+

PROJECT : ELARA (FORECOURT~ FINAL 2012)

1

+

PROJECT: ELARA - FORECOURT

SERIAL NO.

4 5|8

8

+

i N
Pan Arab Research Center E

Dn:-bu! Emarat / D o g3l oS4 Ebpco/Enoc I st Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
2K [<aga Qoo 1St 1Qeo) logut reaol Hide Lmiml?
Gender Height Built Kpectacles Beard Mustache] Ethnic Groups
TTIM [S |7 M [F |[Yes]No]Yes[No Yes | No |indian [Pakistani]Filipino [Expat. Arabs| Others:
WDDIDDDDIZDIE{]EIIZ]DD O |
EMIRATE ";:Z‘Iz'n" Abu Dhabi |  Dubai Sharjah Al Ain g’:;‘aﬁ" Aman | | RasB | Fujairah
O O O | O O m X O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
o 8K ol | 2|1 o los | ot ol B |i&00
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday l Sunday I Monday l Tuesday |Wednesdayl Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
VISIT D D D @ D VISIT D D D D D D
1. APPROACH ddasall gad A8 [)a O I
Scores Critical Areas Al c¥Lal Jatasl
YES X i Cae s ..

1. Was signage visible from distance of 500 i P 5500 e e e A e sl culsda 1
meters and well maintained? Can be Nno [ ¥ o i L jan (e S JSd Al
included only in first run nA [ ¥ RPN ESNAPN

ves [ ‘
9|2 Were lights working and in good Nno [ g wibe Uy pyJand slpadl s o 2 5
condition at the approach? N Sl (e b @YY
N/A b
YES [] = ,
5|3 Were the lights working and in good no [ N &houa Allsys Jani el pa¥l S da 3 5
condition at the forecourt area? N €368 gl Al ddlaia
N/A il
ves [
4 4. x\c/j;;); filling area / forecourt clean and no [ Y TRy Add oLl /Al dikie ciS 0y 4 |4
nvA [ 1;,7{
YES axd
5|5 Were the driveway and forecourt free of N 7] y o e agll cdedibiag gkl S 5 5
potholes and well maintained? faa i Alliasy yaald)
\1 - g
NA [ g
2. GREETINGS rma 3l Al (2
Scores Critical Areas Tl SYLaal) La
YES [ o o
6. Was there any delay in approaching Calsgall byl B Al Gl S ds 6
5 No [X] ¥ b e 5
customers at the fuel pump N a8l ddias die LN e
5|7 Didthe staff approach the driver side of ~ YES K A e Al (e ilagall oyl a7 5
the vehicle? No [ N Skl
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Scores Critical Areas Ll ¥l L
8. Were you greeted in a friendly manner ~ YES [H s sbuls) 435 Ay g ey a3 aAds 8
(pleasant feeling)? NO D N $ (i
5 If no, please describe behavior: Was it O da sl sall sl Cua gy od sy Y 1) 5
arrogant, without any expression, normal sgle ulaill (e JA el Caaly
etc.... £
YES []
9.  Did they request customers to quit o= G Gl e g pibsdl b Ja 9
4 ! No [ v - 4
smoking? N Sl
NA A
YES [{] o
10. Did the staff thank you as you were 5 S Ly o S8y il all S8 a0
5 . No [ ¥ 5
leaving? y SOl
| na O ul
3. APPEARANCE AND BEHAVIOR OF STAFF 1l gl doluyg jebaa 3
Scores Critical Areas Ll el Jatai
5| 11. Was the filling staff presentable and well YES [ s GEY 8 1 25ms il g pelan (S Ja 19 5
groomed? No [] ¥ S/l ya s
YES ax
12. Was he able to communicate with o deal il e 1ol Cals sl S Ja 12
4 No O v . 4
customer? N SOl
NA [T
5| 13- Was the attendant wearing visible YES M el els dally Y ada sl ol da(.l.;?;) 5
nametag? $7 i g1 Aol
o NO L1 Y ik vomol HE%Es o a
, YES pd . .
6| 14. Was staff courteous / friendly? felahal fopa a5 o sab sl (JS Ja 14 6
No [ ¥
4, SERVICE RUREUIY |
Scores Critical Areas Al oYl Jalady
YES []
2| 15. Did he follow the instructions on the No [T % By e 53 5m sl ladall Cals gal) &8 da 15 ”
Rahal (Fuel Card)? v $ (8 eda athy) Ja
L NA KT
g| 16- Did he confirm and repeat amountand ~ YES [ i D085 35l g s daaS e Cala sl ST 16 6
type of fuel? NO D N flaalis o elly
g| 17- Did he fuel as per customer’s instructions YES pd - Ol Slalad a0 ey A6 Ja 17 6
- Dhs? No [ ¥ € pa
5| 18. Did he offer to clean windscreen YES [ s obedl zla ) bt ol (e o 18 5
voluntarily? (front & back) No [ y ¢ (Sladly (é_ALAYI) Al
ES [¥] o ) .
5[ 19. Were you charged the correct amount? NO D g flasinia 4ads clic illy Al Ml da 19 |5
YES []
Ja el alidl salels b sall A
G| 20. Were you given correct change? NO D ¥ ? il i el ’do e e .20 6
Y .G;a.a
N/A Gkl
2

forecourt.doc




3 +

Scores Critical Areas Al YLl PATH|]

.U b sn il glae A Cals galt ol 28 Ja 21
. c . YE U‘AJ)"‘" > 7 é .
21. Did he prowde mformatton gbout any s O e OIS Jla (3 L) Fidanall (b Ay 5
promotions at Service Station? (only in o A <
case of active promotion) require NO |:| ¥ (Jlad/pis 9‘-)" ¢! )
comment when marked ‘Yes' " ga il oy e LY Cls 13
NA [
5.  REST ROOMS ((aadl el B) AW a5
Scores Critical Areas Al C¥laal) Jalasd
ves [1 |
22a. Were they adequately stocked with all O ?:; 3y g pall Cile Sl aems 8 e CailS Ja 223
necessary supplies such as soap? NO fhgluall Jia
NA [ sduy
ves [1 =
22b. Were they adequately stocked with all O P’; s pall e iusall areny 5 e S Ja 22D
3 necessary supplies such as toilet tissue? NO i) (3,99 Jie 3
—_— . SESE Q299
NA X gy
22¢. Were they adequately stocked with all ves [ s %osowal clojlind! gany 8 jeae il Ja.22¢
necessary supplies such as paper towels? D 048 ) oll cdliall Jia
; NO ¥ L . e
(paper towels are not required where fully Clibaa 855 die Ay sllaa e A48 )5l Cadliall)
operational hand dryers exist) NA K] ghiy GO
3 faauas Jubial cilS Ja |
23a. Were sinks clean? require comment when YES D oo gl ':Y" iyl :ts:l; 23a
marked ‘No’ no O ¥ gl (> Ley |
NA LX) sy
; $aada; Ll all cailS
23b. Were mirrors clean? require comment YES D p o 5l ,,\Q,, :U:;!‘ u\SL\J: -23b
when marked ‘No’' No [J Y = e sl il
na B sy
; faida Yl Glidaa CalS
23c. Were hand dryers clean? require comment YES D P o gl . "'9:;,, :LQJ\ . '\Sﬁ 23¢
3 when marked ‘No’ no O N st e s ) 3
va DA sy
: Saaday ) pluall ciliSle CailS
23d. Were dispensers clean? require comment YES D e . ‘ o g L;Yi wgﬁ 23d
when marked ‘No’ vo O b gl o MY A S )
NA K] sy
ves [J o=
23e. Were toilets and urinals clean? NO D N fagdhy Jeall A <l Ja 23e
N/A Sbiu Y
3 [FECIRIRNIERTS
2 24a. Were doors clean?require comment when YES D px oAl g tfy JA 24a |2
marked ‘No’ no OO v g gl e Y ALY ils 1)
NA LA sy
ves ] a
24b. Were walls clean? no OO ¥ i lassdl culS Ja 24b
NA DA skuy
ves [1
24c. Were ceiling clean? Nno [ N feada Caall S Ja 24¢
nva KX sy
ves [0
24d. Were vents clean? nvo O ¥ faadai M calS Ja 24d
va XD sy
3
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Scores Critical Areas Ll ¥ Jalash
; Taakas Gl Y1 el
24e. Were floors clean? ves [ pr gl i ";‘"ﬂ-’a..\liyluj 'lsdTbl.24e
require comment when marked ‘No’ Nno O ¥ S AR s )
NA D sy
ves [
24f. Were baseboards clean? no [ ¥ ik el & o flailall i) culS Ja 24
NA D sy
ves [0 =
249. Were grout clean? no O v faphai LI oIS da 249
NA [ sy
YES [
25a. Were trash containers clean? NO D ¥ faadas ddaall il s il o 254
) NA [X] 3biy 9
YES [J
25b. Were trash containers not overflowing? NO D b flaili e Al il ds cals s 25k
NA K] 3k
YES [ s o )
2| 26. Was the restroom smelling clean & fresh no [0 % ol Os) Atniay Aadas sleall An3l, S Ja 26 2
(without any offensive odor)? flplandl 3 dgy S A
N/A Gkl ¥
p S8 Jend el L Gl pen S Ja
27. Were all the facilities inside the restroom in YES O pu el v e vi 27
good working condition? . A B
2 require comment when marked ‘No’ no [ v sl om0 MY AaY) i 13 | 2
N/A by
YES j (5) ki daall 3e B 4l e oS
28. Was the Mosque premises clean? D - ( )_ ,.\D ’ ,,;f, i‘\jm 915 ‘“.jr 28
2 require comment when marked ‘No’ No [ b o e R 2
N/A Bhiy
Comments: stBadtall / galasll
B5i30 elod!
FOR OFFICE USE ONLY Lasd GiCall aladnuy
Unoall L& [BLED oY) ol . .
9 § Evaluation: iy
% |ACTUAL SCORE| masimun | EVvaluation i
Approach Aadl sad ol oge al jEYI [ 1
Greetings and Initial Checks WY Sl g s il [ 2
Appearance and Behavior of Staff Cibsdl Al jehe | 3
Service Laall 4
Cleanliness - Restroom and Mosque Spwall y lalesll — dilkill | 5
TOTAL £ saxall
4
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