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PROJECT : ELARA (FORECOURT~ FINAL 2012) PROJECT: ELARA - FORECOURT Pan Arab Research Center o
O i Emarat 1 O sy Eppco / Enoc / m &gl Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
_'7— Name Number Name Number | Name Number
|0Z HEER
Gender Height Built  Bpectacled Beard | Mustache] Ethnic Groups
TIM S [T | M]F |Yes|No]Yes| No|Yes[ No [indian [Pakistani[Filipino [Expat. Arabs| Others:
EDD&DDNDDMDID-MDD O O
EMIRATE V;z:tlf,’n“ AbuDhabi |  Dubai Sharjah Al Ain gmm i | Ajman s M| Fuiairan
Ol ol ololol| o[ R [ o]0
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
o2 g ol 215 | SIo 1 /156 |oB 2ky) 2153
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 O O O O ] vISIT O O lz] O O O O

1. APPROACH . cidaaall gad 22 [00a il Y1 g
Scores Critical Areas Al SYlaall AT
YES 3 - sy .

1. Was signage visible from distance of 500 B e 5 500 3 e e sl cils da 1
meters and well maintained? Can be Nno [ b 8 b b pan (Say Taua JSdy Ailiaa
included only in first run na [ . ¥ S s¥1 i/l sl

ves B
5|2 Werelights working and in good no [ ' g wdea Uy oy Jasd ol sVl CilS Ja 2
condition at the approach? y oSl e il yEY)
N/A D ikl
YES & Pos ‘
p| 3 Were the lights working and in good no [0 ¥ G Al dedslpayl il da 3 2
condition at the forecourt area? N €348 Il dat dkate
NA [ (bl
vEs B =
4 4. :/I\(lj;a/’s) filing area / forecourt clean and no [ Y TR A oLl Al dibie oS Ja 4[4
N/A D d‘h:
YES K]
5|5 Were the driveway and forecourt free of o 7] y o WA 5@l ede didaiag okl QS a5 2
potholes and well maintained? N o IS0 Ll y yaall
N 17-N I R
2. GREETINGS sl flal 2
Scores Critical Areas Ayl @Yl pAKH|]
ves 0 ‘
6. Was there any delay in approaching s gall ol g8 b i ol s S s 6
5 Nno B v g 5
customers at the fuel pump N £38 M daiae e L e
va [ o
5| 7. Did the staff approach the driver side of YES K] = A 0 ASpall (e sl Bl a7 5
the vehicle? Nno [ ¥ el
+ 1 +
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Scores Critical Areas Dbl ¥l Jaldsl
8. Were you greeted in a friendly manner ~ YES B] s bl 0, W il s 8
(pleasant feeling)? NO D N ? (z e
5 | If no, please describe behavior: Was it ol d"' il sall sl i delay Y1 5
arrogant, without any expression, normal sgale omladll (e JA g ally Canaly
etc.... S’,__@t
YES []
9. Did they request customers to quit O sl Gl e Gsibisall il Ja 9
4 . Nno [ ¥ ' 4
smoking? v fopaill
NA DR s
YES ]
10. Did the staff thank you as you were T S Ly & Ky s gl A6 o 10
5 ) No [ v 5
leaving? N SOl
NA [ s,
3. APPEARANCE AND BEHAVIOR OF STAFF il gall olug e 3
Scores Critical Areas Fdallt L) Latash
5| 11. Was the filling staff presentable and well  YES pxd Y 3 g8 gl A il ga sedie IS o 11 5
groomed? No [J v sl ey
YES R e
12. Was he able to communicate with o dhal gl e 1508 Galy gl S Ja 12
4 Nno [] v . 4
customer? N Sosl
NA [T u,
5 13. Was the attendant wearing visible@ YES pxd Lale jelsy A8l @Y p ek K da 13 5
nametag? $ gin g3 Al
CoulD N READ MBvos no OO v Cr=s
YES i
6| 14. Was staff courteous / friendly? E e Selahal fruasng abgdl S Ja 14 |6
NOo [] Y
4. SERVICE aadll 4
Scores Critical Areas Lol Lyl sy
YES [] w0
2| 15. Did he follow the instructions on the no [0 ¥ Ay e 53 g sall Claddail) Cali sl w51 Ja 15 2
Rahal (Fuel Card)? ¥ E (25850 eda A8lay) Sl
NA [X] Ry
g| 16- Did he confirm and repeat amountand ~ YES K o~ A5l g iy S e alagall T 16 6
type of fuel? NO v fullaabioa e ol
g| 17- Did he fuel as per customer’s instructions YES m pad - Ol Sladad s 1Al e day i a7 6
- Dhs? No [ v o
5| 18- Did he offer to clean windscreen ( 3) YES [ & siges gl bt ja,e da 18 5
voluntarily? (front & back ¢ (Al L) duuds
Do s DErd s Sinpsceesn. NO B ¥ (s lad)
YES [ au . .
5 19. Were you charged the correct amount? No [ g o 42dy Hia calhs el ddl da 19 |5
YES []
JSay avtall adudl salely (als gall W18
6{ 20. Were you given correct change? NO [ ¥ ? hall gl salely }d(, elé s .20 6
N ’
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+

Scores Critical Areas

gl ) Jalasy

21. Did he provide information about any
promotions at Service Station? (only in

YES [ o

s Dy a1 i sl ol 238 a .21
lia S Jla b i) Sidaaall i Aoy

case of active promotion) require NO D ¥ (J‘j/r“ﬁ L_)”f' Lﬁ‘ .
comment when marked ‘Yes' g zma sl g2y Vet AlaY) CuilS 1)
NA B g
5. REST ROOMS 2(alaadl feull §) Aal M 2 5
Scores Critical Areas EEW IR EA PN | Laaih
YES i
22a. Were they adequately stocked with all XD] By el e Sl faen 8 eae il o 222
necessary supplies such as soap? NO ¥ o gall Jia
nA O s -
YES a3
22b. Were they adequately stocked with all % ?’; Ay gl il el arens 5 3¢ S o 22D
3 necessary supplies such as toilet tissue? NO Soll o) (5,99 Jia 3
nAa [ sy
22¢. Were they adequately stocked with all ves DM e Ay pdall il insall arany 5 jeae S da 22C
necessary supplies such as paper towels? NO |:| ¥ 248 ) o) adliall Jie
(paper towels are not required where fully - Clidae (865 die dygllaa ye A ) o) Cadliall)
operational hand dryers exist) NA N 3l (NN
X H Saads; Julaall cals
23a. Were sinks clean? require comment when vEs &l o o 5 ':\1" i:\;y\ . '\SL\‘&\\ -23a
marked ‘No’ no O ¥ ol (o> Ay cals 1l
na [ sny
; [N TEPWRERTS
23b. Were mirrors clean? require comment YES El P -3l o = \jj‘ . ,\Sﬁ -23b
when marked ‘No’ bPnvo B ¥ gl sl o T Al S ]
7e .
LoATEL. SPOTS or mIREOR, NA O] sbuy
. TP T FRURERTS
23c. Were hand dryers clean? require comment YES m P ol ) ‘éfi:{, t_’t_\'y\ wtsﬁ -23¢
3 when marked ‘No’ no [ Y gl o2 YT A S ) 3
A [ sbiy
e : $aiki ) plall CliSle il
23d. Were dispensers clean? require comment YES P . \ o g u\é \L—'M‘\SL\X'A\ -23d
when marked ‘No’ no O 3 grasill o2 MY eyl calS )
NA [ sy
YES pad
23e. Were toilets and urinals clean? no [ N gyl il Sl S Ua 23e
NnA [ sk
i Caadn; il e ol
2 24a. Were doors clean?require comment when YES m e . ﬁ N Y] R _LS J.a 24a |2
marked ‘No’ no [0 v el (o YT ALY S )
nva [ osduy
YES pai
24b. Were walls clean? no OOy ik el cilS Ja 24b
NnA [ by
ves Bf au
24¢. Were ceiling clean? no O ¥ feada Caindl S Ja 24¢
Nna [ shuy
ves B
24d. Were vents clean? NO O b eaans daliall culS Ja . 24d
nva [ sy
3
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Scores Critical Areas Gl ¥l Liaih
i [P NOIERTS
24e. Were floors clean? ves [1 o g i "?"‘2_:\1\1\(\% ,Sd‘:. ‘.24e
require comment when marked ‘No’ no By ot e Al s
ves A, =
24f. Were baseboards clean? Nno OO ¥ fAidai sac il - 51 /el )50 calS Ja 24f
nva [ skiy
ves
24g. Were grout clean? no [ ¥ feqalas L3 (IS da 249
NnA [ ki
YeEs [X] o=
25a. Were trash containers clean? NO D b faakay datadll b gls S Ja 253
5 NA [ sbuy 5
YES [X]
.25b. Were trash containers not overflowing? No [ ¥ il e Aaladll Glls CilK o 25b
N/A [ sbuy
YES [X] o o ]
2 26. Was the restroom smelling clean & fresh NO N s ) Adaiey Aaglas alaall Al S o 26 2
(without any offensive odor)? , - . f(olaadl 8 dgy S Aa)
NA [ sbiy
s JSG Jaad aleall 8 G eadl) ases <ilS Ja 27
27. Were all the facilities inside the restroom in YES m p ¢ @ o= I
good working condition? . wn = e i
2 require comment when marked ‘No’ No [ ¥ gea sl o2 "V LYl s 1y | 2
NA [ abiy
YES [X] i $(5) Cadsi daasall Aeld 4 e JS Ja
28. Was the Mosque premises clean? . o Qa}d‘ g &i\ﬁ;{s o 28
2 require comment when marked ‘No’ NO D Y & ™ T ’ 2
NA [ shiy
Comments: lBaalf f gl
FOR OFFICE USE ONLY Jadd (gl aladiay
Ul WG | W&l oY) sl »
9 : ion: ]
% | ACTUAL SCORE| maximum | -v2luation i
Approach Aaaall sod aaiill [oge ol BV |1
Greetings and Initial Checks LY Sl cua il | 2
Appearance and Behavior of Staff Ol Al s jedaa | 3
Service aall | 4
Cleanliness - Restroom and Mosque dnwaall g laleall — il | 5
TOTAL £ saxall
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