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PROJECT : ELARA (FORECOURT— FINAL 2012) PROJECT: ELARA - FORECOURT Pan Arab Research Centerﬁ
O ciow Emarat | O] s, Eppeo/ Enoc | B8 45 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
\‘b Name Number Name Number [ Name Number
0 eult [Svoa dinule [2409 Mediawed 0[01615 [6]4
Gender Height Built _ [Spectacley Beard | Mustache] Ethnic Groups
TIM [S T M [F |Yes|NolVYes[ No [Yes] No |indian [Pakistani| Filipino [Expat. Arabs[ Others:
MDDDB]DE]DDZIIDIZIDEDEI O O
EMIRATE V;:;:Z:‘ AbuDhabi |  Dubai Sharjah Al Ain ‘é’;‘;‘aﬁ" Ajman K'::fm‘:h Fujairah
O O O X O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
ol S Hv] dgjV[iaf=]o | @3] o]\ [LiyqgllgSs
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
0 O ® O 0O O @ 0O 0O O O 0O

1. APPROACH sddasall gad ?'ﬁﬁ\ fom 1B 1
Scores Critical Areas Al ¥l PN
YES i as G .

1. Was signage visible from distance of 500 m P 5500 e e e dsipmda i calS da g
meters and well maintained? Can be Nno [ ¥ 3 b W s (e T JS Ailany
included only in first run NA [T duhz S 8 5all/Ad sl

YES [] au ,
5|2 Werelights working and in good no [ g wdiua Ay, Jesi el payl CilS da 2
condition at the approach? N 7 CON PR e b ]
NA K
YES [0 & ‘
3. Were the lights working and in good s pua Alayy Jaali el gl S a3
2 - no [ 0¥ s 4 2
condition at the forecourt area? N £ 48 gll At Aakaia
NA I
YES ]
4 4. :/I\éa;’s) filling area / forecourt clean and no [ Y s e Akl Uil Al dikeie S Ja 4 |4
NA [ u_;,?
vEs [}
5| 5 Were the driveway and forecourt free of o [ y o Aa 2l ede dihaiag Gkl S a6 2
potholes and well maintained? N S S5 Aibiaay jéall
N7 T
2. GREETINGS sl fAadl 2
Scores Critical Areas Al il pATH]
YES [] o
6. Was there any delay in approaching als gl al i 8 Al G lla (S s 6
5 NO ¥ w R 5
customers at the fuel pump N 2258 ol Aaiae die ol N (e
NA O g
5|7 Did the staff approach the driver sideof YES R e A oo A8l e abagall 8 a7 5
the vehicle? Nno [ N ¢ o)
+ 1 +
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Scores Critical Areas dll) ¥laal) Liai
8. Were you greeted in a friendly manner ~ YES [X] i casbaly) 4335 48y )l ey a1l Ads 8
(pleasant feeling)? NO D Y I (B
5| If no, please describe behavior: Was it OIS da reili pall ol sl s ol sl Y 1Y 5
arrogant, without any expression, normal tgle ulaill e A ¢ g pally Gl
etc.... ?___C'Jb
YES A
9. Did they request customers to quit O el LY e sibgdl b Ja
4 . No [ ¥ "< 4
smoking? g € il
NA K]

YES K]

10. Did the staff thank you as you were A3 S Lay o S8 il all B8 s 10
5 . No [ ¥ 5
leaving? N oSl
NvA O 5

3. ' APPEARANCE AND BEHAVIOR OF STAFF ol gall glury Lelia .3
Scores Critical Areas EER IR I PR PRV
5| 1. Was the filling staff presentable and well YES m pad Y 28 g0 Aad il o elae (S Ja 11 5
groomed? No [] v (60l/05 pa
YES ] s
12. Was he able to communicate with &o dral il e 108 Cals gl S Ja 12
4 Nno [ v . 4
customer? ol
Y
wva [0 (il
5| 13- Was the attendant wearing visible YES ] a L ey Ay oy Calasall S b 13 5
nametag? $7 gain gy dal
9 NO O ¥ Wolowmed AN\pel? =
YES 3
6| 14. Was staff courteous / friendly? X e feldhl fopasas o sibisall S o 14 |6
NOo [ ¥
4. SERVICE il 4
Scores Critical Areas Al Ll Laladl
YES [ -
| 15. Did he follow the instructions on the No [Ty Ay e 50 5m sall Siladadll il sl &da 15 >
Rahal (Fuel Card)? g $ (2585l eda ddlhay) Jis
N/A Y
g| 16- Did he confirm and repeat amountand ~ YES [ s < ig g5t A Lo bl T s 16 6
type of fuel? NO D y Tladlsa e lld
g| 17- Did he fuel as per customer’s instructions YES pad = 05030 el canen G1AN e JE Ja 17 6
- Dhs? NO D y ¢ LSS
5| 18. Did he offer to clean windscreen YES P el s ludl pla ) et elle o= da 18 5
voluntarily? (front & back) NO D y ¢ (AR saka V1) Ay
YES K| i .
5| 19. Were you charged the correct amount? NO - ; a: lainia dadn @lie lh @l Ja 19 |5
YES [] au
S8 il dlaadl sale s Calh gall A3
6 20. Were you given correct change? NOo [ v ? afel) fhd e, ’“SQ pdde .20 6
Y .@M
NA [B ki
2
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Scores

Critical Areas

Fgubud) ciflaal pEH]

21. Did he provide information about any

promotions at Service Station? (only in
case of active promation) require
comment when marked ‘Yes'

s (IS Jla g ) Pidaaall i gy 50
No [0 ¥ (Jadfpld i e )
gl a e ) S 1)

NA @
5. REST ROOMS d(alandl feudi g) a5
Scores Critical Areas Ay Nl AT
YES 3
22a. Were they adequately stocked with all % ?’; Ay 5 pall Gl el arans 3 jeae <illS Ja 223
necessary supplies such as soap? NO JLall Jia
va [ sdiy P
ves =
22b. Were they adequately stocked with all ] e‘: Ay g ) e el apeny 5 e il Ja 22b
3 necessary supplies such as toilet tissue? NO Cull il (G494 Jia 3
na [ iy
22c. Were they adequately stocked with all vES [ s “osoal cleiudl ges 4 B jee il Ja.22¢
necessary supplies such as paper towels? \q [] v "4-,%,91\ cidliall Jia
(paper towels are not required where fully Gliiae g die 4glha e A8 )0l Calliall)
operational hand dryers exist) nvA K sy (Y1l
X ; PR IERTS
23a. Were sinks clean? require comment when YES pr Ll " ,,‘ZL‘ | .\SL‘J.A 232
marked ‘No’ no O ¥ g sill MY ALY s 1y
A [ assy
; ke Ul el cils
23b. Were mirrors clean? require comment YES m pr Ll ,,\j,, . l:‘jl . 'lSL\j'AI 23b
when marked ‘No’ No OO ¥ grasll o Y ALY S )
nva [ sssy
; faglay oY) Cldias culS
23c. Were hand dryers clean? require comment YES D o L;'-'\;" Iu\;iu u&ﬁ 23¢
3 when marked ‘No’ no K ¥ C"‘A}"X Oq \L s ) 3
wa O shiy e
. Shgdai o elall coliSle cilg
23d. Were dispensers clean? require comment YES m px L. " u)e"\j" t_‘l;\ﬂ ‘_ULS“‘L: -23d
when marked ‘No’ no O b g sl g2 MY" AdaY) S Y
na O sy
ves B
23e. Were toilets and urinals clean? NO [___] ¥ vaadas Joll Al <l Ja 23e
NA [ shiy
faagdad cal s
2 24a. Were doors clean?require comment when YES M o L. . fﬁy L'Uls JA 24a | 2
marked ‘No’ no [ Yy e
vA [ shiy
ves Ml
24b. Were walls clean? no [ N Siik Uaaall S Ja 24D
nva O ssiy
ves M
24c. Were ceiling clean? Nno Oy feadas Gl (1S s 24c¢
na [ sy
ves Kl
24d. Were vents clean? no [ y aadas MU cilS Ja 24d
nA [ sy
3
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Scores Critical Areas Lala) a¥laall Las
24e. Were floors clean? YES pd . Y%,Q,\ffhﬂ‘ w‘s d‘. 24e
require comment when marked ‘No’ no O v crasill (o2 MY LY cals 1y
NA [ iy
ves X
24f. Were baseboards clean? Nno [ v $adki sacldll & o) [liladl )51 cwilS Ja 24f
NA [ sy
YES o
24g. Were grout clean? NO D ¥ fadas 3G oAS Ja .24g
NA [ sy
YES pad
25a. Were trash containers clean? No [ ¥ Al Laladll iy gla clS Ja 253
5 NA [ sy )
YES [¥]
25b. Were trash containers not overflowing? No [ by flails e daladll cilyda cilS Ja 25h
NA [ sy o
YEs K] o
| 26. Was the restroom smelling clean & fresh no [ g S Oo) Aaias Ak sleall ‘wb ks dﬂ .26 9
(without any offensive odor)? falaall gy Sdal
NA [ shiy
27. Were all the facilties inside the restroom in YES g Sl f Sl g QLS?:}: &
T LN = By A
NA [ sy
28. Was the Mosque premises clean? YES D o Q(b)‘—m JLMJ,: Tu S "’u 9"5 JA 28
2 require comment when marked ‘No’ Nno [ v ol (o2 YT Al s 1Yy 2
NA B sdiy
Comments: sUBadlall f gaesl)
FOR OFFICE USE ONLY Jadd Cgal) aladduy
% Acm‘s?;‘rze E#Aﬁﬂn;ﬂ Evaluation: i)
Approach Aol gad aa8il /oye b yEYY |
Greetings and Initial Checks WY iy cam 1 | 2
Appearance and Behavior of Staff Cuihgall Aslug jelaa | 3
Service Ll 4
Cleanliness - Restroom and Mosque sall 5 leleall — dalaill | 5
TOTAL £ sanall
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