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PROJECT : ELARA (FORECOURT- FINAL 2012) PROJECT: ELARA - FORECOURT Pan Arab Research Center g
DU-'U‘AI Emarat [ [ @555 Eppco / Enoc / 45 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
; T
P | Sara deol | Zoxa Qe [ Touzt | 10
Gender Height Built Bpectaclesl Beard | Mustache Ethnic Groups
TIMI]S | T M ][F JYes|NoJYes[No]|Yes] No |indian [Pakistani|Filipino [Expat. Arabs[ Others:
IEDDIZDIZIDDDIZDIZDIZIDD O O
EMIRATE Vé:::i'n" Abu Dhabi |  Dubai Sharjah Al Ain g’:;v“ai‘:" Ajman | 2P| Fujairah
O O O ] | O O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
ol a4 |o]l ol 612 |\ g p oy | elz [ia:381a:=2
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday | Monday l Tuesday | Wednesdayl Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
vt CTHT 0 O ® O vst | O O O O O O
1. APPROACH shdasall gad A28 /e IR (I |
Scores Critical Areas Aabed c¥laall PR
YES X i T "
1. Was signage visible from distance of 500 X P 5500 am e peddie dasll S da 1
meters and well maintained? Can be Nno [ ¥ (o i Lo _pas (Se T2 S Uliaa g
included only in first run nva [ . ¥ s 8T pall/Al sl
YES [X] and )
2. Were lights working and in good Al sam Alay 4 Jedi sl gl Qi€ da 2
2 | no [0 v 2
condition at the approach? N SO (e il @Y
NA O sy
YES ] :
5| 3. Were the lights working and in good Nno [] N s sua Ay ded sl paYl QS da 3 2
condition at the forecourt area? v €3 g8 gl A%t Aakaie
wa O ol
YES [X]
4 4. X\é?’s) filling area / forecourt clean and NO D Y e Akl oLl Al dikia cS Js 4 |4
NnA [ ,_,,-Y
YES [ . ~
o| 5. Were the driveway and forecourt free of g ] y A g et Adhiag okl IS da 5 2
potholes and well maintained? N Taa IS5 Alaay Hiall
NA [ g
& e
2. GREETINGS roma il fAdll 2
Scores Critical Areas Aala) cflaal PALHI]
YES [
5| 6. Was there any delay in approaching NO N Calb gall ) 8 el gl da S B 5
customers at the fuel pump N €38 5l ddaa dic (il 3 (ha
NA O
5|7 Didthe staff approach the driver side of  YES pd A 0e AS Al e cabasall B a7 5
the vehicle? No [ N ¢ il
+ 1
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Scores Critical Areas At Lol pAH)
8. Were you greeted in a friendly manner ~ YES [X s Colul) L35 Wy b an M 5 da 8
(pleasant feeling)? No [ Y $ (z i
5| If no, please describe behavior: Was it S ot gall o sl hag ad pla ) Y 1Y) 5
arrogant, without any expression, normal gle ¢ ulatll e A ¢ all caaly
etc.... L.l

. YES []
9. Did they request customers to quit O @8l G e osibsall b Ja 9
4 : No [ v - 4
smoking? v SOl
NA [X Gy
YES [ '
10. Did'the staff thank you as you were D S Lty o S8y Cala galf G5 a 10
5 . No [ ¥ 5
leaving? N SOl
NA [ s
3. APPEARANCE AND BEHAVIOR OF STAFF soBgall Sgluy eha 3
Scores Critical Areas E ORI AN PR | PAH]
5| 11. Was the filling staff presentable and well  YES pad WY 058 Aad il ga pelae S o 119 5
groomed? No [] v $al/05 5y
YES [X]|
12. Was he able to communicate with gedealsll e 18 Calh gl IS Ja 12
4 Nno [ ¥ 4
customer? v fOsl
NA [ L
5| 13. Was the attendant wearing visible YES [ = e ok Ay (o5 cala gl IS Ja 13 5
nametag? NO [] ¥ SouZ | ‘s W,|
YES 4] i
6| 14. Was staff courteous / friendly? . = felihl fopagay oysibasddl IS Ja 14 6
No [ y
4. SERVICE R URESIY ]
Scores Critical Areas Fansleall) YLl Jalas
YES [ s I
2| 15. Did he follow the instructions on the No [ ¥ s (o 52 pall cladail) Cali gl il Jn 15 5
Rahal (Fuel Card)? ‘ ¢ (3580 e da dilhy) s
NA [
g| 16- Did he confirm and repeat amountand ~ YES B D528l s s e Gl gl KT s 16 6
type of fuel? No [ y feladinn e il
g| 17- Did he fuel as per customer’s instructions YES (7 P - O3l Claded casa AN ey W8 Ja 17 6
- Dhs? No [J ¥ € a0
5| 18. Did he offer to clean windscreen YES [J m Lug e bkl play (il elle (e Ja 18 5
voluntarily? (front & back C s ¢ (Al eV ads
V2 ) NO [ ¥Nje g o (s o) i
YES [ A -
5| 19. Were you charged the correct amount? NO E g oo 428 e s s 8.;.4“ Ja 1915
YES [X] A
Sy el aliall salels cals oot WG
6, 20. Were you given correct change? NO [ ¥ el il sdlely ’A‘, el¥ds .20 6
¥ K
(77 I
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Scores Critical Areas

Lol eyl Ll

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

. el Jea e glae 4 (al sl Gl 228 s 21
ves [l e A S Ja b i) Al b im0
no O 0 (Jdf e =

cnn il g s "pad Ada Y S 13
NA R ol

5. REST ROOMS

(plasd fell ) Asil ip 5

forecourt.doc

Scores Critical Areas Ll cLaal Jalailt
' YES S
22a. Were they adequately stocked with all % H; dy gl e i) aens 3 jeme ilS Ja 2223
necessary supplies such as soap? NO e slall Jia
na [ sbny =
. YES ard
22b. Were they adequately stocked with all Ay g pdall e Slial) auan 8 jee ilS Ja 220
3 necessary supplies such as toilet tissue? NO ¥ u.dl il (359 Jie 3
na [ abuy
22¢. Were they adequately stocked with all YES E i dy ) g paall e il prany e B il Ja.22¢
necessary supplies such as paper towels? NO E] N *‘4,&»!\ wadliall Jie
(paper towels are not required where fully Ciliine i g aie Ay gt e 4l Cadliall)
operational hand dryers exist) nA [ iy (383 2
- Al Julieall S
23a. Were sinks clean? require comment when YES m e o ';51" ‘,)‘Lw . ~xsﬁ 23a
marked 'No’ no [0 ¥ sl o MY Y S )
na [ auy
[ ; Thadas U el casls
23b. Were mirrors clean? require comment YES [ ol ..\Q.. . tj‘ w\S(\h\ .23b
when marked ‘No’ no O ¥ gl (o2 MY ALY S )
na [ sbiy
R ("" ] B \ \sm -
23c. Were hand dryers clean? require comment YES 'z pr | ‘5,',\5., f"\A | wéﬁ 23c
3 when marked ‘No’ no O Y gl e I YN Qs 3
nvAa [ sy
Ay o sbiall i ol
23d. Were dispensers clean? require comment YES m o . ‘ el N t:SLT . \é“h‘ -23d
when marked ‘No’ no OO ¥ sl (o2 MY e Y S Y
nva [ sy
YES ad
23e. Were toilets and urinals clean? NO D ¥ Shik il sl S Ja 23
nva [ seiy
. . Caasla { iy
2| 544 Were doors clean?require comment when YES e S A?.J:: ot . .\5 S .24a 12
marked ‘No’ no OO ¥ gam sl o2 YT ALY S 1Y
na [ ahuy
YES pui
24b. Were walls clean? no O Y il laall cil& Ja 24b
A [ sy
vEs 4
24¢. Were ceiling clean? NO D ¥ eulan el S Ja 24c¢
HRECY
ves DA
24d. Were vents clean? no OO ¥ $aads Ml culS Ja 24d
NA O sbyy
3
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4 +
Scores Critical Areas TR N PR Liail
24e. Were floors clean? YES pad o ?:Li:\.kjud.:l'.‘u"a‘)l\” ujls J 24e
require comment when marked ‘No’ NO D ¥ gl 2 Y MaY) s iy
nva [ sasy
v ves B
24f. Were baseboards clean? Nno OO v 45kai sac @l & o) /liadl 15 S Ja 24f
NAa [ sy
YES pd
“24g. Were grout clean? no O ¥ feakas LW S Ja .24g
NA [ sy
YES ]
25a. Were trash containers clean? NO | b fadb dalaall il s cilS Ja 259
NA [ skuy
YES.[X] 2
25b. Were trash containers not overflowing? NO EI b Ll e daladll il la il U 25b
NA [ sbyy
. YES [X] o N
26. Was the restroom smeliing clean & fresh No [ N sl 05) Lmiay il alaall ‘bjb u—\-ﬂS dA .26 2
(without any offensive odor)? flolandl 4 4gy S Aad
NA [ shyy
27. Were all the facilities inside the restroom in YES D i S5 dasi dhaall (8 i el an mii: 27
?ezouc?révggkr::%ggp \?vlrt]'g: ;arked ‘No’ No [ ¥ el e Y Yl cals 1y | 2
NA [ sbiy
28. Was the Mosque premises clean? YES D ped Y(B),% ‘_u“d,: ‘t,,df s "”‘u‘: ‘f’LS dA 28
require comment when marked ‘No’ No [ v gl o MY ALY s iy 2
NA R ki y i
Comments: saUaa Ll [ Gl
FOR OFFICE USE ONLY dadd gl aladiuy
% Acﬁm\;;;:ﬁ Gl oY) s Evaluation: 1pdll)
Approach aadll gt ol /ye cl Y [ g
Greetings and Initial Checks ALY Sl y cum | 2
Appearance and Behaviar of Staff Cpiha pall sly jekaa | 3
Service dadll | 4
Cleanliness - Restroom and Mosque Al y Gleleall — ddllail) | 5
TOTAL £ saxall
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