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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. Customer Telephone & Email. Customers email, and 
occasionally telephone, White Glove if they have an import-
ant, 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 may give feedback also when the operations man-
ager does cleanologist evaluations and home inspections.

Customer feedback is valuable and it should 
always be encouraged 
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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 try to talk with customers to give feedback opportunities. 
While it is fine to ask customers from time to time how you and your team are doing, 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. Remember, 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 Feedback2
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.



28Certification Specialist Program
White Glove Residential Services, Inc.

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.
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An orchestra leader orchestrates each musician. 
A choreographer choreographs each dancer.
A team leader orchestrates or choreo-

graphs cleanologists making sure things 
get done in a systematic order.

The A cleanologist will finish the kitchen be-
fore the C cleanologist (team leader) com-
pletes the dust & clean module of all the 
other rooms. It’s at this point that the team 
leader becomes a project coordinator as-
signing the A cleanologist to his/her next job 
module. The B cleanologist will need to be 
assigned, too, when bathrooms are finished. 

Assigning 2 or 3 cleanologists to the remain-
ing job modules depends on a number of 
questions the team leader must consider:

• How far along is the team leader in finishing all the rooms? 
  If there are lots of rooms yet to do, the TL can assign rooms to dust and clean.

• Are there extensive hard floors to pre-vacuum and mop? 
  If so, the TL may want to get the pre-vacuuming started so B cleanologist can get started 
  mopping when finished with bathrooms. 

A team leader is a project manager who has 
his/her own responsibilities, but also that of 
looking ahead at what needs to be done, and 
assigning team members to the tasks so ev-
erything gets done in a timely manner without 
anyone having to stand idle waiting with noth-
ing to do!
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First Service Checklist for Team Leader:
For convenience, the following checklist is located in each new customer temporary customer record.

1. On customer record, make alerts and special instructions.
2. On customer record, fill in rooms with trash cans, and kitchen trash bags locations, and what to do
    with master trash bag.
3. On customer record, define kitchen area for A cleanologist (patio door, laundry room, kitchen table
    area, etc.)
4. Coordinate efficient completion of job modules with cleanologists.
5. Complete first service Tasklist.
6. Set up first-service appreciation items with payment envelope: Hugs/Kisses, refrigerator magnet, and tasklist.

• How far along is the team leader in finishing all the rooms? 
  If there are lots of rooms yet to do, the TL can assign rooms to dust and clean.

• Are there extensive hard floors to pre-vacuum and mop? 
  If so, the TL may want to get the pre-vacuuming started so B cleanologist can get started 
  mopping when finished with bathrooms. 

The Temporary Customer Record2
Because it’s a new customer, a temporary customer record will be carried 

by the team leader. This temporary record is the same as a regular record, 
except it contains only some basic information. The team leader should pencil in 
any missing information plus alerts. All team members are asked to have the team leader 
include alerts that a cleanologist feels is something that should be recorded to be aware of, and to be 
helpful for substitute cleanologists. A new, updated customer record will be made after the first service, 
and be ready for the next service.

Making Alerts 

An alert is a note of something that a cleanologist must be aware of while working at a particular house. 
Alerts are very important, and ignoring an alert means minuses in an on-site evaluation. Here are things 
to consider for alerts:

• The most important alert is a customer request. A customer may ask that a piece of furniture be 
moved when vacuuming, or be sure the pets are locked in a particular room upon leaving. Some cus-
tomers ask that we do not go into a particular room, or to use a certain cleaning agent that is set out.

• Something that is difficult to clean can be mentioned as an alert. For example, if a floor is hard 
to clean without streaks, an alert can be made along with a request that the cleanologist look 
carefully for streaks before finishing.
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• Something that could break easily or is already broken. An alert should be made if some 
blinds are hard to open or difficult to close once they are opened, or maybe a small table falls 
apart if moved. If paint easily comes off the walls, an alert can be a warning to not clean walls or 
to be very careful.

• A particular way to clean. If lots of pet hairs settle on a rock or brick wall, the team leader may 
alert to always use a feather duster on the wall.  

• A reminder for using the correct agent for cleaning. An alert can be made as a reminder to 
use only a blue sponge on a new composite sink.

All cleanologists, particularly the team leader, should be “alert for alerts” and see that they are included 
in the customer record.

Other Information To Place in Temporary Customer Record 

Team members should help by noting other information to include in the record if not already noted by 
the operations manager when doing the in-house interview:

Where trash cans are located. All trash cans--and shredders-in the house, that should be emptied 
by the B cleanologist after finishing bathrooms, should be listed as a reminder so none will be missed. 
Don’t overlook shredders.

Where kitchen trash bags are located. Be specific as to the location, such as: in the pantry, in the first 
cabinet above the washer in the laundry room, under th sink, etc. 

Where to put the master trash bag. Indicate the location of the garbage can, dumpster, or other place 
the master trash bag is to be put upon leaving.

First Service Checklist & Report3
At the end of either a regular for deep clean first service, the team leader com-

pletes a Checklist for the service. The checklist is left with the payment en-
velope and appreciation items (see next section).  The checklist and report  
are explained in the First Service Training Manual.
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First-Service Appreciation Items4 with Checklist & Payment Envelope

White Glove leaves what we call First-Service Appreciation Items for new 
customers. These items are neatly placed with the tasklist and payment 

envelope upon departure.

The First-Service Appreciation Items are:

• Hugs & Kisses--8 Hershey Hugs and 8 Hershey Kisses are neatly 
arranged on a Hugs & Kisses paper. Extra candies are lined up at 
the top, just off the paper. 

• White Glove Refrigerator Magnet--A White Glove fridge magnet is placed at the bottom or to 
the side of the Kisses paper.

The checklist, payment envelope, and any notes left for the customer should be neatly arranged with 
the items. Materials should be placed where the customer will easily notice them, generally on the kitch-
en counter or island facing the direction the customer would enter the kitchen. If the customer is not at 
home, the direction would be where they would enter from the garage.

Customer loyalty begins with a 
first service house
that is...

And customers who
 look like this... 

And feel like
this... 


