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o
PROJECT : ELARA (FORECOURT- FINAL 2012) PROJECT: ELARA - FORECOURT Pan Arab Research Center w

[ <4 ,u Emarat 10O @ Eppco / Enoc / 44t Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number | Name Number | Name Number
1003 Siddiquel 11 [
Gender Height Built _ [Bpectacies Beard | Mustache] Ethnic Groups
TIM ]S | T [MJ]F |Yes|No]|Yes[No]Yes[ No |indian [Pakistani[Filipino [Expat. Arabs| Others:
IDIDDDEDDEDIDE&DD O O
EMIRATE ";2:‘.2:‘ " | AbuDhabi | Dubai Sharjah Al Ain oy | Aman cas M| Fusairah
[l ;! O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
814 \3 o0l | 20 4-6 |03 Ol 0|3 | lodo lo.gé_
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 B
O 0O o o o O O O O O 0O
1. APPROACH :dbaall gad 3333! Joa B 1
Scores Critical Areas Aulal) Ll BATH]
YES T e s
1. Was signage visible from distance of 500 s P 5500 e Geddi e dasll S da 1
meters and well maintained? Can be Nno [ ¥ o i A jean Sy T S8 dilaay
included only in first run NA [T . b oYt B pallfAd gall
YES axi
5|2 Were lights working and in good no [ g wdeus Al oy Jass glan¥l cil& da 2
condition at the approach? SO e al Y 2
- y OBl e 8
NA X s
YES Bl )
5|3 Were the lights working and in good no [ N Ghouns Al Jaai el gyl il Ja 3
condition at the forecourt area? N €3 98 ol Al ddlaia 2
N/A (i
YES ]
4. Wasfilling area / fo rt ¢l d .. T T TR Pa
41% recourt clean an NO [ ¥ iy, di oLl el dikaio cilS Ja 4 |4
na [ . ,,71
YES I
5. Were the driveway and forecourt free of oAl 08l ede dihaiay 3o bl QIS da 5
2 i Nno [ v e 2
potholes and well maintained? N Canm JS50 Alian g éall
NA [

2. GREETINGS s il figadl 2
Scores Critical Areas Al ¥l Jatasl
YES [0
6. Was there any delay in approaching ‘ al pall ol B 8 bl s S da 6

5 Nno By S BRGSO :
customers at the fuel pump . a5 gl ddiaa die Sl 3l e 5
NA [ L
5|7 Eid thiStaf;f approach the driver side of  YES R e A 0o A8l e abagall il a7 5
e vehicle? No [ y el
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2 +
Scores Critical Areas A1 claalt Ll
8. Were you greeted in a friendly manner  YES B i osbuli) 435 48y play oy a1 Pda 8
(pleasant feeling)? NO D ¥ ? (zote
5| If no, please describe behavior: Was it S e ocals gall s G gy 28 5la ) Y 13 5
arrogant, without any expression, normal ssle ¢ nladll e A g il Cacaly
etc.... ?...@‘
YES [] s
4|9 Did they request customers to quit Nno [ N O Bl L e Oslsdl il da 9 4
smoking? |
¥ e
NA X
YES aad
5| 10 Did the staff thank you as you were No [J v LS S Ly o Sy Call pall B3 Ja 10
X . 5
leaving? y SOl
NA [0
3. APPEARANCE AND BEHAVIOR OF STAFF (ol galt gl gl .3
Scores Critical Areas gk claall pAH{]
5| 11. Was the filling staff presentable and well  YES B pai Y 358l Lmi Caliga yedae (IS o 11 5
groomed? No [J y s/l ya
YES ]
4| 12. Was he able to communicate with no [] v & deal il e 1508 Gl gall S Ja 12 4
customer? v sl
7-N I
5| 13. Was the attendant wearing visible YES M lale el Ay oy caligdl oS Ja 13 5
nametag? No [ y Sz a0 daul
ves R i
6| 14. Was staff courteous / friendly? E e Selakal [opa 005 csiba sl K Ja 14 |6
No [ ¥
4. SERVICE Aaadd) 4
Scores Critical Areas Al c¥laua Jatasy
YES [ m
2| 15. Did he follow the instructions on the No [0 ¥ Alday e 535 gall laddaill ol sall o Ja 15 5
Rahal (Fuel Card)? v T (a8l eda 5\31.]:-4) Ja)
N/A st
6| 16 Did he confirm and repeat amountand ~ YES X o S5 e sy S e Cala sl oS Jr .16 6
type of fuel? NO D ¥ futlaalica o ol
g| 17 Did he fuel as per customer's instructions YES P - O30 Gl cas 1A edar A8 S8 17 6
- Dhs? No [0 ¥ T a0
5| 18. Did he offer to clean windscreen YES B i il s bl 2l u—}-Lw e a0 dﬁ .18 5
voluntarily? (front & back) NO D ¥ ¢ (sSlad e Yl) A
YES X j o T
5} 19. Were you charged the correct amount? NO P: flannia 4xdy @i ilb gl il da 1915
ves B IS sl dludl salels Cila sl 5 s 20
i) alal slels Lk .
6| 20. Were you given correct change? No [0 e i ’ ¢ ¢ 6
v Caa
NA [
2
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3 +

Scores

Critical Areas

PR LAY PR | sl

21. Did he provide information about any ves [0 o

promotions at Service Station? (only in

gl Jgs il glaa A Cala galt Sl 28 Ja 21
dia S Jla A dasd) Shlasnall (& dag g il

case of active promation) require Nno [ ¥ (d""’/ﬁ‘u vae gl .
comment when marked ‘Yes' ‘ zm il o  Maad LlaY) culs 1))
! b
NAa X o
REST ROOMS 5(?‘;‘““ = 55) ial g 5
Scores Critical Areas ] Al el Jalaily
, vEs 3
22a. Were they adequately stocked with all ] q A g pall ila el arana ‘UPA <ilS da 2223
necessary supplies such as soap? NO O givall Jia
A O sbny
_ YES o
22b. Were they adequately stocked with all O v Ay ) gl Cila el azany 5 jeae S Ja 22D
necessary supplies such as toilet tissue? NO u,n ol (399 Jie 3
na O sy gl
22¢. Were they adequately stocked with all YES R Gile Yinall asan 5 jgae DS J8.22¢
necessary supplies such as paper towels? o D ¥ “4._@”5\ adliall Jie
(paper towels are not required where fully Glidne g5 aie dythaa ye 4850 alliall)
operational hand dryers exist) wva O sk Y (1Y) 3
; Al Juladl g
23a. Were sinks clean? require comment when YES m e o ) ':Y" 9“1_\&\ . '\SL\l'A\ 238
marked ‘No’ no O ¥ g sl o MY Y s 1)
na [ sssy
X ; faadai Ui yall s
23b. Were mirrors clean? require comment ves X pr Ll "\j" LL):JX\ “"Sﬁ .23b
when marked ‘No’ no O ¥ gl (o Ay s )
nAa [ sbiy
N ?.’ ~ l R ‘ e P
23c. Were hand dryers clean? require comment YES E pr oAl . Gf;,, ‘f\i?; uiﬁ 23¢
when marked ‘No’ no [ Y gl o MY Y S 1) 3
na [ sy
faady o gleall lisle 2
23d. Were dispensers clean? require comment YES - o . w\' o NI 1; » \éﬁ -23d
when marked ‘No’ no [ Y gl a0 LY s )
na [ smuy
ves X
23e. Were toilets and urinals clean? NO D N Shaka Joal Al culk Ja 23e
wA [ sy
FER I PRYIER:
24a. Were doors clean?require comment when YES - i .l Aﬁ';a: N Lf‘;jl . léﬁ 24a |2
marked ‘No’ Nno O v g sl g YT Ay s )
na [ sy
ves X
24b. Were walls clean? Nno O ¥ fiidai lamll ilS Ja 24b
na [ sbiy
YES i
24¢. Were ceiling clean? Nno O ¥ il Gandl oS Ja 24c
na [ sbuy
ves B
24d. Were vents clean? NO D b edadan MLl culK Ja . 24d
va [ sbuy
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(without any offensive odor)?

AP WS W

+
Scores Critical Areas bl Yaalt pAEH|)
24e. Were floors clean? YES D pd -l ?““L":,":%Mf ‘;‘u lisd‘:."24e
rﬁjuirs corgment whenpmark%j ‘No’ NO X ¥ Tl (oa i "Y" Ada Yl s 1Y)
U N A Loo
MER_On 1He Nna [T seny
YES X s
24f. Were baseboards clean? Nno O ¥ A4kt sae )~ o fhailad) i) cuil€ Ja 24
na [ sbuy
YES o2
249. Were grout clean? no OO v Sl LU (S Ja 249
nva [ sy y
ves
25a. Were trash containers clean? No O ¥ 2,085 Aalail) il s i€ Ja 254
NA [ sbuy
2 - 2
YES pad
25b. Were trash containers not overflowing? NO [:] ¥ Tl ye dalall cilbgls <ilS o 25b
mESY
. R i
2 26. Was the restroom smelling clean & fresh D N ! Q) Ldnia g Aidai Jlaadl 4ad ) cilS Ja 26 2
O
X
|

z <|z z <=z
S mi5oms

Bhiy
5 IS Jandalaadl L4 ugatl) ases il Ja
27. Were all the facilties inside the restroom in pad et Sl g SR 2 27
good working condition? . R T
2 require comment when marked ‘No’ ¥ gl o2 YT Al calS iy 1 2
NA [ sbuy
.
YES H (5) ol aaiedl AclE ol e 1S Ja
28. Was the Mosque premises clean? SO ( ), oy Lim\s ‘:lr 28
2 require comment when marked ‘No’ No [ ¢ oSt e TR : 2
NA [ asuy
Comments: lBaaslall f gadadll
FOR OFFICE USE ONLY Jadd il alaaiuy
Upisal) LA TG 11 sl N
o . Evaluation: Jpill
% | ACTUAL SCORE| maximum | Evaluation
Approach Anaall sai 2281l [ ol @YY | 1
Greetings and Initial Checks WY iy il | 2
Appearance and Behavior of Staff Cribgall by jedaa | 3
Service Laall | 4
Cleanliness - Restroom and Mosque sl g Clalaall — 28l | 5
TOTAL £ ganall
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