v

) N .
D 2\ L SR REREE
SERIAL NO. ’
+ 1 + +
A8,
PROJECT : ELARA (FORECOURT- FINAL 2012) PROJECT: ELARA - FORECOURT Pan Arab Research Center w
[ i w Emarat 10O g Eppco / Enoc / 45 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
. ‘“ Name Number Name Number | Name Number
. } o
200 [cxga Aot | Caca Aol [Mover LRI IS0
Gender Height Built _ Bpectacle§ Beard | Mustache] Ethnic Groups
MI1F |[TIM][S}TMIF ['Yes [ No | Yes | No | Yes [ No |indian [Pakistani[Filipino [Expat. Arabs] Others:
DDDDDDDEDDD O ]
EMIRATE V;z:‘li:‘ Abu Dhabi | Dubai Sharjah Al Ain ‘é’:v':‘ai‘:" Ajman Ki;sm‘:h Fujairah
O ol ololo|o[lo|lod] R
SITE ID Month Date Amount {Dhs) # of vehicles # of staff Time In Time out
()qé 2 e & 2473 |50 | % o |3 |12 357120457
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday l Sunday | Monday | Tuesday lWednesdayI Thursday ] Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAYOF
Vv VvISIT
i B OO0 0 o0 ® O O
1. APPROACH sddaaall gad a2ERN [ohe i B8N 1
Scores Critical Areas Fadad) alaal) pATHI]
YES i . T .
1. Was signage visible from distance of 500 EON e 500 2 e e A e dalll S da 1
meters and well maintained? Can be Nno [ k| b i W puan (S S JS Al
included only in first run na [T . ¥ Lo B pall/AL sl
YES [ ‘
2. Were lights working and in good sl sy Ay s Jai sl gl il a2
2 a no [0 ¥ 2
condition at the approach? SOSAl e b @Y
Y O
N/A fad
ves [ e ‘
5|3 Were the lights working and in good No [ N Ghiun gy Jaai el ¥l S da 3 5
condition at the forecourt area? N €3 8 gl At dadnia
NA X g
YES o2
4. Was filling area / forecourt clean and e tes em fge el Srln. e
4% ey NO [0 ¥ e dils cldl) Alail Ashis S o 414
nva [ ;,-’
YES [X] o
5|5 Were the driveway and forecourt free of o [7] g o WA ol sde dibiag 3okl S s 5 5
potholes and well maintained? N fam I Dliaa piall
NA [T g J
2. GREETINGS sowa Al fAadll 2
Scores Critical Areas ) eyall PR
ves [0 o o
6. Was there any delay in approaching e Cala gl oyl i gl dia S a6
5 NO ¥ LN 5
customers at the fuel pump N €348 5l ddima 2ie L (e
NA [
5|7 Didthe staff approach the driver side of ~ YES e Lga 0o Al e cilagall yB Ja 7 5
the vehicle? Nno. [ y ¢ skl
+ 1 +
forecourt.doc




Scores Critical Areas At el Llasl
8. Were you greeted in a friendly manner  YES [ axi Gashaly) 435 48y jhay ey 3l Ads .8
(pleasant feeling)? No [ ¥ f (z e
5 If no, please describe behavior: Was it OIS da ek gall sla (o g Aelay Y 13} 5
arrogant, without any expression, normal sgle «ulatll e A ¢ g Al Cacaly
etc.... Rl

)
YES [] .
9.  Did they request customers to quit O Bl G I e sl sall il b
4 ; NOo [ ¥ " 4
smoking? y $ i il
vA B
YES [
10. Did the staff thank you as you were 5 S Ly o Sy ol gl Gl Ja 10
5 . No [ ¥ 5
leaving? y SOl
NA [ . )
3. APPEARANCE AND BEHAVIOR OF STAFF 1Ol gall ol ebaa .3
Scores Critical Areas Al S Jalas
5| 11. Was the filling staff presentable and well YES [X] s Y 385l Aad il o edae S Ja .11 5
groomed? No [ v i/l e
YES [X]
12. Was he able to communicate with e deal gl e 10 Cals gl S Ja 12
4 Nno [T v _ 4
customer? v ol
NA [ g
5| 13. Was the attendant wearing visible YES [ ey Ay (o3 Cala gl IS U 13 5
nametag? No [ N ﬁJOM T a5 dansl
YES i
6| 14. Was staff courteous / friendly? lzl = felilal fopnga s salasadl S Ja 14 |6
No [ ¥
4, SERVICE rdaadll 4
gores Critical Areas Akl el Jalasty
YES []
2| 15. Did he follow the instructions on the No [ ¥ Ay o 53 o gall clasdaill Cali gall w3l Ja 15 5
Rahal (Fuel Card)? N ¢ (35850 ede i) Ul
NA [,
g| 16- Did he confirm and repeat amountand ~ YES [  ax DR E N g sy heS e Gala s ST a 16 6
type of fuel? NO D N Telaalina Lo el
g| 17- Did he fuel as per customer's instructions YES [f] s - Ol el o G ey B8 Ja 17 6
- Dhs? No [ N f o
5| 18. Did he offer to clean windscreen YES [ o b sobdl zla 5 Cadas elle v=ue s 18 5
voluntarily? (front & back) NO m « 3 %Qﬂ&/ ;‘s(géulj elal) s
YEs o &~ 0 T - ,
5| 19. Were you charged the correct amount? NO L__I g flasaia 4ady dlie il A dudl a 19 |5
YES [] w
S Al alialt salel il gall A8
6] 20. Were you given correct change? NO [ ¥ ? il fadl 2alel, }A‘, el e .20 6
¥ T
na X
2 +
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Ecores Critical Areas

Lol Ll Jalailt

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

. ua_g‘)ﬂ\d};u\.a_,hagu‘&_ﬁh}d\z_ﬂeﬁ& 21
YES [ o8 T e e s L) Sl i s 50
Nno [ ¥ [(BEUA IS
g sill o M Y calS 1)

nA L
5. REST ROOMS :((l;ﬂi <l 59) Aaliudge 5
Scores Critical Areas FERIR TR PN | Jalaity
ves B =
22a. Were they adequately stocked with all e Ay g pualt e jliasell arany 8 jene CuilS Ja 223
: no OO ¥
necessary supplies such as soap? S0 gall Jia
NA [ by L=
YES
22b. Were they adequately stocked with all E é": Ay pall e el ayans B jeae CulS da 22b
3 necessary supplies such as toilet tissue? NO u.m,.m 3499 Jie 3
. ool PR
NnA [ sy
22¢. Were they adequately stocked with all ves [1 Ay g el e sall gan B Se0ne <ilS Ja 22¢
necessary supplies such as paper towels? NO D ¥ 0438 ) ol (adliall (Jia
(paper towels are not required where fully Cildiaa g5 die dygllae e A 5l Calliall)
operational hand dryers exist) na B sy (31
; Sk Julaadl S
23a. Were sinks clean? require comment when YES IZI pr L. " ,,L}“ u JA 233
marked ‘No’ o O v el a8 )
nAa [ sbuy
i Saauda Wi yall a
23b. Were mirrors clean? require comment YES pr ol "ﬁ" . \:j\ u\éﬁ 23b
when marked ‘No’ no O Y g sl o MY ALY S )
na [ osiy
; fhaday suY Cildiae il
23c. Were hand dryers clean? require comment YES P L all . ‘éf';., t_lb'y\ . ,\Sﬁ 23¢
3 when marked ‘No’ Nno L] ¥ grasill o2 MY ALY S 3
nva O shiy =

23d. Were dispensers clean? require comment

YES "“'L T SRR o sieal SiaSle S s 23d
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when marked ‘No’ no [ g sl o YT ALY S 1Y)
nva L sy
ves
23e. Were toilets and urinals clean? NO O ¥ fandai Jpll Al cilS Ja 236
na [ sny
faads Ll eV e
2 24a. Were doors clean?require comment when YES m pd L. d‘:k: N s L:“_\S “’h 24a | 2
marked ‘No’ no [ ¥ gl an M MYl S 1)
na [ sy
YES % o
24h. Were walls clean? NO ¥ faady (Uasall <illS da 24b
A [ sbuy
YES prd
24c. Were ceiling clean? NO ¥ feub il S Ja 24c¢
na [ sy
ves [ =
24d. Were vents clean? no OO ¥ gaigdas Ml calS Ja 24d
nva O sy
3
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Scores Critical Areas FEW I Y PR pAH]
. (\’ - ].. - . B -
24e. Were floors clean? ves I ol o ,,;',\,"fdt‘:j;”w&lsd? |.24e
require comment when marked ‘No’ Nno [J Y Tl o Y eyl calS 1y
NA [ shyy
YES pxi
24f. Were baseboards clean? Nno O b ki sac il o o) flailall ), 51 calS Ja 04f
NA [ sy
ves ] s
24g. Were grout clean? no O N Tl LU olS s 249
NA [ sy
YES [ s
25a. Were trash containers clean? NO D ¥ $ikai Al il s il Ja 254
9 NA [X by )
YES [ a
25b. Were trash containers not overflowing? No [ ¥ il e daladll il gla cails Ja 25h
NA [X] by
YES I )
2 26. Was the restroom smelling clean & fresh Nno [ N 1 UsYy) Adiniay Ak Hleall Aadly CuilS o 26 2
(without any offensive odor)? Tlplandl 3 46y S a1
NA [ shuy )
. G Jaxd alaall "I‘M_,”I“."LS i
27. Were all the facilities inside the restroom in YES m e - f e e vi: 27
good working condition? . won = T
2 require comment when marked ‘No’ NO D ¥ gaa sl o MY Al s 2
NA [ iy : !
YES ; (3) s daiall A B S e S a2
28. Was the Mosque premises clean? D = ( ), }.dl ' .,\;,r,' a_’i\\‘j"f 9\5 “Tj 28
2 require comment when marked ‘No’ No [ ¥ s S 2
N/A iy
Comments: stBaSall [l
FOR OFFICE USE ONLY Ladd gl aladiuy
Unccall BEY  [BEW oY) sl . "
0, - : : 4
% | ACTUAL SCORE| Masmum | Evaluation P
Approach Anaall gas axmll /e ol WY1 [ 4

Greetings and Initial Checks

Y Sl 5 a3l

1

Appearance and Behavior of Staff

Service

deaall

Cleanliness - Restroom and Mosque

2

Gl pall Ly ek | 3
4 4

5

dneaall 5 Slabeal) — 23U

TOTAL

g saxall
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