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Thank you, 
White Glove!

The White Glove brand 
is composed of the five 

characteristics pointed out 
in the last course. Therefore, 
isn’t it reasonable to assume 
everyone associated with 
White Glove “embodies” or 
“personifies” those charac-
teristics? Of course!

As a team and as individuals, we all help 
to build our brand.

Embodying the brand means each person represents the 
characteristics of professionalism, trustworthiness, thorough-
ness, trust and customer care.
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White Glove is Professional
in our business practices, in our behavior, and in our appearance.

Professionalism means having “professional” character-
istics. That means being extremely competent--knowing 
very well what you are doing. In fact, you are so good at it 
that you make a living doing it. The opposite is “amateur.”  

So, White Glove as a business is professional, and our people 
are professional in both their behavior and their appearance. 
That means we are very competent in everything we do in con-
nection with our job and the way we look and come across to 
customers. We are courteous and respectful to people, espe-
cially our customers.   

White Glove is RESPONSIBLE
and dependable in our work.

Responsible means having the ability to control and man-
age with the capacity for morally correct decisions. Such 
management and decision-making is done with rational 
thought and actions. Therefore, dependability accompa-
nies responsibility.

So, White Glove and its people act responsibly with fairness 
and in the best interests of those we serve. Our Green Clean-
ing Policy demonstrates responsibility to both people and the 
environment. We are the only cleaning company that we know 
of that emphasizes education and training to best prepare our 
people for the responsibilities of their jobs, and to educate the 
public in areas of cleanliness and health. Even our cleaning 
procedures prove White Glove’s drive for accountability in the 
work we do. Our membership in the Association of Residential 
Cleaning Services International (ARCSI) demonstrates White 
Glove’s passion for responsible business practices.
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White Glove is thorough
in our cleaning, and it is in our nature.

Thorough means extremely attentive to accuracy and de-
tails, and having full command or mastery of an art with-
out omissions or negligence. 

Thorough sounds like perfection, but we tell our customers 
that we don’t say we are perfect, but we try. The next best thing 
is giving attention to detail--that’s us. We know that not every-
one pays attention to detail by nature, but we ask our people 
to make the effort to make it so. By simply making an effort to 
be thorough, soon paying attention to detail will be second na-
ture--you won’t even have to think about it. That’s why our basic 
home cleaning procedural manual is so important. Once you 
make sure you follow the procedures, you’ll not need to refer it 
because it will become what you normally do without thinking 
about it. Thoroughness sets White Glove apart from ordi-
nary, mediocre cleaning companies!

White Glove is trustworthy
and it’s basic to our character.

Trust means reliance on the integrity, strength, ability, and 
surety of someone or something. In our case, that some-
thing is White Glove as a business and that someone is 
each person associated with White Glove.

Trust is one of the most important things that customers look 
for when hiring a cleaning company. They want to be assured 
that the people coming into their homes are honest and of good 
character. They trust that we will follow our procedures know 
that how to clean with appropriate cleaning agents. All around, 
customers want to be able to trust the White Glove brand and 
what it stands for. They can!
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White Glove is CUSTOMER CENTERED
with respect and concern for our customers, and it’s as important as our work.

Customer centered means that everything we do is done 
with the customer in mind. You already know about the val-
ue of the all-important customer. That is why caring for our 
customers is as important as our work--the cleaning they 
hire us to do.

White Glove not only “serves” the customer, we “care” for the 
customer. Our customer care symbol stands for a high level of 
indulgent concern for professional, responsible, thorough, and 
trustworthy attention to every person we serve. We respond to 
customer concerns in a timely manner while being fair, honest, 
and always polite and friendly.
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To keep customers “in the green,” meaning in the positive territory rather than the 

negative zone, White Glove has entitled our Basic Home Cleaning Procedural Man-
ual, How To Wow Your Customers. The cover of the manual shows various expressions 

of pleased and surprised people. These are the 
expressions we hope our customers have when 
they come home and see their White Glove-clean 
home. We call this the “Pin & Whistle” response, 
and it is this type of reaction we all are encouraged 
to strive for as we do our work.

Homeowners who feel their home is “neat as a 
pin,” and “clean as a whistle,” will feel more than 
satisfied; they will feel “wowed” knowing their ex-
pectations have been exceeded. 

Please keep the expressions on the manual cover 
in mind as you clean. And also keep the “neat as a 
pin and clean as a whistle” expressions in mind with 
the goal of getting a “pin-and-whistle” response!

You—a White Glove cleanologist—are vital to our 
success because every time you clean you are help-
ing to strengthen our image as you exceed custom-
ers’ expectations.  

Our cleaning procedures are thorough, but we depend 
upon each cleanologist to translate those procedures 
into a house that is “as neat as a pin and clean as a 
whistle. In other words, exceeding expectations. We can have the best cleaning 

procedures ever written, but it’s 
really each cleanologist that makes the 

special effort to make sure they are 
followed and in a way that will really 
impress customers. The result will be 
“pin and whistle” responses from cus-
tomers. In other words, customers will 

be overjoyed with the work.  

The “Pin & Whistle” Customer Response
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is it so important that a Why

White Glove cleanologist be 
aware of the company brand  ?
The answer, simply, is because YOU ARE WHITE GLOVE--at 
least from the customers’ point of view!

Remember the best-selling book, Delivering Knock Your Socks Off Service? The very 
first chapter is entitled “To the Customer, You Are the Company,” and they emphasize 
that by putting in front of the chapter title: The Only Unbreakable Rule. We have in-
cluded the first chapter as part of this course. Please read and think carefully about 
your role in any company you work for:

You Are White Glove!
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