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1More Than A Manager

What Is Leadership?

Specialist Certification Program

Your Role As Leader

Introduction To Team Leadership
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Why is your position called team “leader” instead of team “manager?” 
Have you ever thought about the difference between the two words: 

leader and manager? There is a difference. A BIG difference. But, even so, 
you are both a manager AND leader.

A manager works with processes and systems. White Glove has processes in 
which things are done. Our procedural manual gives the “processes” for clean-
ing things. And we have a system, too, in which a house is cleaned by a team. 
The job modules that the cleanologists do is a system in which we use to clean 
a house. If things are done according to the system, it is said they are done 
“systematically” (according to the system).

Therefore, as a manager, you simply manage the processes and the system 
to see that they are followed and things get done as they should be.

But, as a leader, you go beyond “managing” by taking the lead in responsibil-
ity. The cleanologists under you also follow the processes and the system, but 
the team leader ALSO takes the responsibility to see that things are done cor-
rectly. So, you can say that as leader, you work with processes, but also people 
(cleanologists and customers) making sure that the processes are done right 
and that customers are pleased, too.

Therefore, as a leader, you take responsibility for the processes as you work 
with cleanologists to see that they are following the procedures well, and 
doing the correct job modules in the right sequence from beginning to end. 
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Here’s an While your team is cleaning a customer’s house, let’s say the 
customer complains about something that was overlooked or 
not done well at the last service. At that moment YOU are the per-
son representing White Glove, and the customer expects YOU—
THE TEAM LEADER--to respond in a responsible way. What do 
you say? What do you do? Just like you follow the process for 
cleaning a bathroom or a kitchen, you also follow the process-

As for customers, you are the “middleman” between them and White Glove. Just 
as there are processes for cleaning, there are processes, too, for you as a team 
leader interacting with customers. 

In this manual, you will learn two things. 

First, you’ll learn how to take responsibility for your team complet-
ing the processes for cleaning and the system for getting them done in 
an organized way. 

Second, you’ll learn what the processes by which White Glove and its 
customers interact, and how a team leader takes responsibility for 
them when interacting with customers.

es that White Glove has 
for dealing with custom-
ers. You do this as a man-
ager. But you also take it a 
step further to ensure you 
maintain customer loyalty 
by handling the situation 
in a way that keeps the 
customer a White Glove 
enthusiast! You do this as 
a leader.
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What vs How2
You are a leader. A leader takes control of a situation while using good 

judgment to make good decisions, all in a timely manner. A White Glove 
team leader’s judgment is based on our procedures and our philosophy, meaning 
what we think about quality work and customer care.  
 

•	 Judgment—based on White Glove procedures and philosophy
•	 Decisions—made to build pride in our cleanologists, and enthusiasm in 

our customers.

The Difference Between WHAT and HOW
There is a difference between “what” is done and “how” it’s done. This is ex-
plained with this example:

If you buy an entertainment center, it comes with directions (which gives the process—the proce-
dures) for putting it together. It tells you the tools you need to do it correctly. Those tools may be a 
screw driver, nuts and bolts, nails, and a hammer.  And there’s a system for the process--the individual 
steps (1, 2, 3, etc.).

Will everybody who follows the process of putting the entertain-
ment center put it together correctly? In other words, will the 
piece of furniture look well-built, strong, and attractive by ev-
eryone who follows the directions? No, of course not! Not ev-
eryone will do it the same way. Some people will hurry and prob-
ably miss a step or not do it exactly as the directions say. Others 
will make sure each step is done precisely, and they will check to 
make sure they don’t overlook something. 

It’s a given: Not everyone who puts the center together will 
do it in the same way. When completed, some will be lopsided. 
Some will not be balanced. Some will have scratches. Some will 
be damaged. Some won’t be strong enough to even hold a televi-
sion. Why? Because not everyone will do it by following the pro-
cess, and sticking to the system.. 

Everyone who buys the entertainment center kit will know exactly what to do to put it together, but no 
two people will put it together in the exact same way. 

WHAT to do is the procedure and system, which everyone will get along with the parts 
in the kit. But, HOW each person assembles the entertainment center will be different. 
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Here’s another example of the difference between WHAT and HOW:
You’re familiar with White Glove’s procedural manual. The manual is a 
guide to WHAT to do when cleaning. You use a feather duster to re-
move dust and cobwebs around windows behind blinds. You pull away 
doors to vacuum behind them. The manual is really a set of “directions” 
(like those that comes with an entertainment center). It has different pro-
cedures for cleaning different things. The whole manual gives the pro-
cess and system.

Every cleanologist will know WHAT the procedures are, and we supply 
all the tools—the cloths, the razor scraper, the cleaning agents, the toilet 
bowl disinfectant, etc., but will every cleanologist clean in the same 
way? Of course, not. Some will work too fast and leave dust and grun-
ge. Some will take shortcuts and overlook steps. Some will scrub hard 

while others may not use much elbow grease leaving marks behind. Some will get everything off floors 
while vacuuming while others will leave things still on the floor.

Again, there is a difference between “what” and “how.” Even though a person may know WHAT 
to do, but HOW they do it—the “way” they do it—will be different from person to person. That’s 
why when a company interviews people to hire, the company isn’t looking for people who will know 
WHAT to do (because they can be trained). The company is more concerned about HOW people 
they hire will do the work. Cleaning businesses aren’t any different. They don’t care if people they are 
interviewing knows how to clean a bathroom the way the company cleans bathrooms. They are more 
concerned if the prospective cleaner pays attention to detail, takes pride in their work, and is thorough 
and careful in what they do. They are concerned about HOW a person will do the work.

OK, where are we going with this “what” and “how” stuff?
We have said that WHAT a team leader does is lead, which is more than just managing things. And 
we’ve said that HOW a team leader leads is by controlling situations using good judgment to make 
decisions--decisions that will inspire cleanologists to do and be their best, and that will maintain loyalty 
among customers.

We’ve also learned that it is simple for a team leader to know WHAT to do. But, as we have seen, HOW 
he/she will use good judgment to make decisions will be different among all team leaders. Therefore, 
the point we are making is that a big purpose of this training is to narrow the gap between how 
various team leaders will use good judgment make effective, good decisions. As a team leader, 
you must make every effort to eliminate any difference between what is training’s “how to lead” 
and “how you lead.” In other words, as you build that entertainment center, do it according to the di-
rections so in the end the result is what the directions intended it to be. Why, because the role of 
team leader is too vital to the success of us all than any other kind of result.
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Characteristics of a Good Team Leader3
In this manual, you will learn WHAT a White Glove team leader does. But, right 

now, let’s look at the skills and personal traits you must have or acquire that will 
make a big difference in the “way” do things—HOW you do things that will make 
you a good, effective team leader.

An effective team leader possess a variety of traits and qualifications that encourage team members to 
follow and customers to respect. Here are the most important ones:

Qualification	#1

Appearance & Attitude
“Appearance” here means the vibes you radiate when people meet you. You might say it is 
your “image” that others see. Around your team members and customers, how do you ap-
pear? What image do you project? 

A team leader should project a cheerful, positive, confident, and smiling appearance. Sorry, but no 
one can project authentic cheerfulness. If you don’t have cheerfulness deep within you, it can’t be 
faked. The same is true about being a positive person and a confident person. And it’s hard, too, to 
project a genuine smile, if what’s making you smile is not genuine.

Do you “appear” genuinely cheerful, positive, and confident? If you don’t possess those qualities your 
team and customers will know it because they reflect in the attitude that people see in you. If have 
these things, then make sure they radiate from you. If you don’t have as much of  them as you would 
like, then you would do well to work on developing them—not only for your role as team leader, but 
also for your role in just about everything else, too.   

How does a person, for example, develop “cheerfulness?” Here’s a hint: Whenever you are at a cus-
tomer’s house, or around a customer, tell yourself to act as if that customer is your ONLY customer! 
If you were making a living just from that one customer, you’d fall all over yourself to make sure you 
don’t lose him or her, right? Imagine the same thing about every one of your customers! 

Team leaders naturally possess certain qualities, such as compassion and integrity, or they learn leader-
ship skills through formal training and experience. The qualities of an effective team leader inspire the 

trust and respect of the team and customers, as they stimulate production within the 
workplace, and encourage goodwill and loyalty among those we serve. 
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Qualification	#2

Communication
Effective team leaders communicate clearly. The key word 
here is clearly. If you expect something to get done in a particular 
way, make sure your team members know precisely what you 
expect them to do and the desired results.

Communication is a two-way street. Besides communicat-
ing clearly to your team, listening to others to understand them 
clearly, too, is part of effective communication.  You want to be 

skilled in listening to your team members and, especially, to customers in order to know clearly what 
they are saying. 

Qualification	#3

Confidence
A	good	team	leader	is	confident	in	his/her	abilities,	as	
well	as	confident	in	the	abilities	of	his	team	members. 
A confident leader is secure making decisions that affect his 
team and promote customer enthusiasm. Confidence comes 
from in part by being knowledgeable, aware, and organized, 
which are additional qualifications. 

Qualification	#4

Awareness & Organization
If you are an organized team leader, you come across to others as being on top of things, and that you 
know what to do and are prepared. Other cleanologists and customers, too, respect team leaders they 
see who have systems in place, are in control, and who are effective in meeting company goals and 
objectives.

Qualification	#5

Respect
A quality team leader is re-
spectful to both cleanolo-
gists and customers. A re-
spectful leader finds it easy 
to empower those under 
him/her, and to gain coop-
eration and productivity be-
cause respect gets respect. 

And it all depends on the 
team leader.
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Qualification	#6

Integrity
Research shows that the top thing that employees want 
from their leaders is integrity. (Integrity means adherence 
to moral and ethical principles; soundness of moral charac-
ter; honesty.) An effective team leader is honest and open 
with company supervisors, team members, and customers. 
Leaders with integrity gain trust and admiration of both 
cleanologists and customers because they see a worthy 
leader who is deserving of trust and admiration.

You	can	possess	all	6	qualifications	above,	but	will	you	be	successful	
in making them work for you as a team leader? The effectiveness of you as a 

team leader depends a lot on a strong foundation of COMPANY KNOWLEDGE. In other words, if 
you are to be a representative of White Glove in guiding cleanologists, and helping to ensure custom-
er loyalty, then you better be very informed of White Glove’s operational policies, procedures, prices, 
and services. 

Let’s say a prospective customer approaches you with questions about our services. They will expect 
you to be informative and capable of answering their questions. Are you prepared to represent White 
Glove by giving complete and accurate information? The difference between making a sale and los-
ing a sale may be your ability to speak with authority as a White Glove representative. Here is a list 
of material you should know well. Please go over these and be sure you are acquainted with 
them as a team leader and White Glove “ambassador:”

Company Knowledge: 
Your Leadership Foundation

1.	The	procedural	manual,	
How To WOW! Your Customers. 
See Resources section of Cleanologist Entrance 
of WG Cleaning Academy on our Website.

2.	Our Services section of our Website. 
This includes a checklist of what our Basic Home 
Cleaning Package includes. Other pages in this 
section includes our Custom Cleaning, Move In-
Out, Odd Job Cleaning, and Deep Cleaning.Procedural 

Manual
Our ServicesWebsite Page



9Certification Specialist Program
White Glove Residential Services, Inc.

3.	First Service page, which is linked from each 
city page in the Getting Started section on our 
Website. 
Go to Getting Started on or Website, and put in a White Glove 
zip code. You will see the link Your First Service: What To 
Expect (in the cost column on the left).

4.	Why Choose White Glove section 
of our Website. 
This includes One Month Free, Our War On 
Dust, and Primer For First Timers pages. 

5.	Company Policies for 
cleanologists.
See Resources section of Clean-
ologist Entrance of WG Cleaning 
Academy on our Website.
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“Hello, Sharon,  
nice to see you 
again.”

“Gee, that 
new rug really 
looks great, and 
matches the 
couch so well.”

“Your kids 
are so polite 
and well-man-
nered.”

“With all this 
cold, are you as 
ready for spring 
as I am? It’s 
supposed to get 
above freezing 
this weekend.”

Interacting with Customers4
Friendly interaction with customers cannot be overemphasized. 

Because team leaders come in contact with customers more 
than other White Glove managers, team leaders play an import-
ant role in creating and keeping good relations. Good customer 
rapport is the key to White Glove’s customer loyalty.

Customers don’t see you and your team just a work crew. They see you as people, 
and when people come in contact with other people, a productive relationship comes 
about only when someone makes the effort to create a friendly, cooperative 
environment. White Glove and your operations manager has started rapport and a 
friendly environment, and now it should continue under your leadership.  

Customer loyalty is essentially 
in your hands. You oversee qual-
ity of work. And you oversee a 
friendly rapport with customers. 
Both of these are important in 
keeping customers.

Creating rapport is a skill that team 
leaders must work on and refine. It’s 
not only getting along with the cus-
tomer, but it’s creating a positive, 
genuinely friendly and personal rela-
tionship in which you and your team 
demonstrates interest in cleaning 
their houses, and friendly interac-
tion with family members, including 
pets. Here are tips on how to do it:

Rapport means a close and 
harmonious relationship in 
which the people concerned 

understand each other’s 
feelings or ideas and 
communicate well. 

1.	Wear	a	smile	and	reflect	a	cheerful	mood	and	attitude. Enthusiastical-
ly greet customers and family members, especially by first name whenever possible. 
Refer to children and pets by name rather than “your daughter” or “your cat.”

Want to 
build 
great 

rapport?

Smile!
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2.	Be	complimentary. 
Let your customers know if you 
find something that you especial-
ly like or find attractive. Without 
seeming to be “nosy,” ask ques-
tions and show interest about 
something you find interesting—
an antique, attractive painting or 
picture, an old family photo, etc. 

3.	Engage	in	small	talk. 
                  Light small talk is better than 
                      ignoring people, or just a “hello.” 
                        Be friendly, but always focus on  
                         your work so you don’t come 
                         across as being lazy or
                       unmotivated. 

4.	Converse	generically.	
What this means is that your conversation with cus-
tomers should be only general and not too person-
al. Mentioning a nice yard or pretty drapes is generic. 
Asking where a family member works, or asking about 
a particular visitor to the home, is out of bounds. Re-
member, you are a service worker, not a family mem-
ber or relative—supposedly, not even a friend. 

      “Hello, David.   
  Heard you were  
   in the hospital. 
Hope you are do-
ing well. You look 
great.”

“ Helen, I saw the 
picture of you at the 
Eiffel Tower. What 
did you like best in 
Paris?” 
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5.	Be	responsive. 
If a customer asks a question about White Glove’s services or policies that you are not sure of, make a 
note to get the answer and get back. Never let a question go unanswered. They will really appreciate that 
you remembered and got back to them. If you are asked to do a simple task, do it cheerfully and well.

6.	Give	thanks	generously. Whenever a customers does 
something nice for you or your team, or give a compliment, ex-
press your gratitude with a sincere “thank you.” Let them know you 
really appreciate their thoughtfulness. If a family member is home, 
never leave without letting him/her know that you are leaving and 
giving a hardy “thank you.” The only exception to this is if the per-
son is on the phone or otherwise preoccupied. 

7. Express your gratitude when tips are given. 
Anyone giving a tip appreciates acknowledgment that it was ap-
preciated. If a tip was given for the previous service, and no one is 
at home, simply leave a sticky note on or with the payment enve-
lope saying something like, “Thank you for thinking of us,” or “Your 
gratuity was really appreciated.” If a gratuity is given for each ser-
vice, a simple handwritten “Thank you” is sufficient.
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2
The Team Binder

Specialist Certification Program

Basic 
Responsibilities

Introduction  To Team Leadership
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A team binder is issued to each team leader. It is 
the	leader’s	“office,”	and			the	operations	man-

ager gives it to each leader at the beginning of every 
work week along with the payment envelopes, which 
are placed in each CR pouch (plastic sheet protec-
tor).  The leader keeps it and takes it to each job site 
during the week, and returns it at the end of each 
week. Only the records for a particular day should be carried each 
day. Do not carry the week’s records all at once. 

•	Extra/Extra	notes—Anytime a team member does something extra—not included in the pro-
cedures, an alert, or not expected by the customer—the cleanologist should leave an Extra/Extra 
note alongside the payment envelope. The notes are white with a yellow second sheet. By placing the 
yellow sheet under the white one, a copy is made on the yellow copy, which should be placed in the 
CR pouch. Extra/Extra notes are pluses for work performance evaluations.

•	Surfaces	Cleaning	Chart—This chart lists various surfaces and cleaning materials and 
agents that can be safely used without damaging.

The binder’s primary purpose is to maintain the week’s customer records, keys, and payment 
envelopes. A zipper pocket contains note pads and a pen. Other materials in the binder include:
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•	Quote	form—Whenever a cleanologist sees an Odd Job, deep cleaning, or any other cleaning 
that the customer may be interested in, the cleanologist can leave a quote form. The cost quote should 
be discussed and approved by the team leader. Like the Extra/Extra notes, the yellow second sheet 
should be placed in the CR pouch for the operations manager’s records. Quoting additional services 
are pluses for work performance evaluations, BUT CARE MUST BE TAKEN TO ONLY QUOTE IF IT IS 
FELT THAT THE SERVICE IS NEEDED AND WARRANTED. Don’t overwhelm customers with exces-
sive quote forms just to get evaluation pluses.

•	Additional	payment	envelopes—Extra payment envelopes are available if a change must 
be made.

•	Pet	Accident	note—Since accidents do happen, cleanologist should be helpful and willing to 
clean occasional pet urine, feces, or vomit. The customer may want to know about the accident be-
cause it may reflect a medical or diet problem, or even a training problem. Therefore, if a cleanologist 
cleans such a situation, the team leader should see that a pet accident note is left along with the pay-
ment envelope. On the back of the note, simply describe the accident and where it was found. Team 
leaders should make sure their team members are aware of these notes and how they are used.

•	2-Copy	Note	form—General notes can be written on the two-copy (white and yellow) note 
form. Write on the white copy with the yellow underneath. Use this for responding to a customer 
comment, reporting damage, or other purposes. The yellow copy goes into the customer record 
pocket. Anytime something is damaged or broken, the team leader should see that the respon-
sible cleanologist leaves a damage notice.

•	CR	Revision	notice—This is a notice place on a customer record that has been updated or 
revised somehow. It calls attention to the team leader to be sure to inform team members about the 
change.

The Customer Record2
A “Customer Record,” or “CR,” is a reference sheet for the team and team leader that is made for 

each customer. A record has the customer’s name, family names, and pet names. It gives instruc-
tions for entering and leaving the house. 

The most important information are the “alerts”--information that cleanologists need to be aware of 
when cleaning a particular home. Besides general alerts, specific alerts are listed for each job module. 
Cleanologists must be very well informed of the alerts that pertain to their modules for each house.  

Reviewing The Customer Record
When driving to a new house after the first service, one of the team members not driving should read 
aloud to inform the team of alerts and cleaning instructions. This should be done several times until the 
team is fully aware of the information. 
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Revising A Customer Record
Whenever a customer gives instructions to a team leader that affects the cleaning procedure, the leader 
should write the instructions on paper and place it in the record pocket. Or, if a note was included 
on a payment envelope, the operations manager will add it to the customer record.

Also, the team leader feels that an alert should be added to the CR, a note can be placed in the record 
pocket. Doing this, the team leader could revise an existing alert that needs to be changed, a new alert 
(such as a new couch that needs to be cleaned in a special way), a family name addition or change, etc.  

Changes In A Customer Record
When a change is made in a customer record, a revision notification will be placed on the CR by the op-
erations manager. This notice is a sheet of paper that is folded over the top of a CR.  The team leader 
should	see	that	the	team	is	informed	of	the	changes	whenever	a	notification	is	attached	to	a	CR. 
Always	keep	the	revision	notice	attached	to	the	CR	until	you--the	team	leader--are	confident	that	
you and your team are completely aware of the revisions, and that they will be followed. 

Job Site Responsibilities3
Driving For White Glove

Generally the team leader drives the team. Who-
ever drives:

1.		Maintain	a	current	copy	(front	and	back)	of	
driver’s license, and proof of insurance on file 
with the operations manager.

2.		Attaching	magnetic	WG	identification	signs	
is a requirement whenever driving for White 
Glove. See right column.

3.		Safe	and	courteous	driving	is	expected.	
This refers to driving legally including driving with-
in speed limits.

Confidentially	&	Key	Protection	
Customer records are completely confidential. If a house key is included with a re-
cord, it will be in a zippered pouch. The key should remain in the pouch at all times 
except when being used to unlock or lock the entrance door. Special care must be 
taken to ensure that the key is not lost!

Before attaching, make sure car surface and back of 
sign are clean and free of debris.

Place signs on both sides of vehicle where signs can lie 
flat. Check edges to make sure  no wind can get underneath.

Proper care of the signs will ensure that they will stay 
attached. At the end of a workweek remove the signs and 
wipe both sides clean and store inside on the side of a ga-
rage refrigerator or other FLAT metal surface. Signs must 
be stored flat—especially edges so they will attach firmly 
to the vehicle, and they should not be stored outside. 

Drivers are financially responsible for signs checked out 
to them. If a sign is lost or damaged, the driver is respon-
sible for the cost of replacement.

CARING FOR 
MAGNETIC 

SIGNS
A. Getting To The Job-Site
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Parking 
Parking at a customer’s home should be close to the entrance while allowing the homeowner to have 
unblocked access to leaving and entering their driveways and garages. Just as a precaution, your 
vehicle should always be locked. 

Extra Supplies & Equipment
The team leader should consider which extra supplies and equipment would be useful and need-
ed while on the job should supplies become depleted or equipment become inoperable. A “Plan B” 
should be in place for completing a cleaning service if a vacuum, steam mop or other equipment 
breaks down.

Review Customer Record (CR)
Customer records contain important “alerts”—information and instructions that cleanologists need to 
be aware of when cleaning a customer’s home. Records are kept in the team leader’s binder for easy 
reference. 

While driving to a house for at least the first 3 services, the team leader should see that customer 
record alerts and other instructional information are reviewed out loud. If the team leader feels that 
further review (more than 3 services) the CR should be reviewed more often. Please make sure all 
team members are paying attention without radio, phone, or other distractions.

Changes in customer records are given to the team leader who should see that team members are 
aware of the updates.

Information in customer records are confidential and intended only for White Glove internal use. 
Also, house keys are stored in zippered pouches attached to the records. Keys should kept in the 
pouch at all times when not in use. 

Unloading Equipment & Supplies
Team members should share in the unloading and unloading. Equipment and supplies that will not be 
used immediately should be left just outside the entrance door such as the mop box and vacuums. 

Inform Customers If Team Is Going To Be Late

White Glove’s appointment policy is that we will arrive within 30 minutes BEFORE or AFTER the ap-
pointment time. If a team will be earlier or later than this, the team leader will call to give an estimated 
arrival time.

Being aware of appointment times and the current time is very important for the team leader. If your 
team is going to be more than 30 minutes late or early to a house, the leader must telephone the cus-
tomer about the delay. If there is no answer, leave a message. No call is needed if you know for sure 
that the customer will not be home. 



17Certification Specialist Program
White Glove Residential Services, Inc.

Entering A Home

If a customer is home.  Unless a customer has given instructions to enter 
without knocking, the team leader should ring the doorbell or knock.  

If a customer is NOT at home.  In the event that someone is at home, 
after entering, the team leader should enter and announce in a loud voice 
that the team has arrived.

B. Routine Duties In Each House

UPON ARRIVAL:  First, Find Payment Envelope

Even if you 
think no one 
is at home, 

announce your 
arrival just to 

be sure:
“Hello, anyone 
home? White 
Glove is here. 

Hello!.”

Payment Envelope

Immediately	upon	entering	a	house,	the	team	leader	should	find	
the payment envelope and (1) check for the proper payment amount, 
(2) look for any feedback given on the envelope (or other notes left by 
the customer), and (3) place the envelope with the customer record. 

•	 If the customer overlooked making a payment, and is not 
paying by credit card/PayPal, contact your operations manager immediately by text or email.

•	 Share any positive comments with your team even if the customer just checked the “Ev-
erything Fine” box. Your team should be informed and aware of any comments made by the 
customer.

What To Do IF A Negative Comment Is Given On Payment Envelope

1.	Discuss	comment	with	responsible	team	member. The team leader should determine 
who did the work that the customer mentioned, and make sure the team member knows what 
to do so the customer does not complain again. 

2.	Leave	a	note. Any time a customer leaves a negative comment on the payment enve-
lope, the team leader should leave a note apologizing and indicating that the situation 
will be noted so it won’t happen again. Also thank the customer for bringing this to your 
attention. Use a 2-copy note form found in the team binder.

3.	Update	Customer	Record.	You may attach a note to the CR saying how you think the CR 
should be changed or updated to reflect the negative remarks. Otherwise, the operations man-
ager will update the CR.

4.Make	sure	work	is	done	correctly	at	this	service. Before leaving, check to see that the 
situation that the customer complained about is fixed or done well as requested.
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UPON DEPARTURE:  Leave New Payment Envelope

Fold (as a tent) the customer’s next payment envelope with the name, date, and time filled in, and leave 
in an obvious place, such as on the kitchen counter. 

The current envelope should have been placed in the customer record upon arrival, which is in the 
team binder. Payment envelopes are returned to the operations manager and each envelope is filed so 
that we have a history of feedback for each customer.

Updating The Customer Record 

You--the team leader—should be very familiar with the customer record. Please update the record 
whenever	you	become	aware	of	changes	that	are	not	reflected	in	the	record,	or	should	be	
added to it. Here are some examples of things that should be updated in the customer record;

• There is new pet or family member, or a pet or family member is no longer there;
• A piece of furniture that is mentioned in the record is no longer there;
• You notice that special attention should be given to cleaning something;
• The homeowner asks that something be done differently than the team has been doing.

Remember, the purpose of the customer record is (1) to record alerts as reminders so that they will 
not be forgotten, and (2) to familiarize substitute and new team members of special considerations 
at a home so there will be no interruption in quality service.

How To Update. Use paper and pen in the team leader binder to make update notes, and place 
them with the customer record. Your notes and any applicable comments made on payment enve-
lopes will be added to the customer record by the operations manager before the next service. 

UPON DEPARTURE:  Checklists
The team leader should inspect a house shortly before ending the service 
while the other team member(s) is putting away supplies. The inspection 
should include a brief survey of the entire house to ensure that all proce-
dures have been followed, and that no supplies or equipment have been left 
behind. A House Checklist and a Team Leader Checklist are found on the 
back of the team binder. See next page for both checklists.

First Service Responsibilities

During	a	first	service,	the	team	leader	has	several	special	respon-
sibilities.	These	are	discussed	in	first-service	training,	which	you	
must	be	certified	in	before	leading	a	first	service.  

House & Team Leader 
Checklists (see next page for 

enlargement)
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C. Coordinating Job Modules
Do you remember the difference between “manager” and “leader” at the beginning of this manual? 
Though you are your team’s leader, in each home you are also a manager. In a sense, you are a project 
manager who coordinates the completion of a project.

The project in this case is a team’s cleaning a house from start to finish with a series of job modules. 
Coordinating job modules is one of the basic responsibilities of the leader. Modules are in a se-
quence starting with the kitchen and bathrooms and finishing with the departure module. Each module 
must be done in sequence as a team effort.

Don’t get lost in your work to the detriment of coordinating the proper sequence of job modules. While 
no one likes to be interrupted when working, if the effective team leader takes time to see that modules 
are precisely followed in the beginning, this should not be a problem later on. 

In any particular house, it is important to see that the same cleanologist does the same modules 
at every service for that house. Once it is decided which cleanologist will do which modules, do not 
change. Doing the same modules each time in an individual house helps in efficient and thorough work. 
See that team members know the module sequence and that they do them in coordination with other 
team members.  

Kitchen    
Dust 
Clean

Bath-
rooms

&

Vacuum 
Pre-Vac 

Spray  
Mop

Steam  
Mop

Post
Vac

Depar-
ture 

The 8 job modules (steam and spray mopping count as one) are the 
different steps taken to clean a house. Each can be considered a single 

piece of a puzzle. Once all pieces have been completed, they fit 
together like the components of a puzzle.

BA
Kitchen

Bathrooms

Dust & Clean

Vacuuming

Mopping (Steam)
Mopping (Spray)

Post Vacuuming

Departure

1

7

5
4
3
2

8

6
Pre-Vacuuming

Who does a particular module depends on how many cleanologists 
make up the team, and who is serving as A, B, and C cleanologists.  
In a 2-person team, the A cleanologist starts with the kitchen and is 
responsible for all blue modules in the list to the right. The B clean-

ologist starts with bathrooms and does all modules in red.
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As a team leader, your job is not to train. Your team members have been trained. But your job is to be 
a facilitator. As a team leader, your job is to “facilitate” his/her ability to do that work. This means 

your role is to help them do their work better. How do you do this? It’s simple: You observe their work, 
and point out their strengths and weaknesses—what they have done right and what they have done 
improperly. 
 
BUT, the way you do it makes all the difference in the cleanologist’s ability to improve. You don’t want 
to criticize—you want to encourage. You don’t want to embarrass—you want to inspire to do 
better. You don’t want your team members to dislike you—you want them to respect you and to 
appreciate your efforts to help them.

How To Facilitate with Good Results: Helping A Team Member To Improve 
& Be A Winner!

Facilitating Your Team4

As a leader you want your team to be on top! You want good evaluations, 
good comments from customers, and the best in team pride. What do you--
the team leader--do to reach these goals? You inspire your team members 
to do their best work as professionals. Another part of your responsibility is 
to make sure your team members are doing great work--you observe them 
from time to time, and check their work from time to time.

You are not making a job performance evaluation. Someone inspecting a home or evaluating a 
cleanologist’s work would inspect with a much greater level of detail than is expected of a team 
leader. But you are serving as an example of a professional who is in a position of leadership 
because of your skills--a role model for each to aspire to. They learn from you by example, and 
also as you inspire them to be their best, too. 

1.	Emphasize	the	good	along	with	the	bad	when checking work. When discussing a clean-
ologist’s work, point out the strengths along with the weaknesses. Emphasize what has been 
done well because you want him/her to feel they are doing an overall good job. Negative points 
are important and must be given attention, but the positive far outweighs the negative. You don’t 
want the cleanologist to lose self-esteem!

2.	Inspire	your	team. Facilitating your team members’ good job performance is easier if you also 
inspire them. Get them to look at their work from the customer’s point of view. Their great work 
creates customer loyalty which means more work hours and greater income for cleanologists!  
Doing great work is not only job security, it’s job prosperity!   

3.	Radiate	optimism. No one wants to work in a gloomy, negative atmosphere. As team leader 
you can set the stage for a positive, fun work environment. Seek out the positives in your team, 
and stop any feelings of self-doubt. Remember, too, that our policies state never to criticize or 
speak negatively about customers. Strive to be a beacon of positivism and optimism striving for 
an uplifting and fun work environment.
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How To Check Your Team’s Job Performance

We all want to work with and for people who 
lift us up into the clouds

instead of dragging us down into the mud. 

What kind of leader are you?

•	Be	observant	at	all	times. As you move about the house, look at the work oth-
er cleanologists have done. Don’t spend a lot of time, just be observant.

•	Check	“complaint”	places. If you know the customer has complained about 
something in the past, these situations should raise a red flag. For example, if 
the homeowner has given negative feedback about the cleanliness of the kitchen 
floor, keep this in mind and double check the kitchen floor every time you go into 
the kitchen!

•	Check	Customer	Record	alerts. Making sure Customer Record alerts are 
followed and acted upon AT EVERY SERVICE is a key to keeping customer loy-
alty.  Even if you have stopped reviewing the CR on the way to a house, check 
the alerts and see that they have been followed and that the customer will be 
pleased. 

•	Check	cleanologists’	 individual	problem	areas. If you 
have talked to a team member about something over-
looked—such as poor dusting—then give a close look at his/
her dusting until you are satisfied improvements have been 
made. Job performance evaluation results are shared with 
the team leaders so they can be aware of problem situations 
and follow up by checking these areas.

•	Check	a	variety	of	places.	Don’t check the same places at 
every house. Don’t just check dusting, or bathrooms. Each 
time you check a cleanologist’s work, look at different things:  
vacuuming, debris under furniture, blinds, showers, dusting, 
mirrors, etc. Over time, try to get around to everything.

A Note About Constructive Criticism
Encourage The Right Attitude  As cleanologists, we all tend to overlook things 
now and then, or to make a simple mistake. Hey, we’re all human (or at least we 
hope so). Therefore, we all should welcome constructive criticism because 

If you know that a 
certain cleanologist 
has had a problem with 
something in the past, 
the main thing to check 
is the work that relates 
to that problem. For ex-
ample, if you know that 
Jenny has left hairs in 
showers or basins in the 
past, check from time to 
time to see that she has 
improved. Or, if Bert has 
had problems with good 
dusting in the past, the 
thing you would want 
to check more than any-
thing else is his dusting.

it helps us to improve. No one is so good they can’t improve. Encourage your team members to 
be humble and smile and be glad when someone points out something overlooked in the cleaning 
process. Look at it this way, you should be pleased that the oversight has been pointed out because 
it is an opportunity to learn and be better at what you do. SEE NEXT PAGE FOR MORE TIPS
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A few years ago, Alan Henry wrote an article, How To Give Criti-
cism Without Sounding Like a Jerk. Here are a few points from the 
article that we have adapted to our team leadership situation.

How To Talk To a Team Members about Their 
Work Without Sounding Like a Jerk

Taking criticism is difficult enough, but giving constructive criticism can be really tricky, especially 
when you don't want to completely tick off the person you're talking to. You may not have com-

plete control over how someone else will perceive your words, but you can do a lot to communicate 
constructively. Here's how to offer constructive feedback without coming off like a jerk.

Don't Make It Personal

This goes without saying, but one of the most important things to do 
when you're delivering feedback is to make sure it's not personal. Sure, 
criticism by nature can be personal, but you need to make a point, as the 
person delivering it, to separate your thoughts on someone's work or 
behavior from their personality and what you think of them outside of it. Keep your criticism 
focused on the specifics that you want to discuss, and avoid the temptation to make judgments of 
the person or their work based on the specific feedback you want to give. Remember, saying "you 
need to respond to especially dirty situations faster" is not the same as saying "you're slow." You 
want to communicate the former, not the latter.

Give Kind Criticism, and Remember Why 
You're Offering Criticism At All

Remember, the point of your criticism is to help some-
one improve, or to correct a problem that impacts 
them, you, and the team. You're not venting, you're not 
working out your stress, and you're not boosting your 
own ego—if you are, stop now and reevaluate whether 
you actually have legitimate criticism to give, or you 

just need to talk to someone. If you genuinely want to help someone, or see behavior that needs to 
be corrected, make sure your feedback carries that message. This can be considered as "kind 
criticism,"	where	you	offer	positive	and	specific	suggestions	to	alleviate	the	issue	at	hand,	
or identify the problem clearly without talking about the person, just the issue. 

Use the "Sandwich" Approach

You may already be familiar with the sandwich method to delivering 
criticism. Put simply, you want to "sandwich" your critique between 
two positive things about the person's work to soften the blow, 
and to avoid coming off like you're emphasizing the negative. 
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After all, no one likes sitting and hearing reasons they suck one after another after another—mix it 
up with some things the person does well, or reasons you like their work. Most importantly though: 
be sincere about those positives. We all have accurately tuned BS detectors, and we can sense 
when someone's scraping the bottom of the barrel for positive filler around the real criticism.

Be	Specific	About	The	Result	You'd	Like	to	See
It's really easy to be snarky and vague—in fact, our culture en-
courages passive-aggressive snark disguised as intelligent com-
mentary. Unfortunately, it's rarely helpful, and almost never useful. 
Instead of saying "You should clean up your act," when talking to 
a cleanologist whose work needs improvement, be specific and 
say "Wouldn't it be great if these streaks weren’t here and the 
place sparkled and shined?" Instead of throwing up your hands 
and saying "this sucks!" explain why you think that way, and be 
constructive about what you'd like to see, or what would help "this" 
suck less. No one's going to learn anything from just complaining. 
Instead, emphasize the cleaning goals, customer enthusiasm, 
the pin-and-whistle response, customer loyalty, the White 
Glove brand that we all are trying to perpetuate.

“It’s got to be 
better than that!”

Two things are wrong here. First, get-
ting angry solves nothing. It only defines 

you as someone who needs to take an 
anger management class. Second, just 
don’t say, “better.” Be specific such as, 
“no spots or smears should be seen.”
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How White Glove Gets Feedback

1.	Payment	Envelope.	Space is available to indicate feedback. Cus-
tomers use this for small things that may have been overlooked, or 
simple requests. 

2.	Online	Feedback	Form. Under “Contact” on our Web-
site, our feedback form is meant for occasional general 
feedback. Space is available for citing a cleanologist for 
special recognition.

3.	Telephone	&	Email.	Customers email, and occasionally 
telephone, White Glove if they have an important, significant 
negative comment that they expect to be dealt with right 
away.

4.	Face-To-Face.	Occasionally the operations manager will 
telephone customers to ask how we are doing, or to see if 
a previous complaint has been satisfactorily resolved. Cus-
tomers give direct feedback also during evaluations and 
home inspections if they are at home.

Customer feedback is valuable and it should 
always be encouraged 



26Certification Specialist Program
White Glove Residential Services, Inc.

How Team Leaders Get Feedback

1.	Face-To-Face	 The best and most important way to get feedback is direct, face-to-face, conver-
sation. Talking with customers allows you to get a good understanding of their comments, and ask 
questions if needed. At the same time, you can immediately respond. The advantages of face-to-
face feedback are:

•	If	the	customer	is	giving	positive	feedback,	you can thank them and let them know how 
much their comments are appreciated.  

•	If	the	customer	is	giving	negative	feedback, you can get a better idea of what the customer’s 
expectations so you can make sure the team will improve in the future.

Obviously, the team leader should encourage interaction with customers to give feedback 
opportunities. While it is fine to ask customers from time to time how you and your team are do-
ing, constantly asking them can be annoying. Just by talking with the customers, they will comment 
on your work and tell you if they have concerns. So, you should encourage customer interaction 
between you and your team. Exchange pleasantries, do small talk, and otherwise chat briefly. Re-
member, you are there to work, so set up your work and get started. Give the customer the feeling 
that you are interested in talking with them, but you DO have a job to do. Most customers will let 
you work and leave you alone.

2.	Payment	Envelope	Comments made on the payment envelope generally are small concerns 
that can easily be fixed.
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It’s human nature! When people are pleased with a prod-
uct, a service, or whatever, we don’t give feedback UN-

LESS WE’RE NOT HAPPY. Think about it, when is the last 
time you gave feedback at a market, a hair stylist, a nails 
salon, a car repair shop, a restaurant, or any store? If you 

Encouraging and Handling Feedback1
did give feedback, it probably was be-
cause you were unhappy over some-
thing. Maybe the service was slow, may-
be you didn’t think the cost was worth 
it, or maybe a worker was rude. But, 
when did you give positive feedback? 
Can you remember when you last told 
a	service	worker	that	he/she	did	a	good	
job, or otherwise praise the service you 
received?
 

There are only 2 kinds of feedback:  
Positive and Negative.

It’s human nature to be served and to not say anything 
unless you have a complaint. You don’t believe it? 

When did you last go to a fast food place or a restaurant 
and tell the person behind the counter (or at the window) 
or the waiter or waitress that they did a good job? You 
probably can’t remember. But, you likely remember the 
last time you complained about something that made 
you unhappy. Don’t worry, we all do it.

It’s the same with customers of home cleaning business-
es. But, we should be concerned when customers 
do not give feedback—either positive or negative! 
Research tell us that really very few customers com-
plain. Most just take their business elsewhere. 

Therefore, any business that does not encourage cus-
tomer feedback is “playing with fire.” In our business, if 
a customer stops their cleaning service, they still won’t 
complain. They often give an excuse such as a family 
member will do the cleaning, or they have to save mon-
ey. Is that good? Could be, unless the reason they quit 
is because they didn’t like the work and just didn’t say 
anything.

White Glove sometimes calls a customer who quits, and 
asks if they were displeased with our service. Most al-
ways, the response is, “No, everything was good.” But in 
the business world, it’s very well accepted that in such 
cases, these customers were unhappy with the service 
they received.
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IMPORTANT POINT:  When a customer quits—especial-
ly without giving a reason—we shouldn’t immediately as-
sume it’s because our service was unacceptable. But, it 
should raise red flags—meaning it’s certainly a possibility.

1.	Ask	outright	how	you	and	your	team	are	doing.	From time to time, simply ask, “How’s our 
dusting?” or “Are we keeping your kitchen White Glove-clean?” Something like this. 

2.	Refer	customers	to	our	Website	feedback	form. Let customers know that we really value their 
thoughts and opinions of how we’re doing, and that we really appreciate their submitting our feed-
back form on our Website. Remember: WhiteGloveOnline.com. The form is under “Contact” 
on the navigation bar. As a team leader you should look at the page and the form to get acquaint-
ed with it so you can take with authority and knowledge. 

Handling Negative Feedback
Negative feedback means comments that point out how cleaning 
could be better than has been delivered. They can be in the form 
of a simple request to be sure not to overlook something, or to 
clean in a different way to improve results. In other words, it is the 
customer saying that we must change the way we do something.

HOW TO HANDLE NEGATIVE FEEDBACK

FIRST: Interact professionally with the custom-
er. When a customer makes a complaint, deal with 
it in a professional way. Here are the 7 steps for 
handling a complaint:

1	Apologize.
Express a sincere apology. Your attitude should be of concern 

A smart business, then, always encourages feedback from 
customers, which is a measure of how well we are doing at 
making them happy. That’s why White Glove encourages 
customers to comment on their payment envelopes, and to 
submit our feedback form on our Website. 

But, as a team leader, you frequently come into contact with many customers face-to-face. Therefore 
an important role of a team leader is to solicit feedback—pick their brains. 

HOW TO ENCOURAGE FEEDBACK

and remorse. Be sorry, and don’t make light of it. If a customer complains, it is something that he/she 
feels is important, and we must also feel it is important.
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2.	Agree	and	listen.
Be empathic; be on the customer’s side. The way a customer wants something is the way we should 
try to do it.   Do not disagree; if you do disagree, do not express it. Just listen to the complaint with a 
caring and concerned attitude. 

3	Don’t	make	excuses.
Do not try to justify what was done. It was our oversight. Period.

4.	Be	sure	you	understand	the	criticism.	
Do you know exactly what the customer wants improved and how it can be improved?  If not, ask 
questions for clarification.

5.	Give	assurance	that	the	problem	will	not	happen	again.	 
Tell the customer how you plan to make sure the situation will not happen again:

• You will make a note of it in the Customer Record.  Once something is in the CR, it is in writing.
• You will make sure that you and your team will understand what to do so it doesn’t happen
  Again.

6.	Take	responsibility	for	the	future.	Ask the customer to make a note on the payment en-
velope if for any reason he/she feels that it hasn’t been corrected in the future. Give the customer con-
fidence in you as one who is responsible and who can be contacted if this or any other problem occurs.

7. Make it right.
Immediately (or as soon as possible) remedy the situation and be sure the customer is satisfied.

SECOND: Afterwards investigate how it happened. 

After finishing with the customer discuss the complaint with the team or person who is re-
sponsible. 

1.	Determine	how	it	happened.
It’s time to put on your detective hat and get to the bottom of how the situation slipped through the 
cracks and became a problem for the customer.  

The team leader should discuss the complaint with team mem-
bers, or at least the team member who is responsible. The 
purpose is NOT TO PLACE BLAME. The purpose is to help 
the responsible cleanologist realize the mistake and learn from 
it. It can also be a learning situation for you and any other 
cleanologists, too. Remember, everyone at White Glove must 
have the attitude that there is always room for improvement. 
Taking responsibility and constructive criticism well is all about 
being a professional.
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Here are some reasons why something was overlooked or not cleaned well, which caused a complaint:

• The cleanologist did not know about the procedure, or know it well.
• The cleanologist did not know the job module sequence skipping a module.
• The cleanologist did not check his/her work. 
• The cleanologist was not familiar with the Customer Record (or the record wasn’t complete). 
• The cleanologist was hurrying, careless, or not paying much attention (maybe making personal
  calls, or otherwise preoccupied). 

And one more reason:

•	The	team	leader	failed	to	oversee	or	check	the	cleanologist’s	work. While a team leader 
cannot check each team member’s entire work, the leader should observe, and check here and 
there from time to time.

2.	Email	Operations	Manager

Negative face-to-face, verbal feedback must be reported to the operations man-
ager by email. This is because a we must be on top of customer concerns at all times—regardless 
of how small—in order to take appropriate action and ensure customer loyalty.  

The	email	should	give:	(1)	name	of	customer,	(2)	date,	and	(3)	what	customer	
said.	 Be	 specific	 about	 to	which	 cleanologist(s)	 the	 feedback	was	 about	 be-
cause customer feedback affects job performance evaluations.

Take care to be specific. The operations manager should never be in conversation with a customer and 
learn about a prior complaint for the first time.  As team leader, please email ANY negative feedback to 
the OM—no matter how small the complaint. 

Handling Positive Feedback
Positive feedback means comments that compliment or 
praise the work that we do. A customer may say that you 
do or did something really well, or simply say, “That was a 
good job.” In other words, the customer is expressing their 
happiness with the cleaning being done.

HOW TO HANDLE POSITIVE FEEDBACK

1	Be	thankful.
Anytime you or a team member receives a positive feedback, be appreciative and say something like, 
“Thank you for your kind remarks, that means a great deal to us.” 

2.	Email	Operations	Manager. Face-to-face verbal positive feedback should be reported to 
the operations manager by email because both positive and negative feedback comes into play when 
dealing with the customer. Also, both kinds of feedback affect your job performance evaluation.
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The	email	should	simply	give:	(1)	name	of	customer,	(2)	date,	and	(3)	what	cus-
tomer	said.	Be	specific	about	to	which	cleanologist(s)	the	feedback	was	about	
because customer feedback affects job performance evaluations.

Take care to be specific about who received the comments. The operations manager should never be 
in conversation with a customer and learn prior positive feedback was not accurate. 

Handling Special Requests
Sometimes a customer will try to get us to do more than what is included in 
our basic home cleaning package. Sometimes it is you--the team leader-
-who will be asked if the team wouldn’t mind doing some extra cleaning. 
As much as we want to please our customers, we do run a business on 
preset rules, and we have to draw the line before customer requests get 
out of hand.

When asked if we could do something that is not in our regular package, 
determine if what is asked is a Custom Cleaning option or an Odd Job 
Cleaning task. If so, inform the customer, and let them know we can give 

Oh, please?

them a quote to have it included in their service. If a quote is requested, try to figure how much 
extra time it would take and discuss it with your operations manager. 

• If the request is not too time-consuming, you can simply add the request to the customer record by 
writing a note and placing it in the customer record pouch. 

• If you are not sure about the request, you can say that you will get back to the customer after check-
ing with your supervisor. Then discuss the details with your operations manager.

• If the customer asks about making beds, please inform them that we charge $5 for the first bed and 
$3 for each additional bed. These costs are given on our Website on the Custom Cleaning page.

• 
UPSELLING WHITE GLOVE’S SERVICES

Anytime you can get customers to book additional cleaning services, it is not only appreciat-
ed by White Glove, but it contributes to a favorable evaluation. To upsell means to get some-
one who already is a customer to purchase an additional service or upgrade. If a customer 
has purchased our basic home cleaning package, an upsell would include any of the follow-
ing:

•	 a	custom	cleaning	option
•	 an	odd	job	cleaning
•	 a	deep	cleaning

You should be familiar with White Glove’s custom, odd job, and deep cleaning services so you can 
suggest and get your customers interested. Each of these three services have their own pages on 
White Glove’s Website.
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Of course a team leader must be familiar with company policies toward 
cleanologists. The policies are part of basic training, and they can be accessed in the Re-

sources section in the Cleanologists Entrance of WG Cleaning Academy on our Website: WhiteGlove-
Online.com.

Please go over the policies and be sure you are well aware of them. As team leader, it is a basic re-
sponsibility to see that you and your team follow all policies.  As a review, here are some important 
policies team leaders must enforce: 

Knowing & Enforcing

1.	Always	Follow	Procedures	(page	2) 
All policies must be followed to the letter. If you feel that by 
following a procedure differently than is given in the WOW! 
procedural manual, please inform your operations manager.

2.	Stay	For	Full-Length	of	Time	Allotted	(page	3) 
A team must not leave a job any earlier than the full amount 
of time allotted. Even if you are behind schedule, or late in 
arriving, a team should never leave early.

3.	Appearance	&	Behavior	(pages	3-4)	
It is a responsibility of a team leader to report to the opera-
tions manager if a violation is observed regarding any clea-
nologist—especially being incapacitated in any way with 
drugs or alcohol!
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4.	 Outsiders	 Entering	 A	 Customer’s	
Home (page 7) 
The ONLY people that White Glove authorizes to 
enter a customer’s home is the assigned cleaning 
team, which means those specific team members, 
not any other team, or anyone else such as friends, 
children, etc. of a team member. If a customer is not 
at home, lock the door you entered in at all times 
except when getting equipment/supplies outside 
the door. NO ONE SHOULD BE ALLOWED IN A 
HOUSE WITHOUT SPECIFIC HOMEOWNER AP-

PROVAL. If a person wanting in tells you that it’s okay—even if they say they are a relative—do not 
allow them to enter without calling the customer! Not only must we protect customers’ homes, but you 
could be putting yourself in serious danger by allowing strangers in. Just like on the Internet, people 
aren’t always who they say they are!

5.	Breakage	(page	8)
If any team member breaks something, and the customer is not at 
home, the team leader should write a note informing the customer 
exactly what happen and how it was an accident. Apologize and 
be sure to contact your operations manager immediately or later 
the same day.

6.	Misuse	of	Equipment	&	Supplies	(page	13)
It is the responsibility of team leader to ensure equipment and sup-
plies are used properly, and to report to the operations manager 
should you see any misuse. Remember, misuse refers, too, unauthorized use, meaning any use for any 
purpose other than White Glove assigned houses.


