO D b feadas LMl IS 249
NA [ sy
YES [X]
25a. Were trash containers clean? No [ b $alas dalaill iy sla cilS Ja 253
2 NA [ 3biy 5
YES [X]
25b. Were trash containers not overflowing? No [] ¥ flaild e dalaall wly s cilS Ja 25p
NA [ s
ves o e ,
2 26. Was the restroom smelling clean & fresh Nno [J g st Qs) Linia g Al plaall A1) S o 26 2
(without any offensive odor)? flalaall & 4y S Aa0
NA [ 3diy
; & Jaxd alaall 3 @l jendll “iS
27. Were all the faciliies inside the restroom in YES [ pas S dord dlaall 8 il il gm0 Vg:.27
good working condition? . - ek
2 require comment when marked ‘No’ no [ v sl om i YT Ayl il 1y | 2
NA [ sbiy
Y i £(5) kst dnaaall AelE o e S
28. Was the Mosque premises clean? Es [ o ( ). N .,;f Ui;"—ft 95 ‘:lr 28
2 require comment when marked ‘NCL@ Nno [0 0y G PR N 2
[ A .
No Mos@ £ N/A PRRRN
L1
Comments: salaasiall [N
[\l
W No Maseuos -
FOR OFFICE USE ONLY Jald Ggal) aladiuy
Unal) BA LM oY1 sl . .
[+) g . . -t ,
% | ACTUAL SCORE| masmum | Evaluation il
Approach Anadl sai 03l /e il jaEY) [
Greetings and Initial Checks WY il s il | 2
Appearance and Behavior of Staff bl sl jeha | 3
Service Lasll | 4
Cleanliness - Restroom and Mosque Saaally lalead) — ikl | 5
TOTAL £ saaall
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