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Company Policies

•	 Respect

•	 Competence

•	 Rapport

•	 Honesty

Opening Doors Through Professionalism
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            Work 5 hours get paid for 6; Work 6 hours, get paid for 7, etc.

Your Actual Worktime Wage: $14+
If your workday is 6 hours, your basic wage is $12, or $72. But you also 
get 1 bonus hour of $12, so you have earned $84, which averages out 
to $14 per hour if you get in and out of your houses in the allotted time. 
White Glove’s average wage is $14.42.
 

Your official hourly wage (starting at $12) is 
paid for the actual hours assigned for each 

house you clean. 

In addition to those hours, White Glove pays you a bonus of one extra 
hour each day you work. Wow! 

Note: The bonus hour is not given (1) if you clean 2 or fewer houses in one day, (2) if you are doing on-the-job 
training, and (3) if your work is other than cleaning houses. 

With the bonus hour, the average cleanologist (at $12/hour) ac-
tually earns over $14 per hour in a typical day! Yes, Wow! again.

IMPORTANT NOTE: The bonus hour is not part of your official wage. It is given as a bonus 
under certain conditions (see below)

Why? We give this bonus hour for three (3) reasons: 
1. for any overtime* you may spend cleaning a house more 
time than the allotted or assigned hours;  

2. for a good record of minimal absences and showing up for 
work as scheduled.**.

3. for doing thorough work with without customer complaints.***
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*Overtime  Experienced cleanologists should be able to 
clean houses in the allotted time for each house. Because 
we never leave a house until the team feels the work is done 
to the best of their ability, sometimes it may take a little extra 
time. You may sometimes need to spend 15 or 30 minutes 
more than the allotted hours for houses now and then. The 
bonus hour give you to accumulate time so that you are more 
than very well paid for such extra time.

**Minimal Absences  Showing up on a daily basis for 
schedule work is an absolute necessity in our business be-
cause it causes scheduling problems that cause customers to 
get angry. With a good record of few absences, bonus hours 
will be paid. With too many absences, bonus hours are not 
paid. See policy below. 

***Minimal Customer Complaints (Negative Feed-
back) The hour also is also a bonus not getting complaints from 
customers. (Positive feedback from customers are also taken 
into consideration when your job performance is evaluated.) 
A good record of cleaning with good evaluations and positive 
customer feedback, bonus hours will be paid. With too many 
customer complaints (compared to positive feedback), bonus 
hours are not paid. See policy below.
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Absences & Personal Time Off Policy
Important Notice: Bonus Hours Are Not Guaranteed  White Glove has rigid 
absences and negative customer feedback policies, which can affect your receiving bo-
nus hours. If you do not get good evaluations, or if customers complain about your work, 
some bonus hours are not paid. Here are our absences and complaints policies.

Case By Case Basis Our absences and customer feedback policies are administered on a case-by-
case basis, and your absences and job evaluations and other factors are also taken into consideration.

You are encouraged to strive for a record of perfect attendance. But 
one absence for whatever reason is acceptable in each 3-month quar-
ter (Jan-Mar, Apr-Jun, Jul-Sep, and Oct-Dec).

•	An	attendance	bonus	of	$150	per	quarter	is	given	for	perfect	attendance.

• In any quarter, for each absence day after the first that is not deemed excusable, 
bonus hours (BH) will not be paid as follows:

2nd absence = 1 BH; 3rd absence = 2 BH; 4th absence = 3 BH; 
5th	absence	=	4	BH;	6th	absence	=	8	BH;	7th	absence	=	9	BH;	
8th	absence10	BH.			One additional bonus hour is witheld for ab-
sences on meeing days.

Since this policy is applied on a case-by-case basis, meaning a cleanologist’s job 
performance evaluations, customer feedback, and other criteria are taken into con-

Procedure	for	Requesting	Absences	and	Other	Personal	Time	Off
Rodney administers these policies and all requests should be directed to him.

•	 For day-of absences (illnesses, etc.), please call Rodney as far in advance as possible.

•	 For future	appointments/personal	time	off, please call Rodney BEFORE 12:00 P.M. (NOON) 
on the Saturday before the work week. Otherwise, it is assumed that you are available for any 

sideration, fewer bonus hours or more bonus hours may be applied.
• If you miss more than one day in any quarter, days missed may be deemed “ex-
cusable,” and no bonus hour(s) will be deducted. Even with a doctor’s note, a day 
missed because of sickness may be deemed “unexcusable” depending on your 
past record of sicknesses and other days taken off. 

• Missing any part of a workday is considered missing the whole workday If you 
become ill during the workday, please inform the team leader who will make appro-
priate arrangements. 

*

*
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Why is it necessary to have a good attendance record? 
When a cleanologist does not work, White Glove has 
to either cancel the appointment, reschedule to another 
time, or rearrange the schedule. 

As you can guess, most customers get very upset 
when this happens. Of course they are most angry if 
we have to cancel or reschedule. Even if we rearrange 
the schedule for the day, they may be angry because 
they don’t get the same quality service that they do 
when they have their usual team. 

If we have to cancel houses, White Glove can lose hundreds of 
dollars in a single busy day!

Customer Feedback Policy for Cleanologists

White Glove has a reputation of excellence that we all work hard to keep. It’s an image of 
dedication to thoroughness and attention to detail that brings us new customers, too.

The reason you are employed with White Glove, and the reason we pay exceptionally well, is 
because you are good and you take pride in doing quality and thorough work. We monitor your 
work, and regularly evaluate your job performance. We also track feedback from your customers. 

Earn	$150	per	quarter	with	zero	negative	feedback! Your personnel folder contains 
positive (compliments and praise) customer feedback, and negative feedback, 
too, (complaints and poor work comments). If you do not receive any negative 
customer	complaints,	you	will	earn	a	$150	bonus	per	quarter	in	addition	to	earned		
daily bonus hours.
 
	•	If Feedback Is More Positive Than Negative (More Compliments than Complaints)

If you have positive feedback that is greater than negative feedback, you are consid-
ered for raises and other benefits such as unexcused absences deemed excused, and 
earned bonus hours. 

•	If	Feedback	Is	More	Negative	Than	Positive	(More	Complaints	than	Compliments)
  If, however, you receive more complaints than compliments, you may lose bonus hours.

day of the following week. Once a schedule is published, it should be respected and adhered to.
•	 If	request	for	personal	time	off	is	not	received	before	the	noon	Saturday	deadline,	bonus	

hours for two days may be withheld.
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Character & Work Ethic 

Always Follow Procedures. It is very important to 
follow procedures, policies, and steps in the procedural 
manual, How To WOW! Your Customers. 

• If a cleanologist wants to do something different or change the 
procedure, please check with your supervisor in advance.

• Please do not make any changes unless the change has been 
approved.

A cleanologist may find that changing steps of a particular proce-
dure work better personally. A change such as this is acceptable as 
long as all steps are followed and the cleaning goals are reached. 
This simple change does not need prior approval Remember, 
however, that during an on-site evaluation in which a cleanologist 
is being observed, one of the things the evaluator will be looking is 
whether or not steps are being followed. The evaluator should be 
informed in advance if steps are not being followed in order.

Check your work carefully. While cleaning, go over 
your	work	continuously	checking	in	different	lights	from	dif-
ferent angles, and ensuring that all removable debris/dust 
are gone without any visible streaks.

Dependability. Cleanologists are asked to be depend-
able	in	fulfilling	their	work	schedules.	This	means:

•	 being on time. We work by appointments with our custom-
ers, and keeping our appointments is very important with 
White Glove and with our customers, too. We have a very 
good reputation of always being on time. We appreciate 
your helping us in maintaining this reputation.

•	
•	 giving	 sufficient	 advance	 notice	 when	 unavailable	 to	

work. Please be sure to notify the office before 12 noon on 
Saturday if you have work limitations for the following week. 
Because the office makes other business appointments, 
and other cleanologists adjust their schedules around the 

You and Your Image
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weekly schedule, please do not make any changes after 
a	schedule	has	been	finalized	and	distributed	on	Satur-
day except for an emergency situation.

Time	Management	&	Efficiency

The number of houses and hours are scheduled keeping in mind 
a team’s ability to maintain alertness and energy in order to do 

good work. Cleanologists should strive to work efficiently to complete 
a home during the allotted time. To do this, each member should:

• get to work immediately upon arrival,
• follow procedures exactly, and
• work steadily and uninterrupted until all team members are
  finished.

ALWAYS STAY FULL LENGTH OF TIME ALLOTED. We never 
want a customer to say the team left earlier than the amount to 
time they are paying for. If you finish early, there is always detail 
cleaning that can be done.

Being A Team Player

Never should a cleanologist have to do a greater workload 
because another member was not working up to speed. To 

keep this from happening, please do not: 

• place or answer personal telephone calls or texts;
• connect to the Internet for Facebook or anything else;
• take a smoking or rest break once the team has started 
• use an ipod, radio, or other form of personal entertainment.

      These things can be done between houses!

Appearance & Behavior
Dress. Please always wear a White Glove logo shirt whenev-
er performing work in association with White Glove. A cleanol-
ogist will receive one or two shirts depending upon requirements. 
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If additional shirts are wanted, please purchase the shirt(s) that fit 
you, and White Glove will have them embroidered at no cost.

Other comfortable and conservative attire such as undecorated 
jeans, and comfortable sneakers/tennis shoes are acceptable. 
Please be sure clothing is clean and presentable without obvious 
stains, tears, shredding, etc.

Alcohol. White Glove has zero tolerance for the consumption 
of alcohol while on duty, or being on duty “under the influence.”

Drugs. White Glove has zero tolerance for the consumption of 
illegal drugs on duty, or being on duty “under the influence.”

Smoking. Please no smoking while in a customer’s home, 
and while driving with other team members. Please be respectful 
of others at all times.

Personal Grooming. Please appear neat, clean, and well-
groomed whenever performing work in association with White Glove. 
Short hair and no facial hair is preferred but not required as long as 
you are not unkempt. No pierced jewelry or visible tattoos, please.

Miscellaneous
 
Gloves. Team members wanting to wear vinyl or latex clean-
ing gloves must purchase them on their own. They can be pur-
chased at very reasonable prices in stores.

Extra Cleaning Supplies & Equipment. If a cleanol-
ogist wants additional equipment, tools, or supplies these items 
and their use must be approved by the operations manager. If 
approved, their purchase cost cannot be reimbursed.
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We guarantee our customers that if they feel that any work 
is not up to standard, that we will return immediately or as

soon as possible to fix the situation. The customer must contact 
White Glove within 24 hours of a completed service. The first 
step is to talk with the team leader to determine the team member 
who did the work that the customer has brought to our attention. 
The responsible team member must make every effort to return 
to the customer to redo the work as soon as possible (within the 
time frame given by the customer). The team member’s time and 
expenses are not reimbursable.

Customer Guarantee
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If a customer cancellation is received prior to a team’s departure, 
the team leader will be called to change the day’s work sched-

ule. Team members will be paid according to the new schedule.

A “lockout” means a team arrives at a home, but they cannot 
get in. Perhaps the door is locked and the customer is usually 
at home. Maybe a customer forgot about the appointment and 

Leaving White Glove
Two-Week Notice Is Required When 
Leaving The Service of White Glove

White Glove asks for a two-week notice to be given in the 
event an employee decides to quit. If a two-week notice is 

given, the employee will be paid for all work completed during the 
upcoming pay period. If however, the team member leaves with-
out giving a two-week notice, White Glove’s policy has the option 
of withholding monies earned during the previous two weeks if 
necessary to cover costs incurred due to the problems arising 
from having to cover the work responsibilities of the employee 
who left without giving sufficient notice.

In addition, if a 2-week notice is not given and worked, the 
bonuse hour for all days not yet paid will be deducted. 

Cancellations & Lockouts
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is not at home. In this case the team leader should try to contact 
the homeowner to arrange entry. If this cannot be done, the team 
should stay at the home a minimum of 15 minutes after the ap-
pointment time before leaving. Before leaving, the team leader 
should telephone the White Glove office.

Team members will be paid one hour in the event of a lockout if 
the schedule is for only one house for the day.

Security of Customers’ Homes
The security of a customer’s home is of primary importance, 

and a team must take all precautions to ensure that complete 
security is assured. While the ultimate responsibility lies with the 
company, a cleanologist(s) can be legally indicted if negligence 
is demonstrated.

Therefore, make every effort to ensure security by

• seeing that all doors and windows are locked or secured be-
fore leaving. (Remember the patio door, which was opened 
for cleaning.)

• see that the garage door is down (if entered/exited through 
the garage).

• when using a key, replace the key immediately in the zip-
pered pouch. Always keep it in the pouch with the zipper 
zipped.

Guard keys carefully. If a key is lost, it is considered 
damage under the The amount of damage is equal to the cost of 
having all door locks redone by a locksmith.

Outsiders Entering A Customer’s Home. While in 
a customer’s home, please DO NOT:

• allow any unauthorized person(s) to enter the house with-
out first checking with the customer, even if you have to call 
them. If the customer is unavailable, do not permit anyone 
into the home, even service workers.
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• do not answer the door (even for a delivery) even if you see 
a delivery truck.

• do not answer the telephone.

Never take anyone with you while on duty (in the 
car or in customers’ houses) including children, family members, 
friends, or any other unauthorized persons.

Single Entry Policy (For Customers Not at Home). 
You are authorized by the customer to enter their home upon ar-
rival only. Having completed your work and departed, you cannot 
return to a customer’s home and enter again. To do so is consid-
ered “unauthorized entry.”

After completing your work, a customer may wonder why team 
members are once again in their home. A customer should not 
be put in this position.

Of course, if a personal effect, equipment, or a cleaning item 
is left behind, you may return immediately (within an hour) to 
retrieve it. If it has been more than an hour, please call the cus-
tomer to explain the reason for returning and to get authorization 
for entry. If the customer cannot be reached, leave a voicemail 
message that something was left behind and that you will be 
returning to pick it up. Please explain that it is our policy to enter 
only once and that we must notify the homeowner if we must re-
turn later. (This will also explain why you were seen, perhaps, in 
the home later than usual by a neighbor or camera.)

Breakage: Work Cautiously. Accidental breakage does 
happen; we understand that. While most cleaning companies will 
charge the entire cost of replacing damaged goods directly to the 
worker, White Glove does not.

• If you break something, (1) please immediately inform the 
customer. Or leave a note if no one is at home, (2) take 
thorough pictures, and (3) inform the team leader who must 
complete a damage/breakage form and email it to the office.
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Honesty & Respect For Customers’ Privacy and Property

It is a recommended policy to always work in a customer’s 
home as if your actions and voice are being recorded or 

watched. 

Respect their property and premises as the guest that you are, 
because in many instances house cleaners are being observed. 
In the industry, cleaning companies warn their workers that:

• Nanny cams may be recording your behavior. And they are 
not always located where we may think they would be nor-
mally found. We do know of nanny cams that are used. 
They can be part of home security systems and quite so-
phisticated and unseen. Just because they are not obvious 
does not mean they are not present.

• 
• “Tests” may be set up to test the honesty of a cleaner. A 

coin or other money may be placed in plain sight or even 
out of sight. Doors, drawers, jewelry boxes, etc. may be set 
up so it can be determined if they have been opened. Food 
and beverage may be monitored to see if they have been 
consumed (especially liquor).

• 
• Customers may return home discreetly to observe. A cus-

tomer may quietly return home and observe a worker be-
fore announcing that they have returned.

• 
• White Glove will cover the cost of replacing goods damaged 

by a cleanologist in the amount of $100 per year. After that 
amount has been reached in any calendar year, the remain-
ing amount will be deducted from the team member’s com-
pensation at a reasonable proportional amount over future 
pay periods.

• If a team member ceases association with White Glove with 
an outstanding damage amount, the worker is responsible 
for that amount and any upaid amount will be deducted from 
monies owed to the cleanologist.
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White Glove insists on the highest ethical standards in conduct-
ing its business. Doing the right thing and acting with integrity are 
the two driving forces behind our great success story since our 
beginning in 2005. When faced with ethical issues, team mem-
bers are expected to make the right professional decision con-
sistent with White Glove’s principles and standards.

Respect Customers’ Property. All property, both in-
side and outside a house, must be treated with care and re-
spect.

White Glove has zero tolerance for the following:

stealing property; nothing should be taken from the home, 
whatever the value, especially...

never touch coins or currency; please place any coins—
even a penny—found on the floor, etc. in an obvious place 
such as on a counter or table. Any money left on furniture 
should remain exactly where it was found;

consuming food and beverage; nothing consumable should 
be eaten or drunk, unless if offered by the homeowner). Re-
member, this legally is considered stealing. If you must eat 
or drink something, please bring your own refreshments, and 
leave them in the car. If you must have a drink, take your wa-
ter or soft beverage inside, but leave food in the car. Please 
do not leave any litter in freshly changed trash cans.

• Even if candies, etc. are sitting in a bowl, it is against our 
policy to help yourself—even one!

• Even if offered, you may want to consider politely declining.

Your first instinct may be to feel hurt that you would not be trust-
ed. But, put yourself in the place of the homeowner. Would you 
leave your home with people inside that you really don’t know 
very much about? Besides, having visual proof is good to have 
if something does go missing. A cleaner can prove innocence if 
a nanny cam shows that a drawer or whatever was not opened. 
Homeowner’s precautions are something we in the business just 
have to respect.
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snooping; never snoop; “snooping” refers to closely examin-
ing customers’ private materials for reason of curiosity rather 
than strictly for the purpose of cleaning

• no cabinet or drawer should be opened unless specifi-
cally for the purpose of cleaning;

• 
• no jewelry boxes, dresser drawers, nightstand drawers, 

etc should be opened;
• 
• do not touch or disturb anything in closets, pantries, etc.;
• 
• do not read anything: letters and other correspondence, 

material on desks, bills, receipts, etc. Such items may be 
touched for the purpose of tidying and neatly stacking, 
however. In other words, never read anything unless it 
is read casually when glancing over for the purpose of 
tidying.

White Glove has legal responsibility in the event that charges 
are brought against a cleanologist. While we will defend you 
as much as we can with honesty and integrity, we cannot 
withhold any information—current or past—regarding your 
work, ethics, behavior, etc. if requested by law-enforcement 
authorities. Please follow our policies to the “T” so we—and 
you—never have to be concerned about this!

Respect For The Customer
Our attitude toward customers must be one of respect and appre-
ciation for their being our customer.

Please greet and exchange pleasantries with customers as 
you develop rapport.

Always be cheerful, pleasant, and friendly. Discourage, howev-
er, lengthy small talk that is distracting and time-consuming.

Never speak negatively to fellow team members about the 
homeowner, or anyone associated with the homeowner, even if 

Should Legal Charges Be Brought Against You
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the homeowner is not at home. It is suggested that team mem-
bers and all staff members do not speak negatively about any 
customer or their residence at any time. Frequently, what is said 
gets back to the people you talk about!  Also, someone may be 
in the house that you are not aware of. Perhaps the homeowner 
came in without your knowing about it.

Please agree to do a one-time, simple, task that 
a customer may ask as long as it is reasonable and not 
extraordinarily time-consuming. If you feel that a task is out of 
line, please say that you don’t know if you are allowed to do it, 
and that you will have to ask our manager (check with the WG 
office).

Use of A Customer’s Facilities 

Please do not use any facilities in the home of a cus-
tomer except, of course, a toilet. Such facilities in-

clude, but not limited to the following:

• television, radio, music of any kind, any electronics,
  video games, etc.
• computer
• musical instruments
• toys and games

If the bathroom is used after it has been cleaned, please 
be sure to leave the toilet and basin clean according to 
procedures and with the toilet paper folded. Leave tow-
els untouched and dry.

Personal Relationships With 
Customers

Cleanologists must take care to ensure that the line 
between the rapport of a service worker and that of 

a personal friend is not crossed. If you wish to get per-
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sonally involved with customers and their affairs, please 
do so at a time other than that while you are associated 
with White Glove.

You know you are crossing that line when you:

• spend excessive amounts of time interacting with a 
customer while on duty;

• give your telephone number to a customer and/or 
speak with the customer on the phone regarding 
personal matters;

• meet the customer outside of work hours; and/or do 
outside work for a customer.*

*Working for a customer outside of the framework of 
White Glove constitutes a breach of loyalty (see Zero Tol-
erance Summary) if the work is something that falls into 
the realm of White Glove’s services. To do work outside 
of White Glove’s services may infringe on relationships 
White Glove and other businesses have for mutual ref-
erencing of customers, and also be a breach of loyalty. 
For example, if you were to clean a customer’s carpets, 
this does not affect White Glove’s ability to generate rev-
enue, but we do have other companies that we do refer 
our customers to while these companies refer their customers 
to us. When a customer asks for a carpet cleaning company or a 
window washing company, we refer them to our partners.

It is considered a breach of loyalty to solicit and/or to perform 
services on your own that otherwise could be provided through 
White Glove.

•	 Poor work performance, which refers to following pro-
cedures and taking personal responsibility for job perfor-
mance.

•	 Hindered capacity to perform work because of alcohol, 

Summary of Zero Tollerance
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drugs, lack of sleep, and/or other diversions.

•	 Dishonesty referring to illegal behavior, breach of policies 
referring to customers’ privacy and property, and/or misrep-
resenting the truth.

•	 Misuse of equipment or supplies, which refers to person-
al use other than for official WG work, or inability to account 
for company property.

•	 Breach of loyalty, which refers to action that hinders White 
Glove’s ability to generate maximum revenue.

Check the customer’s feedback placed on the current enve-
lope when entering a house, and share any comments with 

your team partners. Ensure that any comments referring to things 
overlooked are completed correctly.

Make a note on the Customer Record for negative remarks. 
(Positive remarks may be indicated, too.)

The team leader should determine who did the work that the cus-
tomer mentioned, and discuss this with the team member. After 
the next service, the team leader should call the customer per-
sonally the next day to ask if everything was done satisfactorily.

Payment envelopes are returned to the central office and each 
envelope is filed so that we have a history of feedback for each 
customer.

Customer Feedback
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