SERIAL NO.

] |2]5]1

+ 1 +

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

Déb\-o! Emarat / D & 531/ 5S4 Eppco / Enoc /&ébnl Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
} Name Number Name Number | Name Number
b8 ALan NN
Gender Height Built Bpectacles Beard Mustache Ethnic Groups
M F |[TIM ]S |T [MJF fYes[No Yes | No | Yes | Indian [Pakistani|Filipino [Expat. Arabs] Others:
EDDIDDIDDID[ZIDIZIDD O O
EMIRATE V;‘:Zt'f;‘" Abu Dhabi |  Dubai Sharjah Al Ain ch;T;'a:: Ajman Kﬁ:fm”"ah Fujairah
O O | O =N O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
Z 7z 409 [0[g | 5lo | ol | oj2 |ji:09 11110
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
O @ O O O O ® O 0O O O 0O

1. APPROACH Aanall gai 23N [opa ol Y1 1
Scores Critical Areas Jaalolt claall Lttt
YES" i . e = .
1. Was signage visible from distance of 500 M P 500 e (e di el calS s
meters and well maintained? Can be Nno [ ¥ o st b jean (S Tam S Alian s
included only in first run nA [ éshi PSP
ves [0 o= ,
5|2 Were lights working and in good no [ g sdsamAla s Jesi el ¥l S a2 >
condition at the approach? y C Sl el i8S
NA B g
YES [] o= ‘
3. Were the lights working and in good s Allay s Jead ol pa¥l S a3
2 | Nno [ v T 2
condition at the forecourt area? N €3 8 gl Ads dlaiae
N/A Cidhais
YES B :
4.  Was filling area / forecourt clean and \ - T B T RV T o !
4 tld\f? MO D Y YA ja g Adual <Ll /‘&.\—:—“ dabie S by 4 140
wa [ &j
vES X
5|5 Werethe driveway and forecourt free of g 7] g ordlee gl ededilaioy Skl S Oy 51
y potholes and weil maintained? ' y Cam JS0 Ailas s aadl “
WA [ o
2. GREETINGS tes Al JAadh (2
Scores Critical Areas Al el Salaih
ves [ o
5|6 Was there any delay in approaching Nno [Xl N b pall i g 3 Al s S ds 6 5
customers at the fuel pump N a8 M ddae die L e
/7N I
5|7 Didthe staff approach the driver side of ~ YES px g On S el e cabagall B da 7 5
the vehicle? Nno [ ¥ ¢l
+ 1 +
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Scores Critical Areas A SY Ll PATHI]
8. Were you greeted in a friendly manner ~ YES [J  ai coshl) 235 4y phay ey a1l Bda 8 [7
(pleasant feeling)? NO lz N ¢ (z e
5| If no, please describe behavior: Was it - O da il sl o sl Cia g Aela, Y 5
arrogant, without any expression, normal @ sgle ¢ pdatll (e A g all caaly
etc.... ¢ Al
No C'E E¢ TING ¢ e
YES []
4|9 Didthey request customers to quit Nno [ y o S G e gkl cdb Ja 9 4
smoking? y il
L7795 I
YES []
5 10. Did the staff thank you as you were . NO ¥ o8 i Laiy & Sy Cala gl A da 10 5
leaving? N SO
Did ot $AY THAN £ oL NA [ Gy
3. APPEARANCE AND BEHAVIOR OF STAFF 10l gall gl g she 3
Scores Critical Areas Aol @¥laalf PATH]]
5| 1. Was the filling staff presentable and well YES Kl o LY o 8 gl A5t Caliga jedae S o 11 5
groomed? No [] y $laul/ls ya s
YES [X] o
12. Was he able to communicate with &e Jealsill e 108 Gaka gl S Ja 12
4 Nno [ . 4
customer? fusil
Y v
NA [T
5| 13. Was the attendant wearing visible YES [ baale el A8lay (o0 alasall S a3 5
nametag? No [ y 7 s 5 dad
. YES ] au e e
61 14. Was staff courteous / friendly? felakal /o505 5abasall S Us 14 (6
No [ bl
4, SERVICE dadll 4
LScort;s- T ‘"Critical Areas B Al @Gl o L83
Yes [] o2l
fo| 15. Did he follow the instructions on the vo [ v Bl e 52 sa sall Siladaill ala sl 8 Oy 15 5
Rahal (Fuel Card)? ' . V(a5 ede Ay Uls
NA X
a| 16. Did he confirm and repeat amount and  YES M TSl EhsdaS e Gl S 16 |
LO type of fuel? No [J ¥ adlie e lly °
gl 17 Did he fuel as per customer's instructions YES au - sl Sl s Gal e B s 17 6
- Dhs? NO [] N §ad )
5| 18. Did he offer to clean windscreen @ YES [ w0 o bl zla s b dlle (m e Ja 18 5
voluntarily? (front & back ¢ (aladly Y1) dus
010 noT I);F(ﬂfae ™ gu—'ﬁ” NO E ¥ ( 3 =tedl)
YES [X i X
5| 19. Were you charged the correct amount? NO [-] (": flainia dnby clic Lk A gl Ja 19 15
YES K] o
JS Al aduadl satels waly o) 4G
6 20. Were you given correct change? No [ b ? shiiell gl Balely ﬁj‘, pfs 20 6
N ‘T
NA [ .
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Scores Critical Areas Agului) a¥lawl) Jataily

T g gl U cilashae ) Calagall Gl a8 o 21
21. Did he provide information about any ves [ ua))d = )lu i s o
. . - . dhhuﬂdhgkﬁ)?w\@wjﬂ\
promotions at Service Station? (only in * e T
case of active promotion) require no [ ¥ (Jndfpit3 o= S )
comment when marked ‘Yes' g el M ALY CalS 1)
NA [X 4
5. REST ROOMS ;(e&.ﬂl [l 55) L fdae 5
Scores Critical Areas At Ll PAN]
_ YES pd o L
22a. Were they adequately stocked with all O g - Ay g peall e el auens 3 je3e S Ja 223
necessary supplies such as soap? NO o glall Jia
va [ sdkuy S
YES 5
22b. Were they adequately stocked with all@ X ‘”; Ay gl il issal) aaan 3 e S Ja 22D
3 necessary supplies such as toilet tissue? o el il 39 Jie 3
No TISsu €5 AumPoLE wa [ swyy e
22¢. Were they adequately stocked with all ves [ prd 4y 5 peall Dl isall g B3 il Ja 22¢
necessary supplies such as paper towels? NO D y 48 ) ol cadliall Jia
(paper towels are not required where fully Cildiaa i dic dgglhae e A )6l i)
operational hand dryers exist) na X ossny (Y1
faadas Judaall ol
23a. Were sinks clean? require comment when YES X e il ';.Y" %‘LY\ . ,\Sﬁ 238
marked ‘No’ no [ ¥ et e A s
A [ sy
; Padala ) el culsS
23b. Were mirrors clean? require comment YES m px gl ,,\1',, 4_\.::.1!\ wls(\jb! 230
when marked ‘No’ no O Y Cal alls e ) s
NnA [ smuy
; faadat Y Cldise S Ja 21
23c. Were hand dryers clean? require comment YES ‘Z] i s \M "'sij,, . L;;y\ R ,\Sﬁ 23c
3 when marked ‘No’ no [ b g Al e T Ayl 2B 3
na [ sy
: Saada -y eleall LSl S
23d. Were dispensers clean? require comment YES &] e . ‘ o g L;Sl\ < “;.A‘ 23d
when marked ‘No’ no [ Yy g sl o MY A S )
wa [ ey
ves Kl =
23e. Were toilets and urinals clean? NO D ¥ viadas ol A S s 23e
- wa [ ziay
y ) X i eaday b ot s
2 24a. Were doors clean?require comment when ES o o 4‘1‘:‘? \_;‘Ji i zﬂ 24a |2
marked ‘No’ Nno O N caia sl a MYT AYT AS
nwa [ asy
YES IZI pr
24b. Were walls clean? no [ b faadas el il da 24b
wa [ sy
ves [
24c. Were ceiling clean? NO D ¥ feaal el S Ja 24c¢
R Y
ves Bl
24d. Were vents clean? NO [:] N faadas dball cilS Ja 24d
na [ sbuy
3
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Scores Critical Areas Ll YLl Lta
24e. Were floors clean? YES M pri . ?%ﬂ&,‘:‘faﬂ‘ quS d“. 24e {
require comment when marked ‘No’ no [0 v gl oo MY AaY) s 1y
NA [ sy
YES i
24f. Were baseboards clean? Nno [ v Ak s all - ol /lailall 1) 50 S Ja 24f
NnA [ sy
YES I s
24g. Were grout clean? Nno [ v Sy LU IS da 24g
NA [ sy
YES axi
25a. Were trash containers clean? NO D ¥ FRgda dabadl) culy s S Ja 25a
NA [ sy
2 YEs 1 = 2
25b. Were trash containers not overflowing? No [ b flaild e daladll cilygla cuilS Ja .25b
NA [ skiy
YES id L )
2 26. Was the restroom smelling clean & fresh Nno [ y ) Osy) e Aadas Llaal) u—vb wLS da .26 2
(without any offensive odor)? flalaadl gy S3ad
NA [] shiy
27. Were all the facilities inside the restroom in YES [H  pai  JS% desdslaadl (8 il jeatl ns @LS?::E: 2
20 e commentuhonmarkea o N0 Oy gl oa " ey s 1y |2
NA [] shiy
28. Was the Mosque premises clean? YES D pud ?(E),% —»Mf: ‘tfb s JM“JLS JA 28
2 require comment when marked ‘No' Nno [0 ¥ Tl o2 Y A cus 1y
- N/A m Sshiyy
Comments: slBanal [ Gadailt
FOR OFFICE USE ONLY
= — — ,
Approach sl s adiil /oe b a@YI [ 1
Greetings and Initial Checks Yl a il | 2|
Appearance and Behavior of Staff Osilasall Soluy olia | 3
L Service Laall] 4
[ Cleanliness - Restroom and Mosque vl Gllend) — dallill | 5
L TOTAL gy_aﬂ
4 +
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