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PROJECT : ELARA (FORECOURT— FINAL 2012) PROJECT: ELARA - FORECOURT pan Arab Research Center w

Dabh,\ Emarat / D 44/ S Eppeo / Enoc / L’X_'I d g Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
\2b Saf a Aol | Sefa ool | Nonawe blaldlgle]
Gender Height Built Spectacled Beard | Mustache] Ethnic Groups
M]F [TIM][SIT [MI[F Yes | No | Yes | No | Yes | No |indian [PakistanilFilipino [Expat. Arabs] Others:
ROOROOROOMOROR® O O K 0O O
EMIRATE ";zztli'n“ Abu Dhabi |  Dubai Sharjah Al Ain ‘é’:;‘af:l' Ajman Kﬁ:ism“ah Fujairah
[ | O O O O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
oz 32 ols|[2]albdoelol | [0l 2] 5181523
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday‘ Sunday | Monday I Tuesday ]Wednesday | Thursday [ Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
Vst T O O O vst | O O O x] O O O

1. APPROACH :iaaall gad f.‘.ﬁm Jo I8 1
Scores Critical Areas FIRI A EW | Jalail
YES i s s
1. Was signage visible from distance of 500 Bl #5500 ol e b iasll culS a1
meters and well maintained? Can be Nno [ ¥ & hid W jeas (e Ta J< Alsa
included only in first run na [ . ¥ PR gNIAPEN]
YES [] o= .
5|2 Werelights working and in good no O ¥ sl dam Alay by Jeni sl pa¥l S a2 2
condition at the approach? N S CON U PR e )
NA B u
YES [] ‘
5|3 Werethe lights working and in good no [0 ¥ Ao Alayy Jesd ol ¥l CilS da 3 5
condition at the forecourt area? N .48 ol dipai dakaia
NA )] g
ves K] oo
4 4, z\é?fs} filling area / forecourt clean and no [ Y T e A Uil /ALl Ailaie cilS Jr 414
TZ N 1 L
ves [
5|5 Were the driveway and forecourt free of g [] gy o LA 2N edadihiag Gl S ds 5 5
potholes and well maintained? N aa JSE Abias g éall
NA [T s
2. GREETINGS swa Al flgadll 2
Scores Critical Areas b Y aalt PATHI]
YEs [] ‘
6. Was there any delay in approaching s gl ol 3 el gl e S de 6
5 No X1 Y g TS 5
customers at the fuel pump ¥ 2368 gl dsime e (b M (he
NA O e
5|7 Didthe staff approach the driver side of ~ YES K A e LSl (o calagall B a7 5
the vehicle? Nno [ N Il
+ 1 +
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Scores Critical Areas Lol ¥l Jataily
8. Were you greeted in a friendly manner ~ YES [{] Gobuly) L35 Ak a8
(pleasant feeling)? No [J N 1 (B
5| If no, please describe behavior: Was it O da abisall sl Caua g SR 5
arrogant, without any expression, normal tgle ladll e JW ¢ g all Caaly
etc.... ?_._éjl
YES [] i
4|9 Didthey request customers to quit Nno [ y o= S GG e il sl il a9 4
smoking? ¢ il
¥ (&
NA X L
YES [X]
5| 10. Did the staff thank you as you were No [] N U5 S Ly o Sy il gl G5 10 5
leaving? ol
N J
NA [ Gk
3. APPEARANCE AND BEHAVIOR OF STAFF sCndbigal) dgluy seha 3
Scores Critical Areas EEW UL PO pAIN]
5| 11. Was the filling staff presentable and well YES pxi WY 348l At iy o pedae IS o 11 5
groomed? No [] y IS s
YES axd
12. Was he able to communicate with &o deal st e 1508 Gl gl (S Ja 12
4 NOo [ ¥ , 4
customer? v £
NA [T Gud
5| 13. Was the attendant wearing visible YES [ s e s A8lay (o 5 il pall (IS Ja 13 5
nametag? ~ Cr i ]
’ NO y 0_houme \rmrlfﬁr"’*
YES X i
6| 14. Was staff courteous / friendly? DI e felilal fopa a5 osibsdl IS Ja 14 | 6
NO [ ¥
4, SERVICE daadll 4
Scores Critical Areas ALt c¥Laall Jalaily
YES axd
o 15. Did he follow the instructions on the No [T ¥ Ay o 5o sa el ciladadll Cali sall 81 Ja 15 2
Rahal (Fuel Card)? : ¢ (35850 ede i) i
NA [
g| 16- Did he confirm and repeat amountand ~ YES S5l g s s e Gl ST s 16 6
type of fuel? NOo [ N flaaline e il
g| 17- Did he fuel as per customer’s instructions YES pd - O3l Glaglad s o 340 ey a8 Ja 17 6
- Dhs? NO D N RPN
5| 18- Did he offer to clean windscreen YES [N a ol sl g cabi die o=e s 18 5
voluntarily? (front & back) NO D y ¢ (Al wabe¥l)
YES [X i i ‘
51 19. Were you charged the correct amount? NO E ?: lasaun 428y elia il s &l Ja 19 |5
YES [] au
S el il sale s cals ool Ll
6 20. Were you given correct change? No [] ¥ ? el ghall Baely JA(, plS .20 6
nva )LD =
2
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Scores Critical Areas

Al el Llai

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

T ol Jo et i byl &l o8 O 21

ves OO e 90 OIS s o i) Sadanall b gy il

Nno O ¥ (Jndfp 2 2 51
C.)Q:)ﬂ\ > e Gayt s il

N/A 5,.’
5. REST ROOMS :(e&a.\\ <l 5) dal e 5
Scores Critical Areas Aol il Llaili
ves [1 a8
22a. Were they adequately stocked with all X P; Ay g_ealt ol el arans 3 jeme S Ja 222
necessary supplies such as soap? NO , 20 gliall Jie
N/AS}MV Qorbe 1o Y
YES . =
22b. Were they adequately stocked with all & ﬁ: Ay gl il Jledll azen 8363 S Ja 220
3 necessary supplies such as toilet tissue? NO P cull gl (5,99 Jia 3
nva O ssny o) (9,9 4p oo V
22c. Were they adequately stocked with all ves O] axd 4 g pall u\AM e 3 aarcilS Ja,22¢
necessary supplies such as paper towels? NO m N 048 ) ol adliall Jia
(paper towels are not required where fully _ldiae i g5 Xie Apslhas e 48 ) ol adliall)
operational hand dryers exist) N/A D sk O q,a 9 pwlio D oY (B A
faadss Jolealt cals
23a. Were sinks clean? require comment when YES o o3l ':y“(')“\_; \T‘J‘tsﬁ 23a
marked ‘No’ NO [:] N a sl o YT Ay Gils )
na [ sy
. SRt Ul cuilS
23b. Were mirrors clean? require comment YES m e Ll ,,\}" . ‘\:; uks‘\h‘ 23b
when marked ‘No’ no O v gaasill e T ALY S )
na [ sy
faadas oY) laine il
23c. Were hand dryers clean? require comment YES D pud | 6,-,‘4;1,, Ay u\gﬁ -23¢
3 when marked ‘No’ o O ¥ Gt @T’ oY 3/ 3
na @ sky S A0S0 002
Ay o plall ke ailS
23d. Were dispensers clean? require comment YES . o . ‘ o N \A Lo ,\s‘\j.‘: 23d
when marked ‘No’ Nno [ b g sl o2 MY Ayl calS
na [ skuy
ves N s
23e. Were toilets and urinals clean? no OJ ¥ fidai Jeall Sl cilS o 23e
nva [ sduy
3 :\Aﬂm (= N1 o
2 24a. Were doors clean?require comment when YES M o N 01 ds > 243 12
marked ‘No’ no [0 ¥ gl o T Y s )
na [ sesy
YES axd
24b. Were walls clean? no OO ¥ it Uaall <ilS Ja 24b
na [ sssy
ves A
24c¢. Were ceiling clean? no O ¥ tadai Gl (S Ja 24¢
va O sy
ves B
24d. Were vents clean? no O ¥ gaads ML) S Ja 24d
nA [ smuy
3
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Scores Critical Areas Ll el pAH]
; A8dn) Gl Y1
24e. Were floors clean? YES m pr ol ’ ,,;',,”, LJ:\Jlu 151;‘7 |.24e
require comment when marked ‘No’ no [ Y sl o MY ey cals 1y
NA [ sy
ves B
24f. Were baseboards clean? NO D ¥ Sadlas sacial) z A Al b5 cls Ja 24
NA [ sy
YES pad
24g. Were grout clean? no [0 v fauls LU IS s 24g
NA [ sy
YES s
25a. Were trash containers clean? NO I:] ¥ Ak daladll culysla cilS Ja 253
NA [ sbiyy
2 S - 2
YES pri
25b. Were trash containers not overflowing? NOo [] ¥ il e deladll iy gls i€ Ja 25
NA [ sbuy
YES pad o )
| 26. Was the restroom smelling clean & fresh Nno [0 v s Qs) Rinia s Aagdas leal Al S Ja 26 9
(without any offensive odor)? Tplandl 8 3gy S da3l
NA [ sy
OS5 dand plaadl 8 O agadll asan calS
27. Were all the facilities inside the restroom in YES bd e ete M == v;:d: 27
good working condition? . o - B
2 require comment when marked ‘No’ no OO v gl o MY ALY cals 1y | 2
NA [ skiy
YES i $(3) ki sl A2l i e S
28. Was the Mosque premises clean? D s ( ). 3331 ) ";Li;:e-«— %JIS ‘L-jr 28
2 require comment when marked ‘No’ NO D b & A Al R 2
NA B ahiy
Comments: rUBaNall / galadlf
FOR OFFICE USE ONLY Ladd Cagal aladduy
Unaal) BAH [LED JeY1 . "
9 N : <ol
% | ACTUAL SCORE| maxmum | Ev@luation *
Approach ol sai a3l /e il @Y1 [ 1
Greetings and Initial Checks Y iy cm i | 2
Appearance and Behavior of Staff Ol sall sluy selaa | 3
Service Ladll | 4
Cleanliness - Restroom and Mosque Sl y Glaleadl — 28 | 5
TOTAL g3l
4
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