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On behalf of the Sinclair Branded Team, we’re pleased to announce the 2015 Sinclair Brand Excellence Program.  In 2014, we had 39 locations 

receive scores of 100% or better on both of their site inspections. Congratulations to those locations for achieving brand and image excellence.  

We hope to see more sites receive perfect scores this year. 

Included in this packet are three important documents: 

 The guidelines for the 2015 program 

 A copy of the letter all auditors will have to provide to the location during an inspection 

 The Brand Excellence Cure Information handout all auditors will provide to the location after the inspection. 

This year we have again made some changes to the Brand Excellence program. We’ve added additional bonus questions. Most notably, we’ve 

significantly increased the number of cure appeals available from four questions to twelve. In addition, we’ve increased the timeframe for some of 

the cure appeals to forty-five days. Please refer to the guidebook for details on which questions qualify for cure appeals and the applicable time 

frame. The process of submitting a cure appeal will be available online once the shop period opens. We’ve also created the Brand Excellence leave

-behind as a method of communicating, at the location level, possible methods to increase inspection scores. Finally, in order to lessen subjectivity 

of site inspectors we have provided Maritz with additional examples of compliant and non-compliant photos.  

We are pleased to announce a continuation of our robust reward program! Locations that average 90-94.9% after two shops will continue to  

receive a 50% rebate of fees paid and locations that average 95-100% after two shops will continue to receive a 100% rebate of fees paid. The 

additional bonus awards for perfect scores, Dino Bucks program, and Grand Prize will also be offered this year! Please review the reward section 

in the 2015 guidebook. The monthly fee for the secret shopper program will stay at $12 a month.  

The Sinclair Brand Excellence program is an integral part of measuring and maintaining high quality standards throughout the Sinclair brand  

network.  All of us have a significant investment in the Sinclair brand and we can enhance the experience of every Sinclair customer by focusing 

on improving our execution of the retailing principles highlighted in our Brand Excellence Program. The 2015 guidebook also includes a section 

on best practices for maintaining brand standards at your locations. These best practices were put together to help you achieve the best scores  

possible in 2015.  We value your partnership and support of this program.  The first shop for 2015 will begin April 1st, 2015.  If you have any 

questions about the program or information contained in the guidebook please contact your wholesale representative. 

 

We thank you for your business. 

 

My Best,  

 

 

Jack Barger 

Vice President of Marketing and Supply  
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Safety 
Please know that your safety is the primary concern of MaritzCX. If you visit a location where you feel  

uncomfortable or unsafe, we do not want you to put yourself in danger in order to complete the shop. If you 

visit a location where you feel unsafe, please contact MaritzCX immediately. We will either find another 

shopper who would feel more comfortable conducting the shop or will assess what you might need from us 

in order to complete the shop. This assessment will be done on a case-by-case basis.  
 

Photo Safety 
MaritzCX has received feedback from shoppers conducting mystery shops/audits that require photos. We 

would like to make sure that we do not upset the patrons of the locations we visit, so we are asking that you 

do your best to exclude customers and customers’ cars from your photos. We realize that there are some 

photos that we ask you to take that this would be nearly impossible (photos of the overall facility). In the 

photos that capture close-ups of particular attributes, we ask that you wait until the immediate vicinity is free 

from customers and their cars. However, photos are required and must be captured.  
 

If, for any reason, you are approached by a customer who is upset at what you are doing, we recommend 

that you offer to delete the photo from your digital camera and allow them to witness you doing this. 
 

Shopping Hours 
The location may be shopped Monday through Saturday 8AM- 6PM, if the location is operational during that 

timeframe and the sky is well lit. You can check the location’s operating hours by calling the phone number 

provided on your evaluation prior to visiting it. Sunday visits are not permitted. If no phone number is listed on 

your evaluation form or you were unable to confirm the hours of operation, you may check the Sinclair  

location list at www.sinclairoil.com or contact MaritzCX directly.  

 

NOTE: Shops could be rejected by the client if the sky is not well lit. It is highly suggested that you avoid  

shopping during storms or close to sunrise or sunset. If you need to use your flash outdoors, there is a  

possibility that your shop could be rejected. Due to the client’s requirements, we will not accept shops with 

photos taken in dark conditions.  
 

General Program Information 
The client does not want shops to take place on any of the following Federal holidays: 

 Memorial Day 

 Labor Day 

 Columbus Day 

 Veterans Day 

 4th of July 
 

Appropriate attire for men and women would include: 

 Business casual 

 Dress casual slacks/skirts 

 Collared knit shirts/blouses 

 Comfortable, clean, non-scuffed shoes 

Shopper Instructions 
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Shopper Instructions 
Required Materials 
 Digital camera (provided by the shopper) 

 Sinclair 2015 Brand Excellence Mystery Shop Guidelines will be mailed with the first assigned shop of 2015 and will be used the  

entire year. 

 Sinclair Letter of Authorization (available for download from the MaritzCX Website) 

 Update Letter(s) (available for download from the MaritzCX Website) 

 Dino Bucks Program Letter (available for download from the MaritzCX Website) and 2 Dino Buck certificates (mailed upon shop 

assignment) 

 CURE handout (available for download from the MaritzCX website) 

 $1.00 in cash to make your purchase in the interior of the store prior to the reveal 

 $5.00 on a credit/debit card to make your purchase at the pump prior to the reveal. 

 NOTE: Gift cards cannot be used to purchase fuel on this program.  
 

To obtain the most current materials, you will need to go to “Your Assignments” on our website. Click on a visit ID number and you will 

see a download icon. Click on this and you will see the items available for download. These items will be necessary to be able to  

answer the questions correctly.  

 

Helpful Hints/Suggestions 
If you are completing multiple shops, it may be helpful before you begin to confirm you are at the correct 

address. Shops done at the wrong location will not be accepted.  
 

During the Mystery Shop portion of your shop, you will observe the following: 

 The employee that helps you: observe if the employees were well groomed and wearing logoed apparel or name tags. 

 If a public restroom was available. 
 

 

After you have completed your transaction and determined if there is a public restroom available, you may 

reveal yourself as the mystery shopper using the letter of authorization. This letter should be printed from the 

MaritzCX website and left with the station after you reveal yourself. It is suggested that you leave the letter in 

your vehicle with your other materials so that they are not visible while you are conducting your transaction. 

At this time should also present the employee with the Cure handout and any earned Dino Bucks rewards. 
 

Please make sure you reveal yourself to the manager or the supervisor on duty. If manager or supervisor is 

not available, please reveal yourself to clerk on duty. Please explain that you are at the facility on behalf of 

Sinclair to conduct an image evaluation and that the evaluation will include photos and take 45 minutes or 

less. If the attendant refuses your presence, please leave and contact MaritzCX immediately. Please ask him 

or her to call the number on the bottom of the Authorization Letter for verification. Please keep  

conversations with the station personnel to a minimum. 
 

The evaluation and results should not be shared with the personnel at the facility. All results are subject to a 

quality review process by MaritzCX and will be shared with the Sinclair corporate office, who in turn will share 

with the site's parent office. If an employee attempts to justify a negative condition (i.e. “We cannot keep 

the pumps clean because of the road construction out front,”) you should still answer the question  

according to the standards set forth by Sinclair in this guide. 
 

At the end of the evaluation online you are encouraged to leave any positive or negative comments that 

you feel are noteworthy. 
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1. This is not a white-glove audit.  
 Normal wear is considered acceptable, while pure neglect on things like paint, oil on pavement, floors and 

fixtures is considered non-compliant. 

 As it can be difficult to see issues in photos, it is highly suggested that you take photos of the worst example 

of what was dirty or damaged to avoid questions about your shop. Capture as much as possible of each 

infraction within a single scene. 

 If you can’t find an item at the counter or point of purchase area (i.e. credit card applications, Gift Cards, 

etc.) the station employee should be able to assist you in locating them.  

 Take weather conditions into consideration. For example, if a thunderstorm went by 30 minutes prior to the 

shop and the bathroom floors show wet footprints; do not take the wet footprints into account when  

evaluating the bathroom cleanliness. 

 Trash, dirt and damage are subjective. Take note of the green help text below each question for Sinclair's 

definition of excessive trash, dirt, damage, etc. If a regular customer would not be aware of the issue then it 

would not be considered excessive. Only answer NO if the issue is consistent throughout the property (or 

area you are evaluating) and not just in a small localized space. 

 It is suggested that you approach the evaluation of the location as if you were an average customer. If an 

average customer would not notice an issue, then it should not be noted.  

 When viewing your photos, if the infraction is not clearly visible in the photo, answer YES.  

 

2.  Avoid taking photos of any employees or customers.  
 Sinclair asks that if you need to take a photo where an employee is conducting work, please wait until they 

are done, ask them if they could step aside, and then take the required photo.  

 

3.  Shops will not be accepted without all required photos.  
 The camera icon (         ) will be used throughout this guide to indicate questions where photos are  

required. The charts on pages 20-21 of this guide indicate which questions require photos and under what 

circumstances each is required. The chart on page 19 indicates overall photo requirements. 

 Evaluations missing photos, unless corrected within the specified timeline, will not be processed and  

payment will be denied. 

 Each photo uploaded should be unique. Do not use the same photo for multiple questions.  

 NOTE: It is highly recommended that you take 2 photos of each infraction and overall photo to ensure each 

photo captures the infraction and are clearly visible. Remember, it is important to capture as much as  

possible of an infraction within a single scene. 

 

4.  Complete the review online. 
 Before you complete your first shop on this project, the client requires you to correctly answer a set of review 

questions about the material you have read.  These questions will also be available for download and re-

view on the MaritzCX Website. 

 If you incorrectly answer a question, the website will show you specifically which question you have missed. 

 If you incorrectly answer more than 20% of the questions, the website will not display what was missed. 

 If you complete a shop and the review questions have not been answered, you will not be paid for your 

shop. 

Shopper Instructions 
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You could encounter some of the following circumstances during your site evaluation. Listed below are  

suggestions should any of the following occur:  

 

1. The Station is Closed for Business: 

If you go to a station where all pumps are inoperable due to the station being closed for business, the site should not be 

shopped.  In this situation, you will need to provide at least two photos and answer QOpen as closed, with full  

explanation when you debrief. 

 

2. The Station is Partially-Open: 

If a site is partially-open (for example, they are out of gas but the convenience store is still open or the  

convenience store is closed but you can pump gas), it should be shopped as normal. In this situation, mark NA when 

possible for all items that are not available for you to evaluate. Sites may be undergoing the process of re-imaging.  

During this process some of the site may not be functioning. In this situation, mark NA when possible for all items that are 

not available for you to evaluate. Stating the situation you encountered in your notes will help avoid any additional 

questions about this visit. 

 

3. The Station Refuses to Let You Evaluate: 

When you reveal yourself to the manager or cashier as the mystery shopper, if they refuse to let you  

evaluate the location, please ask him or her to call the number on the bottom of the Authorization Letter for verification. 

If he/she still refuses to let you evaluate, please leave the site and contact a MaritzCX associate.  

 

4. The Station Cannot be Located: 
If you are unable to locate a site, it is highly suggested that you use every resource available to find the  

location before you leave the area. If the location does exist, you may not be paid for your attempt to shop it. Amongst 

the resources you could use to find the location would be: getting directions by calling the station number shown on 

your evaluation, looking up the phone number in a phone book, or stopping at another business near where the  

location should be and asking. As a final resort, you can try calling MaritzCX for either directions or the station’s phone 

number. 

 

5. The Station Is Branded Something Other than Sinclair: 
It is considered a “closed location” even though it is open for business. The station attendant will be able to tell you if 

they sell Sinclair gasoline. If the station is branded something else, report location as closed and take two photos. This 

type of shop does not require any purchases. If they still sell Sinclair gasoline you can complete the audit. 

 

6. The Location Is Roped Off Because of a Criminal Investigation or the  

Electricity Is Off: 
Enter the shop as closed and take two photos. 

 

7. The Location Appears to Be Out of Business: 
Enter the shop as closed and take two photos. 

Shopper Instructions 
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The Dino Bucks rewards program will continue as part of the Brand Excellence program in 2015. As part of 

this program you will be providing Dino Buck reward certificates to station employees based upon the  

below criteria provided by Sinclair. Please carefully review the below criteria as it has changed for 2015. 

 

You will be mailed two Dino Bucks (examples below) per shop once a shop has been assigned to you. Bring 

both Dino Buck certificates to the shop with you along with the Dino Bucks program letter. You will use the 

bottom “tear-off” portion of this letter to capture the winner’s name. 

 

 

 

 

 

 

 

 

Please note: Dino Bucks have no monetary value. These are certificates that recognize the employee will receive a $10 

VISA gift certificate per Dino Buck, mailed separately. 

 

One (1) Dino Buck may be awarded if Q1a AND Q1b AND Q2 = Yes. 

The employee must have a brand-appropriate appearance, be wearing a nametag AND offer his/her undi-

vided attention during the transaction. 

 

One (1) Dino Buck may be awarded if Q4 = Yes AND the suggestion was a Sinclair Gift Card, Green Card, 

Advantage Card, Fleet Track Card, Driver Thank You or OTR Card. 

The employee must suggestion either the Gift Card, Green Card, Advantage Card, Fleet Track Card, Driver 

Thank You or OTR Card. Other product suggestions do NOT count towards this reward. 

 

If an employee meets the above criteria, please present them with the Dino Buck program letter and  

appropriate number Dino Bucks reward certificates. The employee can receive up to two certificates total if 

they meet all of the requirements  listed above. 

 

When debriefing your results you will be asked what, if any, certificates you rewarded along with the first and 

last name of the qualifying employee. Please record the employee’s information using the “tear-off” portion 

of the Dino Bucks program letter. 

 

The Dino Buck program letter and rewards certificates should be presented to the employee with the letter 

of authorization after the mystery shop portion of the evaluation is complete. You should leave the top  

portion of the Dino Buck program letter at the location with the employee who won. Take the “tear-off” por-

tion home with you to use during the debrief process. 

Shopper Instructions 
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Debriefing 
The client requires the results of the shops to be debriefed and photos uploaded within 12 hours. Any data or 

photos submitted more than 12 hours after you have completed the shop may be subject to rejection and 

non-payment per your Independent Contractor Agreement.  

 

To be able to debrief, enter the “Security Code” found below the site’s address on the pack label. 

All shops 24 hours overdue are subject to removal. Payment will be denied even if you conducted the shop 

because a shop is not considered complete until we receive the data and photos and all information  

submitted is reviewed by the editing team. 

 

Invoicing 

After debriefing your shop(s), complete an online invoice for payment and upload your receipts. 

 No payments will be approved or mailed until you have followed the directions below and submitted an invoice. 

 The invoice submission page is accessed from the “My Current Shops” page. 

 You will need to tape both receipts to a piece of paper prior to capturing an image as only one image can be  

uploaded into our invoice system. This single image must be uploaded as an overall photo in your debrief. 

 To expedite processing, it is suggested that you print the shop’s visit number on each receipt. 

 We will be unable to process payment until the shop is ready to provide to the client. 

 You will be notified by email if there are any issues and should follow the steps outlined to continue the process. 

 If we have not received your invoice or the receipts materials within 14 days from the date of the shop, you may not 

be paid for the shop. Please note that providing your receipts when debriefing does not count as providing the  

receipts when invoicing. 

 If you have any questions regarding an invoice, please have the invoice number available when you call. 

 Since the client can ask about a shop months after it was completed, it is highly suggested that you keep your  

evaluation, photos and copies of any other materials for six months as reference. 

 

Contact Information 
 

MaritzCX 

10895 Grandview, Suite 100 

Overland Park, KS 66210  

1-800-782-4299 

 

Monday–Thursday 8:00am – 8:30pm CST 

Friday 8:00am – 5:30pm CST 

Saturday 10:00am – 4:30pm CST 

Shopper Instructions 
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Sinclair Brand Excellence 2015 Reward Program 

We are pleased to announce the continuation of our Brand Excellence reward program!  

Sinclair will continue to rebate Brand Excellence monthly fees for each location that averages over 90% in 2015. 

Locations with average scores of 90-94.9% will receive of 50% rebate on their monthly fees. Locations with average 

scores of 95-100% will receive a 100% rebate on their monthly fees. 

We will continue sending performance plaques to locations that score 95% and above. 

Additional Rewards 

Each location that averages 100% after both yearly shops have been completed will receive a $300 bonus.  

$100 will be awarded to store managers for each perfect score 

Shoppers will award Dino Buck certificates to location employees who provide excellent customer service. Employ-

ees have the chance to earn $20 in Dino Bucks for each shop. When a shopper awards a certificate the employ-

ees name is collected and Sinclair is notified. A gift card in the value earned is mailed to the distributor for delivery 

to the employee. 

2015 Grand Prize Getaway 

Sinclair will be awarding one lucky winner a two night stay, including airfare for two, at one of the Sinclair proper-

ties and a gift certificate for $1,500. This includes: 

 Sun Valley Resort in Sun Valley, Idaho 

 Westgate Hotel in San Diego, California 

 Grand America or Little America in Salt Lake City, UT 

 Little America in Flagstaff, Arizona 

 Little America in Cheyenne, Wyoming 

 Little America in Little America, Wyoming 

Entries into the Grand Prize drawing will be awarded for every location score of 90% or better. Locations that score 

100% will earn three entries. After each score is received the Sinclair Wholesale Representative will reach out to the 

distributor to identify a name and phone number for each entry. Distributors can provide names of station employ-

ees, station managers, dealers, or any other distributor employee. 

The Grand Prize drawing will occur after the 2015 second period shop has closed and the winner will be notified 

around March 1st, 2016. 

Rewards Program 
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Rewards Program Reward Program 
Rules for Brand Excellence Grand Prize Giveaway 

Introduction: The Brand Excellence Grand Prize Giveaway is only open to legal residents of the 50 United States and the District of Columbia. Entries originating from any other  

jurisdiction are not eligible for entry.  This contest is governed exclusively by the laws of the United States. No purchase is necessary to enter or win.  Void in Puerto Rico and where 

prohibited or restricted by Law.   

Administrator:  Sinclair Oil Corporation at PO Box 30825, Salt Lake City, UT  84130-0825 

Prize Provider:  Sinclair Oil Corporation at PO Box 30825, Salt Lake City, UT  84130-0825   

1. Entry: Entries will be made available to distributors based on site inspection scores for the 2014 Sinclair Brand Excellence scores. Scores of 90-99% will receive one entry and scores 

of 100% will receive three entries. Sinclair Wholesale Representatives will contact eligible distributors for entry names. If distributor does not respond by February 1st, 2016 they will 

forfeit entry. Sponsor is Sinclair Oil Corporation, PO Box 20825, Salt Lake City, UT  84130-0825.  Once submitted, all entries become the exclusive property of Sinclair Oil Corporation 

and will not be returned.  For a copy of these Official Rules, send a self-addressed stamped envelope by September 15th, 2015 to Sinclair Oil “Brand Excellence Giveaway” Attn:  

Rules Requests at Sinclair Oil Corporation PO Box 20825, Salt Lake City, UT  84130-0825. 

2. Eligibility:  This contest is only open to residents of the 50 United States and the District of Columbia, who are 18 years of age or older at the time of entry.  Employees of Sinclair Oil 

Corporation, Sinclair Oil, Oil and Gas, Refining, Sinclair Services, Sinclair Transportation, Sunlight Ranch Company are prohibited from entering the contest or any persons residing in 

the same household as such employees are not eligible to enter or win, including advertising, promotional, social networking, mobile application, legal, any independent contrac-

tors affiliated with any of the companies listed above or financial advisors are NOT eligible to participate in this promotion.  

The sponsor is Sinclair Oil Corporation, PO Box 20825, Salt Lake City, UT 84130. 

3. Drawing:  The sponsor will one (1) Grand Prize winner for all eligible entries in a random drawing on or about March 1st, 2016.  Entrants need not be present to win.  Potential winner 

will be notified by email, phone, or mail.  If any prize notification is returned as undeliverable, or if the winner does not respond to the notification within five (5) days of the date of 

notification, prize will be forfeited and an alternate winner may be selected.  Except where prohibited by law, potential winners may be selected.  Except where prohibited by law, 

potential winner will be required to complete, sign and return a notarized Affidavit of Eligibility / Ownership/Liability Release and Publicity Release (the Affidavit).  Affidavit must be 

returned within ten (10) days from the post mark date or time stamped on the prize notification letter or prize may be forfeited and an alternate winner may be selected. 

4. Prize/Odds: Sponsor will award one (1) Grand Prize.  Grand Prize consists of a prize package by the sponsors in which each component has a retail value.  Winners may designate 

size.  Odds of winning depend on the number of eligible entries received.  Purchase will not increase your chances of winning.  Winner is responsible for all taxes on the prizes and 

expenses, including without limitation, federal state and local sales and income taxes, luxury taxes and any other costs incurred in claiming or using the prize.  Unclaimed prizes may 

not be awarded.  No prize substitution or cash equivalent of prize is permitted except at Sponsor’s sole discretion, and then only for a prize of equal or greater value.  Prize will be 

delivered to winner’s residence listed on the entry form. 

5. General: Contest is subject to applicable federal, state and local laws.  Entrants agree to be bound by these Official Rules and by the decisions of the judges, which are final and 

binding in all respects.  By entering this Contest, entrants expressly acknowledge that these Official Rules have been drafted in the English version of the Official Rules shall govern 

any dispute. By participating, contestant releases the sponsor, and their respective parents, affiliates, subsidiaries and their respective partners, affiliates, subsidiaries and agencies 

and their directors, officers, employees and agents from any and all liability for any injury, death, loss, tax liability or damage of any kind arising from contestant’s participation in this 

contest that sponsor and/or its agents may use winners entry’s address, name, city and state only,  prize information and/or likeness for promotional purposes in any media now 

existing or hereinafter devised without any additional compensation.  Subject to all federal, state, and local laws and regulations.  Sponsor will collect information from the entrants 

solely for the purpose of the drawings and to notify potential winners. Sponsor will not share this information with any third party, except as necessary for the administration of the 

Contest potential winner notification as applicable, nor attempt to contact entrant, unless entrant has agreed to receive further information on Sponsor’s products and promotions 

or for potential winner notification (if applicable). Releases are not responsible for entries that are lost, misdirected, or fail to enter into the system, or are processed, reported, or 

transmitted late or incorrectly; or for any other errors or problems of any kind, whether typographical, printing, mechanical, human, electronic, or otherwise, relating to or in  

connection with the Contests, including, without limitation, any error or problem that may occur in connection with the administration of the Contests, the processing of entries, the 

announcement of the prizes, or in any Contest-related materials. Sponsor’s failure to enforce any term of these Official Rules shall not constitute a waiver of that or any other  

provision. Sponsor reserves the right to disqualify entrants who violate these Official Rules or interfere with this Contest in any manner. If an entrant is disqualified, Sponsor reserves the 

right to terminate that entrant’s eligibility to participate in the Contest.  

6. Disputes: Except where prohibited, all issues and questions concerning the construction, validity, interpretation and enforceability of these Official Rules, or the rights and  

obligations of the Eligible Participant and Sponsor in connection with the Contest, shall be governed by, and construed in accordance with, the laws of the State of Utah, without 

giving effect to any choice of law or conflict of law rules (whether of the State of Utah, or any other jurisdiction), which would cause the application of the laws of any jurisdiction 

other than the State of Utah.  

7. Winners’ List: For the names of the winner, available after March 15th, 2016, mail a self-addressed, stamped envelope by April 1st, 2016 to: Sinclair Oil Corporation Attn: Contest 

Winners, PO Box 20825, Salt Lake City, UT , Salt Lake City, UT  84130-0825.  

SPONSOR & ADMINISTRATOR: The Sponsor & Administrator of this Contest is Sinclair Oil Corporation, PO Box 20825, Salt Lake City, UT 84130.  

©Copyright 2015 Sinclair Oil Corporation.  All rights reserved. Entrants may copy these Official Rules for the sole purpose of personal use and not for any commercial purpose  

whatsoever.  
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Sinclair has expanded the number of curable items on the 2015 Brand Excellence program. Cure appeals 

are items that can be appealed by fixing the issue and submitting a picture online within the allotted 

timeframe (15 or 45 days).  

 

Shoppers will provide locations with a Cure Information handout that details the questions that qualify for 

cure appeals, the applicable cure time frame and the possible reasons the shopper may have marked the 

question as a no. Please keep in mind this is informational only. It is NOT an indication that the location has 

missed these questions. Please do not ask the shopper which questions were marked off for on the  

evaluation.  

 

Throughout this book you will see a star next to any question that is eligible for Cure appeal. The star will  

indicate if it is a 15 or 45 day appeal. See below examples of these stars. 

 

 

 

 

 

 

 

 

 

 

 

 

 

Please get with your distributor to determine if you should complete any cure appeals to increase your  

Sinclair Brand Excellence score. 

Cure Information 

 15 

 45 

Indicates a 15 day Cure appeal eligible question 

Indicates a 45 day Cure appeal eligible question 
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Shop Information 
 
 

Cure Information 
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Letter of Authorization: 

 

 

Shopper Materials 
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Dino Bucks Program Letter: 

Shopper Materials 
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Cure Appeal Informational Sheet: 

 

 

Shopper Materials 
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Overall Photos 

Overall 

 

This photo should capture what a  

motorist sees as they pass by this  

location. It will include the building, canopy, 

dispenser (s), and possibly the Main ID/Price 

Sign.  

 

This photo should be taken across the street 

from the location.  

Fueling Dispenser 

 

This photo should capture a full view of the 

fueling dispenser. This photo should clearly 

show the entire dispenser, including the val-

ance and fueling island. 

MID 

 

This photo should capture the entire Main ID 

and price sign, to the ground. If the ID sign 

(s) is/are located on the station’s canopy, 

please take a photo of this. It is highly  

suggested that the sign fill the viewfinder on 

the camera to capture the necessary detail.  

Canopy 

 

This photo should capture a full view of the 

front of the canopy. This photo should  

clearly show the entire front edge of the 

canopy fascia and should include the  

Sinclair logo if present. 

Building Exterior 

 

This photo should capture the front exterior 

of the building. Be sure to include the store 

name, front door, front windows and  

building structure condition. 
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Photos are required when the  icon appears under the column. This table can be used as a checklist to  

verify you have all the required photos before you leave the site. 

Question Always Required Required if NO Required if YES 

Q1a    

Q1b    

Q2    

Q3    

Q4    

Q5    

Q6    

Q7    

Q8    

Q9    

QCustomerService    

Q10    

Q11    

Q12    

Q13    

QInterior    

Q14    

Q15    

Q16a    

Q16b    

Q17    

Q18    

Q19    

Q20    

Q21    

Question Level Photos 
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Question Level Photos 
Question Always Required Required if NO Required if YES 

QSplashGuards    

Q22    

Q23    

Q24    

Q25    

Q26    

QCanopy    

Q27    

Q28    

Q29    

QMainID    

Q30a    

Q30b    

Q31    

QReaderBoard    

Q32    

QExterior    

Q33    

QOil    

Q34    

Q35    

QDino    

QDinoDamaged    

Q36    

QOverall    
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Customer Service and Restrooms 
 
 



24 

 

Q1a. Do all employees have a brand-appropriate appearance?  

Brand appropriate is defined as well groomed and wearing Sinclair or c-store branded apparel from the waist up and/or a name tag. 

Jeans and shorts are acceptable. 

DINO BUCK QUESTION - If Q1a AND Q1b AND Q2 = YES, reward a Dino Bucks certificate when providing the letter of  

authorization to the employee. 

Requirements: 

 Employees are well groomed and appear professional from the waist up.  

 Uniform includes Sinclair or c-store company logoed apparel or proprietary store logo.  

 

 

 

 

 

 

 

 

 

 

 

Q1b. Was the employee wearing a nametag?  

DINO BUCK QUESTION - If Q1a AND Q1b AND Q2 = YES, reward a Dino Bucks certificate when providing the letter of  

authorization to the employee. 

Requirements: 

 Embroidered name on shirt is acceptable in lieu of nametag. 

 If the nametag is professionally produced Sinclair nametag with a space to write a name this is  

acceptable. 

Compliant  

     Customer Service and Restrooms 

Compliant  
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     Customer Service and Restrooms Customer Service and Restrooms 

Q2. Did the employee offer his/her undivided attention during the  

transaction? 

DINO BUCK QUESTION - If Q1a AND Q1b AND Q2 = YES, reward a Dino Bucks certificate when providing the letter of  

authorization to the employee. 

 Requirements: 

 Employee pays enough attention to detail in order to effectively handle the transaction.  

 The employee is not talking on the phone or texting during the transaction, eating or drinking at the counter 

during the transaction, reading or watching television at the counter. 

 The employee is not working on other store duties or talking with another associate or non-employee  

during the transaction. 

 

Q3. Did the sales counter provide enough space for customers to place 

their items and make a comfortable transaction?  

Sufficient space is defined as being able to set a purchased item on the counter as large as a 12 pack of cans and still have enough 

room to write a check or sign a credit card slip on the counter space available.  

 Requirements: 

 Customer is able to comfortably place purchase items on the counter while making transaction. 

 

 

 

 

 

 

 

 

 

 

 

 

Non-Compliant  

Insufficient counter space 
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Q4. If the employee made a suggestive sell during your visit, what item or 

items was/were suggested?  

DINO BUCK QUESTION - If Sinclair Gift Card, Green Card, Advantage Card, Fleet Track Card, Driver Thank You or OTR Card 

are suggested, reward a Dino Bucks certificate when providing the letter of authorization to the employee. 

 Requirements: 

 The employee offers a suggestive sell while at the counter completing your purchase. Items the  

employee might suggest include: 

 Sinclair Gift Card 

 Sinclair Green Card 

 Sinclair  Advantage Card 

 Sinclair Fleet Track Card 

 Sinclair Driver Thank You Card 

 OTR Card 

 Other product suggestion 

 

Q5. Was a public restroom available? 

Requirements: 

 If a public restroom was not available, please select the corresponding reason (out of order, closed due to 

maintenance, no restroom on site or occupied during entire visit). 

 If you cannot locate the restroom on your own, you should ask the clerk. 

 Once you have completed this question the mystery shop portion of the evaluation is complete, you may 

then reveal yourself and present the letter of authorization along with any Dino Bucks earned. 

 

 

 

 

 

     Customer Service and Restrooms 
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Interior 
 
 

Q6. Were the fixtures (sinks, toilets, urinals, mirrors, lighting), walls and doors 

clean and free from standing water/graffiti? 

Excessive dirt is defined as built-up grime/residue or soap scum that can be easily scrubbed off.  

 Requirements: 

 Fixtures, walls and doors are free of excessive dirt. 

 Trashcan is not overflowing and there is no standing water on the floor. 

 Graffiti that can be removed or painted over is considered non-compliant. Graffiti etched into stalls, tile or 

mirrors is acceptable as long as it does not contain an offensive, lewd message and does not impact  

customer use or cover more than 50% surface area. 

 A mirror is not required, but if present must be clean. 

 

 

 

 

 

 

 

 

 

 

 

 

Trash can overflowing, floor dirty 

Removable graffiti 

Sink dirty 

Non-Compliant 

Customer Service and Restrooms      Customer Service and Restrooms 
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Non-Compliant 

Q7. Were the fixtures (sinks, toilets, urinals, mirrors, lighting), walls and doors 

operational/free of damage and were doors properly decaled/identified? 

Excessive damage is defined as being unusable or having enough damage to create difficulty using the fixture. Examples include: 

toilet handle broken off, sink knob missing, etc. Non-handwritten store policy notices in good condition are also acceptable.  Good 

Condition is defined as not dirty, torn, or wrinkled. 

 Requirements: 

 Doors are properly decaled. Restroom decals cannot be handwritten or computer generated. 

 Professional advertisements and cleaning schedule on bathroom door are acceptable.   

Non-handwritten store policy notices in good condition are also acceptable.  

 Fixtures, mirror, walls and doors are free of damage. 

 Door or stall locks. 

 

 

 

 

Mirror damaged Door not properly decaled 

Wall damaged Urinal out of order 

     Customer Service and Restrooms 

Compliant 

Handwritten sign 

 15 
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Interior 
 
 

Q8. Was the restroom stocked with soap OR hand sanitizer, toilet paper, 

seat covers (if applicable) and paper towels available OR hand dryers  

operational? 

    Requirements: 

 Toilet paper is available for customers to use in each stall. 

 Paper towels are in the towel dispenser OR the hand dryer is in working order. 

 Liquid soap is in the dispenser, a bar of soap is not acceptable. 

 If seat cover holder is present, seat cover holder is stocked. 

 

 

 

 

 

 

 

 

 

 

 

 
 

Q9. Was a cleaning schedule posted and current in the restroom? 

    Requirements: 

 A cleaning schedule is clearly visible and regularly utilized by employees. 

 The schedule may be posted inside the restroom or on the inside/outside of the restroom door. 

 

QCustomerService 

 Requirements: 

 Please include any additional comments, positive or negative, about your experience with the customer 

service employee at this station. Was there something that really impacted the experience? Please explain 

any “other” responses here.  

Seat cover holder empty Toilet paper holder empty 

Non-Compliant 

Customer Service and Restrooms      Customer Service and Restrooms 
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Interior 
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Non-Compliant 

Interior 
Q10. Were the aisles unobstructed/clutter free and floors clean with no  

obvious signs of excessive litter, dirt, spills, stains or surface damage?  

Excessive litter is defined as an amount more than a handful of trash. Aisles must have no obvious obstructions and provide a 36"  

minimum width route between displays. 

 Requirements: 

 Aisles are free of clutter like trash, boxes, packing materials, crates, etc. 

 Aisles are not obstructed by merchandise displays,  

unattended boxes or cleaning supplies. 

 Floors are clean, well maintained and have no more  

than a handful of litter or debris and spills. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Q11. Were ceiling lights working?  

 Requirements: 

 One or more lights out constitutes a NO response. 

 

Keep in mind: 

 If re-stocking is taking place 

 Weather conditions 

Aisles obstructed 

Aisles obstructed Floor damaged 

 15 
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Interior 
Q12. Were all food and beverage areas clean, well maintained and 

stocked? 

Adequate stock is defined 50% or more stocked. Unattended spills are defined as spills on the counter larger than a few drops that are 

not in process of being cleaned.   

Requirements: 

 The fountain drink machines are clean and no more than one foun-

tain drink is out of order. 

 No cleaning supplies, trash or recent spills are on the counter. 

 All cup sizes, lids and straws are adequately stocked. 

 Pricing is clearly marked and is professional—no handwritten signs. 

 If present, the microwave is clean and in working order. 

 Napkins, utensils and condiments are adequately stocked. 

 Food is stocked (in morning, breakfast foods; if later in day, lunch/dinner foods) and appears fresh. 

 

 

Non-Compliant 

Keep in mind: 

  If recent cleaning is in  

progress 

Dirty counter 

Damaged counter 

Out of stock 
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Interior 
Q13. Was the store free from the sale of drug paraphernalia or display of 

sexually explicit materials in plain view? 

 Requirements: 

 No drug pipes or items are present or being disguised as something other than drug pipes. 

 No bongs, rolling papers (without loose tobacco also present), roach clips, herbal incense or bath salts  

present or available. 

 No pornographic or sexually explicit materials (only applies to DVDs, videos or magazines that offer full  

nudity)  present or available in plain view. If they are behind the counter and covered this is compliant. 

 Electronic cigarettes are considered compliant. 

 

 

 

 

 

 

 

 

 

 

 

 

 

QInterior 

 Requirements: 

 Please include any additional comments, positive or negative, about the interior facility at this station. 

Please explain any “other” responses here.  

Non-Compliant 

Drug pipes/Bongs Pornographic/Sexually Explicit Materials 

Bath Salts 

Synthetic drugs 
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Interior 

 
 

Exterior 
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Non-Compliant 

Exterior 
Q14. Were the perimeter landscaping, paved areas and walkways free of 

excessive litter, weeds or other unsightly elements and landscape well  

maintained including grass, bushes, trees and other plantings? 

Excessive litter is defined as an amount more than a small plastic grocery bag full of trash in the entire yard and lot, to include all land-

scape areas. 

Excessive weeds  is defined as multiple weeds growing in cracks and/or around the perimeter of the lot. Weeds must not be visible from 

a distance of 5’ away or more. 

 Requirements: 

 All paved areas are free of weeds and trash. 

 All landscape areas are well maintained including grass, bushes and other plants. 

 

Weeds Weeds, unsightly elements 

Excessive trash and debris 
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Non-Compliant 

Exterior 
Q15. Were the perimeter landscaping, paved areas and walkways free of 

large potholes, damage or stains? 

Excessive cracks/potholes are defined as more than 2 potholes or large cracks (measuring 2’ in length) with a depth of 1” or more that 

may cause a tripping hazard for customers. 

Excessive spills/stains are defined as oil or grease residue build-up. 

 Requirements: 

 All paved areas are free of large cracks or potholes. 

 All paved areas and walkways are free of excessive spills and/or stains. 

 

 

 

 

 

 

 

 

Potholes 

Large cracks 

Oil stain 

Please place shopper guidelines next to 

pothole when taking non-compliant photo 

to provide size perspective. 

 45 
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Non-Compliant 

Q16a. Was the exterior of the building and building fascia (within view of  

customers) clean? 

 Requirements: 

 Building exterior and fascia are clean including doors, windows and light fixtures. 

 

 

 

 

 

 

 

 

 

Q16b. Was the exterior of the building and building fascia (within view of  

customers) in good condition with no obvious signs of structural damage, 

graffiti or excessively chipped or peeling paint? 

 Requirements: 

 Building exterior and fascia are in good condition and free of damage, graffiti and  

peeling paint. 

 Doors and windows are free of damage, including cracks, and light fixtures are not damaged. 

Exterior 

Dirty building 

Damaged fascia Peeling paint 

Non-Compliant 

 45 
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Non-Compliant 

Exterior 
Q17. Were the perimeter curbs, retaining walls and fences maintained and 

paint in good condition (perimeter and store areas)? 

Curbs, walls or fences with damage on more than 25% of the surface are considered non-compliant. 

 Requirements: 

 Perimeter curbs are well maintained, clean and in good condition. Curbs are painted with 

no excessive chips in the paint and there is no cracked, chipped or damaged cement. 

 Retaining walls have no missing bricks/stones and no overgrown weeds covering the wall. 

 Fences are well maintained, clean and in good condition. There are no missing sections or rotted wood (if 

applicable). 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Damaged cement (broken, chipped) Damaged curbs 

Damaged retaining wall Chipped paint on curb 

 45 
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Exterior Exterior 
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Fueling Island/MID 
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Non-Compliant 

Fueling Island/MID 
Q18. Were all fueling dispensers clean? 

Clean is defined as free from excessive dirt/dust, grime, fuel, oil or grease that could be cleaned and that could stain a  

customer’s hand and/or clothing. 

 Requirements: 

 Evaluate both the dispenser unit and fueling hose and nozzle. 

 All fueling dispensers (including top) are clean. 

 All hose handles are clean. 

Dirty dispenser 
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Non-Compliant 

Fueling Island/MID 
Q19. Were all fueling dispensers free of damage? 

Damage includes structural damage, graffiti, scratched paint work, rust or fading. 

 Requirements: 

 Non-branded decals other than those applied by regulatory agency such as Weights and Measures are not 

damaged, faded, ripped or peeling off. 

 There is no tape build-up or residue present. 

 There is no sign of damage to the pump skirts, sides or valance. 

 

 

 

 

 

 

 

 

Damaged decals 

Faded, damaged decals 

Damaged dispenser 

 15 
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Non-Compliant 

Fueling Island/MID 

Compliant 

Q20. Were all fueling dispensers functional or properly marked out of order 

and free of unauthorized signs/decals and/or handwritten signs? 

 Requirements: 

 Evaluate both the dispenser unit and fueling hose and nozzle. 

 All pumps and nozzles are present and appear to be in service and functioning properly. 

 No handwritten signs are present on pumps, including but not limited to Pay Inside, Out of Order, etc. 

 Please note, pumps are NOT required to have a pay-at-pump option. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Out of order without professional marking Handwritten signs 
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Fueling Island/MID 
Q21. Were all fueling dispensers displaying current and properly displayed 

valance and skirt graphics? 

 Requirements: 

 All Sinclair valance and skirt graphics are displayed correctly and in good condition  

(not faded or peeling). 

 There are no unauthorized signs/decals displayed on the dispensers. 

 Customers are able to clearly read the product label decals to make a fuel and payment selection. 

 DinoCare graphic should be present on the skirt and not misaligned, faded, peeling or damaged. 

 

 

 

 

 

 

 

 

Brand Excellence Standards 

A- Valance- A valance is required on all Multi-product Dispensers (MPD). The 

Sinclair logo will be placed on one side between the green valance decals. 

The Pump Number Decal (1 optional) is on the opposite side of the Sinclair 

name.  

B- Lower Skirt- The Sinclair logo is the only graphic that should be on the skirt 

other than the SG-2000 Decal (2 optional). The logo on the skirt should be in 

the middle of the white skirt. May be white or stainless skirt. 

C- Nozzles- All gasoline nozzles and splash guards should be black. All diesel 

nozzles  and splash guards should be green, unless specified differently by 

state requirements. All E-85 applications should be blue or yellow depending 

on state requirements. 

D- Octane Stickers- Appropriate octane stickers are required for all gasoline 

products. 

 

Centennial Brand Excellence Standards 

A- Valance- A valance is required on all Multi-product Dispensers (MPD). The 

Sinclair Word mark logo will be placed on the left side near the curve in the 

green valance decals.  

B- Lower Skirt-The skirt will have a series of green arcs. The Sinclair logo will be 

in the middle of these arcs. 

C- Nozzles- All gasoline nozzles and splash guards should be black. All diesel 

nozzles and splash guards should be green, unless specified differently by 

state requirements. All E-85 applications should be blue or yellow depending 

on state requirements. 

D- Octane Stickers- Appropriate octane stickers are required for all gasoline 

products. 

E- DinoCare Decal – All Centennial Branded sites will have a DinoCare decal 

or image on the top left side of the pump skirt. 

 
 

C 

A 

B 

D 

1 

2 

A 

C 

E 

D 

B 

 15 
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Q21. Cont. 

 

Fueling Island/MID 

Compliant 

DinoCare (Decal should be present and in good condition on all pumps at Centennial sites) 
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Fueling Island/MID 

Non-Compliant 

Graphics missing Valance graphic peeling Incorrect branding 

Q21. Cont. 
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QSplashGuards. If splashguards are present, are they the correct color 

and in good condition?  

Requirements: 

 If present, splashguards should be black and free of damage. 

 

 

 

 

 

 

 

 

Q22. If card readers were present, were you able to pay a the pump? 

Answer NO only if there is signage indicating these are not functioning or if you are able to determine this through other  means. 

Answer NA only if there are no credit card readers at ANY pumps. Check ALL pumps to verify. 

Requirements: 

 Card-readers/pay-at-pump units at all pumps are functioning. No “out of order” or “please pay inside” 

signs may be present on any of the pumps. 

 A receipt should be given at the pump. 

 Do not use a gift card for the gasoline transaction. 

Fueling Island/MID 

Non-Compliant 

Damaged splashguard 
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Fueling Island/MID 
Q23. Were approved trash units available, clean and not overflowing? 

Clean is defined as free from excessive dirt/dust, grime, fuel, oil or grease that could be cleaned and that could stain a  

customer’s hand and/or clothing. 

 Requirements: 

 There is at least ONE trash container for every two fueling islands (within 10-15’ of every dispenser on site). 

 Trash can is not overflowing, damaged, dirty or displaying graffiti. 

 Trash can is considered approved as long as it is a standard trash receptacle and does not have other  

petroleum branding. 

 

 

 

 

 

 

 

 

 

Non-Compliant 

Unapproved trashcan Dirty, overflowing trashcan 
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Fueling Island/MID 
Q24. Did each gasoline fueling island have amenities that were available, 

clean, in an approved container and stocked? 

 Requirements: 

 There is at least one squeegee available for every pump island (within 10-15’ of the dispenser). 

 Papers towels and washer fluid are available at each pump island. Check each dispenser to see if it has 

paper towels. 

 Amenities must be in approved holder.  See compliant section for examples. Please note, amenity holders 

do not have to have Sinclair branded decal. 

 

 

 

Non-Compliant 

Compliant 

No fluid available 

No paper towels or squeeges 

Unapproved bucket 
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Fueling Island/MID 
Q25. Were the curbs in the fueling area clean and well maintained? 

Excessive is defined as structural damage, scratched and/or chipped paint and/or rust covering more than 25% of all curbs. 

  Requirements: 

 Curbs are painted Sinclair Brand requirement gray. 

 Curbs are clean and free from excessive spills/stains, chipping paint, rust and tire marks. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Non-Compliant 

Dirty curb Rusty curb 

Rusty curb Excessive spills/stains 

 45 
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Fueling Island/MID 

Non-Compliant 

Q26. Were the bollards in the fueling area clean and well maintained? 

 Excessive is defined as structural damage, scratched and/or chipped paint and/or rust covering more than 25% of all  bollards. 

 Requirements: 

 Bollards are painted Sinclair Brand requirement gray. 

 Bollards are clean and free from excessive spills/stains, chipping paint, rust and tire marks. 

 Sinclair requirement grey shield covers (see below for example) are compliant. 

 Reflective tape is acceptable (see below for example). 

 

 

Rusty bollard Chipped/peeling paint Wrong Color Wrong Color/Damaged 

Compliant 

Reflective Tape Bollard covers 

 15 
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Fueling Island/MID 
Q27. Is the canopy free of dirt and build-up (including bird nests)? 

Dirty is defined as build-up grime, reside or scum that cannot easily be scrubbed off. 

 Requirements: 

 Canopies are free of dirt and build-up including birds nests’. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Non-Compliant 

Light covers dirty 

Dirty under decking 

Dirty canopy fascia 

Wrong Color/Damaged 
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Fueling Island/MID 
Q28. Does the canopy meet Sinclair brand requirements and is free of  

additional signage? 

 Requirements: 

 Canopy has at least one Sinclair sign (Sinclair name, Dino image or Sinclair logo). 

 For Centennial sites, the Sinclair Wordmark logo is present and depending on the size of the canopy, also 

the Dino image. 

 There is no additional non-Sinclair signage on the canopy. This does not apply to professionally produced 

(i.e. non-handwritten) pricing, directional or safety signage. 

 

 Non-Compliant 

Additional signage 

Sinclair sign not visible 
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Fueling Island/MID 
Q29. Is the canopy well maintained and free of peeling paint, dents, rust 

and other damage? 

 Requirements: 

 The canopy is free of any cracks, fading, rust, dents, and other damage. 

 

 

 

 

 

 

 

 

 

 

 

Non-Compliant 

Peeling paint on under decking 

Rusty columns Peeling paint on columns 

 15 
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Fueling Island/MID 
Q30a. Was the Main ID/Price Sign well maintained, clean and free from  

damage? 

 Requirements: 

 Location may have more than one sign. At least one sign must have Sinclair logo and you should evaluate 

All pole signs or price signs are clean and free from damage. 

 All signs contain the Sinclair logo or the Sinclair name. 

 R70 and R140 sign poles are painted Sinclair brand requirement gray. 

 R176 (Sinclair High Rise sign) is NOT required to be painted Sinclair brand gray 

 

 

 

 

Compliant 

Non-Compliant 

MID Rusty 

 15 
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Non-Compliant 

Fueling Island/MID 
Q30b. Was the pricing (could include pricing on Main ID) properly  

displayed? 

 Requirements: 

 All numerals and product panels are present. 

 LED price signs properly display pricing. 

 

 

 

 

 

 

 

 

 

 

 

Missing numeral Missing numeral 

Missing product panel 
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Fueling Island/MID 
Q31. Was the Main ID/Price Sign free of temporary additional signage? 

Permanent is defined as signage that is screwed or joined to the primary price sign that requires tools to remove.  

Temporary is defined as promotional material, banners or “add on” pieces to the primary price sign (i.e. lottery signs, etc.). 

 Requirements: 

 No additional signage is required at a location. If present, additional signage is clean, well maintained and 

permanently affixed to the sign. 

 

 

 

Non-Compliant 

Compliant 

Temporary signage 
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Fueling Island/MID 
Q32. Did the reader board contain a complete message and was well 

maintained clean and free of damage? 

 Requirements: 

 Only reader boards connected to the MID should be evaluated. 

 There are no missing numerals or letters on the sign. All numerals are the same style and color. Color may 

be different if it is intended to call out attention to a specific item. 

 Reader board is clean, not damaged, rusted or cracked with no channels broken. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

QExterior 

 Requirements: 

 Please include any additional comments, positive or negative, about the exterior at this station. Please  

explain any “other” responses here.  

 

Non-Compliant 

Compliant 

Incorrect letters used Missing letters 
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Fueling Island/MID 
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Marketing Programs 
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Marketing Programs 
Q33. Which of the following items were displayed within the store and  

readily accessible to customers?: Sinclair Gift Cards, Sinclair Green Card,  

Sinclair Advantage Card, Sinclair Fleet Card, Sinclair Driver Thank You Card, 

Sinclair OTR Card. 

Readily accessible is defined as within reach of the customer without employee assistance to reach (i.e. not behind the counter, not in 

a drawer). 

 Requirements: 

 Be sure to check ALL registers, entrances, ATM and windowsills to see if these cards/applications are  

available. If you cannot locate them, ask the employee. If available, once employee has directed you to 

the cards, evaluate if they are readily accessible. 

 Sinclair Visa Cards do NOT count towards compliance. 

 Cards are readily accessible, within reach of the customer. 

 A variation of cards is acceptable as long as the display is fully stocked and near a register. 

 Gift cards may be Sinclair or co-branded with the c-store. 

 Fleet cards may be Sinclair or co-branded with the c-store. 

 Green Card takeaway card (top row, far right) is considered compliant. 

 

 

 

Compliant (Please note: Designs may vary) 

Gift Cards Sinclair Green Card Applications/Takeaway Card 

 

Sinclair Advantage  

Card Application 
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Marketing Programs 
Q33. Cont.  

 

 

Sinclair Driver Thank You  

Card Application 

Example of Photo 

Non-Compliant 

Sinclair VISA Platinum Card 

Sinclair Fleet Card Application Sinclair OTR Card Application 
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QOil. Was there oil for sale?  

Requirements: 

 Answer YES if any brand of oil is for sale. This does not have to be Sinclair only oil. 

 If QOil = NO then there is no photo required. A photo is required for Q34 and should be of the Sinclair Oil 

products only. 

 

Q34. Which of the following types of Sinclair Oil products were available for 

purchase?  

Requirements: 

 As long as a product label on a quart reads different from the next quart label, it is  

considered a unique product.   

 Types are defined as different applications, i.e. transmission fluid vs. engine oil,. For example,  

if a store had different weights (5w-30 vs. 10w-30) each weight would be considered a different type of 

product.  

 The following is a common list of Sinclair Oil products: 

 0w-20 

 5w-20 

 5w-30 

 10w-30 

 10w-40 

 10w-30 High Mileage  

 15w-40 

 30w 

 TCW-3 

 2-cycle 

 Any Automatic Transmission Fluid 

 List ALL types of Sinclair Oil products available at the location. 

 

 

 

Marketing Programs 

Example of Photo (Take Photo of Sinclair Products Only) 

 15 
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Marketing Programs 
Q35. Are all pump toppers present, clean and in good condition with clean, 

current Point-of-Purchase (POP) displayed? 

 Requirements: 

 A pump topper is present in each frame and all pump toppers appear professionally lettered (i.e. no hand-

written signs, though handwritten prices on professionally lettered signs are acceptable). 

 All pump toppers are current (i.e. no Christmas signs during the summer). 

 All pump toppers are in good repair, free of significant damage, fading or dirt build-up. 

 If no pump topper frame hardware is present, select NA. 

 If pump topper frames are missing, count total number of pump topper frames missing and report in Q35b. 

 

Non-Compliant 

Compliant 

Blank insert Empty insert 
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Marketing Programs 
QDino. Does the site have a stand-alone fiberglass dinosaur on the  

premises? 

 

 

 

 

 

QDinoDamaged. If Yes, is it damaged and/or faded? 

 Requirements: 

 Dinosaur should not be faded and free of excessive scratches, dents and other damage. 

 

 

Faded Damaged 
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Q36. Which of the following did the site display promotional materials for? 

Sinclair Green Card, Sinclair Advantage Card or Sinclair Visa Platinum Card. 

Promotional  materials may include pump toppers, window decals and in store signage. 

For Visa Platinum Card ONLY, credit card applications are considered promotional materials and should be included in the evaluation. 

 Requirements: 

 If Green Card/Advantage Card are present, note if 5 or 10 cent  rollback and report in Q36a/b. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

QOverall 

 Requirements: 

 Please include any additional comments, positive or negative, about the shop performed at this location. 

Please explain any “other” responses here.   

Marketing Programs 

Examples (Please note: Designs may vary) 

Sinclair Green Card  

Sinclair Advantage Card 

Sinclair Visa Platinum Card 
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Best Practices Guide 
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Best Practices 
The Sinclair Brand Excellence program was created to ensure that Sinclair branded locations meeting minimum 

brand requirements. For convenience stores, maintaining a brand standard is essential for securing repeat  

business. This Best Practices guidebook serves as a reference tool outlining different policy and procedures your 

store can set to meet and exceed Sinclair’s minimum brand standards, ensure a high score on your next Brand  

Excellence site visit, and help improve customer experience, resulting in a higher number of repeat customers.  

Sinclair has identified critical features that drive consumer’s likelihood of returning to a convenience store location 

including, cleanliness of store interior, cleanliness of bathroom, presentation of the exterior and forecourt, and staff 

appearance. 

Understanding How to Set Cleanliness and Maintenance Standards 

A clean and well-maintained store plays a significant role in shaping a brand, as well as customer purchase  

decisions.  Maintaining cleanliness standards and a maintenance schedule is increasingly important with today’s 

social culture.  Negative reviews are easily posted online and this word-of-mouth can adversely impact business.  

Cleanliness can also influence employee satisfaction and overall profitability of your  

location. 

We understand that achieving a consistently clean store when dealing with multiple variables can be  

difficult and may differ from location to location.  Consistent results can be accomplished by integrating Sinclair’s 

Best Practices, which involves four steps: 

1. Define a cleanliness standard:  We’ve begun by defining a cleanliness standard for all Sinclair branded locations.  

This includes defining standards for the interior and exterior of the store.  The specific standards can be found by 

referencing the Sinclair Brand Excellence guidebook.  This includes detail on each of the Brand Excellence evalua-

tion questions and clear pictures of what is compliant and what would be considered non-compliant 

2. Devising a cleaning and maintenance plan:  Implementing cleanliness standards is best achieved when you devise 

a cleaning plan and schedule appropriate for your location.  Each location should create a plan that addresses 

areas on a daily, weekly, and monthly basis.  The following sections of this guidebook will outline suggestions you 

can integrate into your operational plan. 

3. Deploying employee training: To ensure your cleaning and maintenance plan is maintained it is imperative to pro-

vide employees with necessary training and supply tools to ensure their success.  This can be accomplished by 

providing initial and ongoing training once you have created a cleaning and maintenance plan.  Included in this 

guidebook is a breakdown of different tasks that address each of the critical factors of maintaining a store that 

meets Sinclair Brand requirements.  

4. Monitoring Performance: The Sinclair Brand Excellence program is a great measurement tool for monitoring your 

store’s performance.  Site inspections are performed twice a year and will provide you with information to track the 

performance of each of your locations.  Additionally, Sinclair Oil has created a revised reward program that in-

cludes rewarding employees and store managers for achieving brand excellence. 

 

To help facilitate both cleaning and maintenance for your store you will want to consider providing fifteen to  

twenty minutes overlap in schedule changes.  During this time the employee coming on shift or retiring from shift 

can perform duties recommended during each shift change.  The following sections will address the different 

cleaning and maintenance schedules you can implement to ensure your location receives a high score on the 

next Sinclair Brand Excellence evaluation. 
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Best Practices Best Practices 
Store Exterior 

The exterior of your store is the first thing a customer sees, which is why it is important to make a great first impression.  

A significant portion of your customers may only purchase fuel outside and it is important that their experience and 

impression of your location is just as high as those customers that visit the inside of your store.  This section will discuss 

how to maintain a nice exterior, including addressing maintenance and  

cleanliness of the fueling island. 

The Sinclair Brand Excellence program has specific requirements regarding the exterior of your store.  In order to 

meet the minimum brand standards please refer to the Sinclair Brand Excellence portion of this guidebook.  If you 

have any questions, please contact your Sinclair Wholesale Representative. 

Daily (during shift change) 

 Check all outside waste containers – Empty when necessary 

 Check amenities containers  

 If dirty, wipe down 

 Restock paper towels 

 Refill windshield cleaner fluid/ - Change if dirty 

 Ensure squeegees are in working condition 

 Sweep parking lot to remove small trash items and cigarette butts 

 Verify canopy under-deck lightening is operational 

Weekly 

 Wipe down pumps (front, sides, and top) 

 Remove any weeds  

 Check condition of pump toppers – Replace if out-of-date and/or faded/damaged 

 Walk through site and note any maintenance needs this could include 

 Paint and/or repair required on bollards 

 Paint and/or repair required on fuel island curbs 

 Paint and/or repair needed on perimeter curbs 

 Paint and/or repair needed on perimeter fencing 

 Fill in large potholes 

 Paint and/or required on canopy poles and/or under-decking 

 Paint and/or repair required on price sign pole 

 Damage to pumps  

Monthly 

 Power-wash all paved areas including: 

 Parking lot 

 Sidewalks 

 Clean around dumpster area 

 Spray down canopy fascia and under-decking (it is not recommended to power wash) 

 Remove canopy under-deck light covers and clean 
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Best Practices 
Store Interior 

The interior of your store should be a clean and inviting place for customers.  The customer’s first and last impres-

sions are very important.  These impressions are shaped, in part, by your location’s appearance and cleanliness.   

A regular cleaning routine keeps your location clean and prevents the build-up of dirt and mold.  Customers that 

walk into a dirty cluttered store are less likely to return again.  This is especially important regarding the food and 

beverage section of your store.  There are also likely local health regulations regarding these areas. 

There are a number of things you and your staff can do to ensure each customer walks into a clean store.  Often, 

with regular cleaning, it may seem like you’re cleaning something that isn’t dirty, but keep in mind, it is still  

worthwhile to follow the routine to keep your location sanitary.  Below is a list of tasks that can be completed to 

maintain a clean store interior. 

 

Hourly 

 Check food and fountain beverage areas for cleanliness and full stock 

 Wipe down all counters 

 Check inside waste bins and empty when necessary 

 

During Shift Change 

 Make sure gift cards and credit card applications are stocked 

 Clean entry door including inside and outside handles and windows 

 Wipe down and clean food equipment 

 

Daily 

 Sweep and mop floors 

 Check ceiling lights to ensure they are in working order 

 

Weekly 

 Dust and wipe down display shelving and/or cabinets 

 Clean cooler doors (inside, outside, and top) 

 Wash windows 

 

Please remember, these are suggestions. Check with your local Health Department regulations to ensure compliance 

regarding food and beverage areas. 
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Best Practices Best Practices 
Restrooms 

Sinclair has identified clean restrooms as a critical feature that drives customer behavior.  According to  

Convenience Store News, if restrooms are not meticulously clean 94% of customers who use the restroom will not 

return.  It is important for you to have a set policy with stringent cleaning procedures.  A cleaning policy for re-

strooms, including a cleaning schedule, will help you maintain a clean restroom facility. 

Consumers look at three main things regarding restrooms; stock, cleanliness, and functionality.  The Sinclair Brand 

Excellence program places significant weight on the overall presentation of your restrooms, including bonus points.  

To assist in helping you create and maintain a set policy for maintaining a clean and  

functioning restroom we’ve developed a cleaning checklist that outlines tasks that should be completed hourly, 

during shift change, and weekly.  Included in this guide (pg. 66-67) is the cleaning checklist and cleaning schedule 

that can be removed and copied.  Both of these items, coupled with your restroom cleaning policy will help remind 

employees to check, clean, and restock your restrooms. 

A good restroom maintenance program goes a long way in helping you improve your overall store image and can 

even drive repeat business. 
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Best Practices 
Cleaning Checklist 

*It is recommended you photocopy this page for use at each location. 
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Best Practices Best Practices 
Cleaning Schedule: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

*It is recommended you photocopy this page for use at each location. 
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Best Practices 
Customer Service and Staff Appearance 

Few things determine repeat business more than customer service. According to Convenience Store News,  

customer service drives business more than low gas prices. Customer service is the most influential aspect in  

creating a loyal customer.  Your staff is often the first and last point of contact for customers.  Employees should 

take care of the customer to the best of their ability and according to your standards.  Multiple  

factors influence customer service. Some things your staff can do to increase the customer service  

experience are: 

 Welcome customers to your store. Greet customers with a smile. Thank customers when they leave. 

 Be knowledgeable about products and services available in store. Your Sinclair Wholesale Representative can 

help obtain information about different Sinclair products and services including credit card and lubricant  

programs. 

 Offer customer undivided attention during transactions. Employees should not be talking on the phone during 

the transaction, eating or drinking at the counter during the transaction, or reading/watching TV at the  

counter. 

The appearance of your staff plays an important role in the experience of each customer.  Harris  

Interactive conducted a survey in 2010 of U.S. adults regarding what experiences negatively impact their  

impression of stores.  Poor staff appearance was mentioned 83% of the time.  The appearance of your staff is a 

direct statement about your business.  People will quickly make judgments on your business based on the look of 

your staff. 

The Sinclair Brand Excellence Program requires all staff have a brand appropriate appearance. This is  

defined as being well groomed and wearing Sinclair or c-store branded apparel from the waste up or wearing a 

name tag.  Sinclair branded apparel and name tags are available online through the Sinclair Warehouse.  

Marketing Programs 

The Sinclair Brand Excellence program requires the display and sale of certain marketing programs: 

 Display of a least two of the following 

 Sinclair Green Card 

 Sinclair Gift Card 

 Sinclair Advantage Card 

 Sinclair Fleet Track  

 Sinclair Driver Thank You Card 

 Sinclair OTR Card 

 Display and sell of at least three types of Sinclair Oil products 

 Pump toppers present at all pumps, 50% should be dedicated to Sinclair 

 

Please check the Sinclair Brand Excellence portion of this guidebook for specifics on what is required.  All of these 

materials can be ordered online through the Sinclair Warehouse. 
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Best Practices Notes 
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