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PROJECT : ELARA (FORECOURT- FINAL 2012) PROJECT: ELARA - FORECOURT Pan Arab Research Center ﬁ
DG—'\)\A.‘ Emarat [ O s Eppco / Enoc / Eebm Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
L?/ Arom 58] |MERVIN iel8lo]1]
Gender Height Built _ Ppectacled Beard | Mustache] Ethnic Groups
M F JT M ]S |T [MJF |YesiNo [es [ No | Yes | No |indian [Pakistani|Filipino [Expat. Arabs] Others:
ROOROOROOROXROR X O O O O
EMIRATE V;z:tlz:‘ AbuDhabi |  Dubai Sharjah Al Ain g’::v"aﬁ" Ajman Kﬁ:ism':'h Fujairah
O O O O X O O | O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
9121 Z olel ol [ 5]o | o[3 | 0[4 |18¥8]18:59
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday | Monday | Tuesday | wWednesday | Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
vsT T O 0O 0oyt d O o o 0O O

1.  APPROACH daaall gad P2l e i B L4
Scores Critical Areas L) Lol Ll
vEs K1 = i e
1. Was signage visible from distance of 500 Al 500 s e e R e dasllcals da 1
meters and well maintained? Can be Nno [ ki (o hah W jas Sy Taa JS Abiaay
included only in first run nva O ¥ ¥ B pallfAd sl
vEs i ‘
o| 2 Were lights working and in good no [ g b oy Ay deaielpa cilS b2 2
condition at the approach? y oSl (el Y ~
NA O o
YES pi ,
5 3. Were the lights working and. in good Nno [ N v Ay Jeal el ¥l S da 3 2
condition at the forecourt area? y €248 5l s didlaia
NA [ (e
ves I
4 4. Y‘\(/j';’s; filling area / forecourt clean and no [ Y i e s ki ol fdedl Aikie cS Ja 4[4
nA [ ; ,,7‘
YES axd
| 5. Were the driveway and forecourt free of g 7] gy o WA Bl edadihiag Gkl g8 da 5 5
potholes and well maintained? y faa JS0 Alas s Hiall
(T7-N I PR
2. GREETINGS sema 3l fAadll 2
Scores Critical Areas ol eYlaall AN
YES [] & ‘
6. Was there any delay in approaching < calagall bl 8yl gl s S da 6
5 NO ¥ N . 5
customers at the fuel pump e384l ddime e LN (e
Y 4
NA [
5| 7. Didthe staff approach the driver side of YES [ o ign o RSl e alasdl B b7
the vehicle? NO D ¥ el S

+
+

forecourt.doc




2 +
Scores Critical Areas LEW I LANPOR | Latass
8. Were you greeted in a friendly manner  YES [  a Cuslaly) 455 48yl ey g 1) Ads 8
(pleasant feeling)? NO m v ¢ (z e
5 If no, please describe behavior: Was it @ 49 OIS da il sl gl o gy 8 s <Y 1) 5
arrogant, without any expression, normal " tgle Oulatll e Jla g all Caaly
etc.... ¢ &l
DionoT  GireeT . NokRmae LOITHOUT ANY &
EXPRE S S1ONS
YES []
9. Did they request customers to quit oo B G e el il Ja 9
4 No [ ¥ " 4
smoking? N $opaill
NA [X] ok
YES [
5| 10. Did the staff thank you as you were NO N S S Lty o S il gall 3 Ja 10 5
leaving? y ol
Dib AloT 884 THANK You NA [0 u
3. APPEARANCE AND BEHAVIOR OF STAFF il gl gy jelia 3
Scores Critical Areas Al cytaal L
5| 11. Was the filling staff presentable and well YES [X] Y 38l Al (il g yedae (IS Ja 11 5
groomed? No [ ¥ i/ e
YES [X]
12. Was he able to communicate with &o Seal sl o 108 Gl gl S Ja 12
4 No [ v . 4
customer? N ST
NA [0 .
5| 13- Was the attendant wearing visible YES B e eda il oy Gilipd) IS Ja 13 5
nametag? NOo [ y Tz i 50 dand
YES i
6| 14. Was staff courteous / friendly? m . Selahal fopagag oysilasdl S Ja 14 16
NO [] ¥
4. SERVICE daddl) 4
Scores Critical Areas Al YLl Jaad
YES [] o
2] 15. Did he follow the instructions on the No [ ¥ Al o 53 g sall Cladatll Cala sall w8 Ja 15 5
Rahal (Fuel Card)? g ¢ (B eda MLL%) dlA_)
NA X
| 18- Did he confirm and repeat amountand ~ YES Ko D852l g g S e il sall ST s 16 6
type of fuel? NO D ¥ Seflaalina o el
g| 17- Did he fuel as per customer’s instructions YES ] s - 050 Slatlad s G e e BB o 17 6
- Dhs? NO [] ¥ €050
5| 18. Did he offer to clean windscreen @) YES [ a6 g O Bobdl e Canlass alile vae da 18 5
luntarily? (f t & back) X ¢ (Alal Loyt
Dip NGt GECA T S BN mpscreenNO R ¥ (otlally alall) 4
YES B4 o o o
5] 19. Were you charged the correct amount? NO D g flaiaia 4ady lia il @A il Ja 19 (5
YES [] au
G el alial salels (als ool A8
6| 20. Were you given correct change? NOo [J k| S el fled aolel, }d(,e & .20 6
y ‘T
NA T
2
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Scores Critical Areas Al c¥laalt PRI}
.U I <ol glea agf ol gall ol a3 Ja 211
21. Did he provide information about any vEs [1 o u;i:’i\s ‘Sl b i) £l }J“ N 1.3;5 3
promotions at Service Station? (only in ¢ A ;
case of active promotion) require NO D k) (Jwdfpils Q‘f o )
comment when marked ‘Yes’ g e sl (oa L Maad AdaY) S 1Y
NnNA K b
5. REST ROOMS :((sCuS\ e 59) Al ag 5
Scores Critical Areas Lpulal) gl Jlail
ves [0 =~
22a. Were they adequately stocked with all " F: Ay g peialt e el azens 8 e il o 22
necessary suppliesésljch as soap? NO & e gball Jia
No_40AP N N/A E Bk ¥ e
) YES i,
22b. Were they adequately stocked with all Y] ?’; 3y g ealt il sl aren 8 jeae il da 220
3 necessary supplies such as toilet tissue? N sl Cudl il )99 Jie 3
jasl R0 R D e b AX T P ]
No TDILET TISSOE N/A 3k ¥
22c. Were they adequately stocked with all ves ] ard iy g peaalt o Hiesall (et B e <l Ja22¢
necessary supplies such as paper towels? NO D ¥ e48 ) ol cadliall Jia
(paper towels are not required where fully Clitae i g e Ay gllae e Al Calliall)
. . X iy -
operational hand dryers exist) na X s (A 2
; Sk Jubadl cals
23a. Were sinks clean? require comment when YES D px o ,,”y,, ‘i‘Ly‘ f“tsjl; 23a
marked ‘No’ @ no X Yy T o> e
Tr was DIRTY : wa [T sy
: TRadas Ul el cals
23b. Were mirrors clean? require commen ) YES D px o ) ,,Q,, a_,”\:;l‘ ugﬁ 23b
when marked ‘No’ @ no Xy sl o YT ALY il 1)
X m .
WwATER SPots on 1RROR A O ssny
; faalai su¥) Glidse cuilS
23c. Were hand dryers clean? require comment YES m e ) . 6.’,“;, ..U\A‘y\ . ,Sﬁ 23¢
3 when marked ‘No’ no O ¥ gl g T A B ) 3
na [ shuy
. il oy eliall Glikle cailS
23d. Were dispensers clean? require comment YES m pr . ,\' O wygn t-‘\;Y\ . .15?: 23d
when marked ‘No’ no O Y gl o2 MY A S )
na [ smsy
YES pai
23e. Were toilets and urinals clean? NO D ¥ Saiyha Jpuil) 4Kl il Ja 23e
na [ sy
; faidai ol oY o
2 24a. Were doors clean?require comment when YES Xl px _ o s R ,\S dﬁ 24a |2
marked ‘No’ NO D v C_}m_,ﬂ aon MY Al s )
na [ suy
ves [X] s
24b. Were walls clean? no O ¥ iyt el CilS o 24b
na [ siiy
YES % pai
24c. Were ceiling clean? NO ki feaadas el S Ja 24c¢
na O shkuy
ves X
24d. Were vents clean? no OO ¥ fil MLl <l o 24d
NA [ by
3
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Scores Critical Areas Al Nl PN
N N ?“ H P . B ‘ - -ls
24e. Were floors clean? YES pr ol %,,;',\,"“ffwuj .\S"“T. |'24e
require comment when marked ‘No’ Nno [ Y sl o MY Aa ! cals 1y
NA [T sy
ves I
24f. Were baseboards clean? No [ ¥ A0k e @l 2 ol flailall )51 clS Ja .24f
NA [ sany
YES pri
24g. Were grout clean? Nno [ v feiehis LU IS b 24g
NA [T sdy
YES pad
25a. Were trash containers clean? NO D b Tagula daladll il gla i€ Ja 253
N/A [ zhiy )
YES pxd
25b. Were trash containers not overflowing? NO D by il e daladll il gla cilS Ja 25b
N/A [ 3bisy "
YES [] o ]
26. Was the restroom smelling clean & fresh s O) Aty Lidas leall adl il Ja .26
: . No BTy i < 2
(without any offensive odor)? . flobaall gy S day
Dap  gme by NA [ sy
i S Jend plaal) bl Sl gan S
27. Were all the facilities inside the restroom in YES O L el e £ 27
good working condition? - . won + I
require comment when marked ‘No’ ©3 no I v cm A oa o Y Ayl cals 1y |2
HONDORIERS AloT DoRR NG NA [ sy
YES i 9(5) b daiall deld o ie 1< )
28. Was the Mosque premises clean? 0 i ( ). }_dl ) ..;..guiﬁ 9\5 EXT 28
require comment when marked ‘No@ No [0 ¥ =t e PRAl RS 2
0SQUE . .
No M Que A [ sy
Comments: stBadlalf / galesl)
FOR OFFICE USE ONLY Ladd gl FRERI
el B [BGN e §) ) . "
y . : il
E/° ACTUAL SCORE| maximum | EVvaluation +
Approach Unaall sai ol /oy ol JBYI [ 1
Greetings and Initial Checks Y Sl 5l | 2
Appearance and Behavior of Staff Cpibsall Sl jelaa | 3
Service il | 4
Cleanliness - Restroom and Mosque Aty Glabeall — daldail | 5
TOTAL gl
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