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Everybody Knows How To Clean!1
It’s probably because almost all of 

us have cleaned our homes for 
years, and each of us has devel-
oped a personal style and stan-“I’m ready for White Glove.”

Why is it that everyone seems 
to know how to clean?

dard over time. Some people are overly neat and 
extremely clean. Others are messy and dirty. And everyone else is somewhere between 
these extremes. 

Think about this. Health and medical profes-
sionals have created standards for taking 
care of our bodies. They tell us what foods 

we should and shouldn’t eat, and what type of exercise is best for 
optimum health. But, ask people if they know how to take care of their bodies. Many will 
say they do. But do they really? How many people really have educated themselves on 
the professional standards of health in regards to the overall care of our bodies? 

So yes, maybe everyone does know how to clean, but it’s by each person’s own par-
ticular definition as to what is “clean.” There’s as many definitions of what is a clean 
house. and how to get it that way, as there are people! 

2What is
Professional 
Cleaning?
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Those people who say they do know how to take care of themselves are really saying 
that over time they have adopted their own individual methods of taking care of them-
selves that fits them personally. Not everyone would agree.

It’s the same with cleaning. 
Just as it seems everyone 
knows how to take care 
of their bodies because 
they’ve been doing it all 
their lives, everyone knows 
how to clean houses be-
cause they’ve been doing 
that, too, all their lives. Sigh!

The same could be said about brushing our teeth, driving a car, raising a dog, 
and so on. There are right ways, and there are wrong ways. And there are all kinds 
of ways in between. While each of us probably has done all of these things, we all 

do them with various degrees 
of quality because over many 
years we just did them. We 
may have gotten some advice 
here and there about brushing 
our teeth, how to drive, or care 

for a dog, but not very many of us do it according to professional standards—the right 
and best ways. But if you ask people if they know how to do these things, they will likely 
say they certainly do because they’ve done it all their lives.      

The point is that professional cleaning is a 
level of clean that is higher than that of most 
people. It is a level that does not come about 
just because you’ve done it for years. It comes 
about because you educate yourself and learn 
specific skills. 
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Is Professional-Level Clean-
ing Really Necessary?2

Over the years lots of applicants have been hired 
by White Glove who felt that simple cleaning was 

enough. Even though they may have read the procedur-
al manual, they felt that a simple spray and wipe here 
and there would be fine, a quick feather dusting now 
and then would work, and a fast vacuum would be OK. 

It’s for reasons like this that White Glove has moved to a 
more comprehensive application process and basic training with quizzes. We’ve also es-
tablished employment levels to which cleanologists can aspire to for higher wages with 
knowledge and good work. But, if we expect a higher-than-average clean we also must 
give a higher-than-average wage. If we would expect inferior, minimum-wage work, then 
we would pay minimum wage like so many other small cleaning companies. So, it’s a 
simple contract between White Glove and a cleanologist: After studying the procedures, 
if you are willing to follow them, then we will give you good compensation.

We all must understand that we are not 
cleaning for ourselves. If we were, each 

Does it have to be professional-level cleaning?  

cleanologist could clean at his 
or her own particular standard. 
But we’re cleaning for custom-
ers who are paying for a level 
much higher than amateur-lev-
el! Customers hire profession-

als because that want a professional level. They want people who know what 
it takes and who have the skills.

In the residential cleaning industry, the overwhelming majority of business-
es—mostly mom-and-pop—do not last long. They fail because they do not 
give customers the level of clean they expect.  After all, how can you operate 

a successful, “professional” cleaning business if you’ve never learned how to clean pro-
fessionally?  People will get rid of you fast if you think they’ll pay for a level of cleaning 
that you just picked up over time cleaning the way you think houses should be cleaned. 

There is only 
one way to 

clean. 

The way 
customers 

expect.

Finally, we 
found 

professional
cleaners!
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“Can I learn professional cleaning?”3
To become a thorough, detailed cleanolo-

gist may take a little time, but you can and 
will do it if you have the drive to be among the 
very best. 

Let’s make sure we’re on the same wavelength 
here. Professional cleaning is NOT perfection. 
We are not striving to be perfect. We are striv-
ing for excellence. 

Let’s compare learning our professional cleaning procedures to learning Norwegian or 
any other foreign language. If you listen to a native speaker you may feel defeated 

thinking how you will ever know what to say and speak so fast!! No one starts speaking 
a new language as well as someone who already knows how to speak it fluently. 

excellence
with pride

As a White Glove cleanologist, you may feel the same way, and wonder 
if you’ll ever be able to clean so thoroughly and so quickly. Well, if 
you were learning Norwegian you would start by learning the basic struc-
ture of the language. Let’s compare that to White Glove’s cleaning proce-
dures. You study them and become familiar with them just as you would 
Norwegian grammar and speech. Then, you follow the procedures as you 
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clean houses, just as you would form short sentences and try to 
speak in your new language. With practice, you will be surprised 
how quickly you will remember the procedures and how you’ll be 
able to keep up with the best cleanologists without losing quali-
ty. When we learn a language, don’t we stumble around at first 
building sentences? Soon we pick up speed and become fluent 
as even native speakers understand what we are saying.

So, don’t despair. You will become a professional in no time.
                                                                            It’s no big deal.

You only have to have motivation and drive to be the best! Just 
reading a book about how to speak Norwegian will not make you 
understood when you visit Norway. Only if you are determined 
to be fluent in the language will you so be. Set yourself a goal 
to make White Glove’s professional standards of cleaning 
your personal standards. You may have to raise the bar for 
yourself if your current standard of cleaning falls short of White 
Glove’s. But soon it will be second nature to you.

Skills Of Professional Cleaning4
So far in this course we’ve leaned that professional 

cleaning is level of cleaning that is higher than ca-
sual household cleaning. And the professional doing it 
requires skills in order to achieve that level. What, then, 
are those skills? 

White Glove has cleaning procedures. Are the proce-
dures the skills that a cleanologist needs to do a profes-
sional job? No. Procedures are the steps in cleaning. 
The person following those steps uses skills in seeing 
that the steps are done well. 

“Second nature” means “an acquired habit or tendency in one’s character that it is so 
deeply ingrained as to appear automatic.” Make this your goal, and sooner than you 
would be jabbering in Norwegian to a native speaker, you will be exceeding customer 
expectations without even thinking about it. 

Just because there are steps to follow doesn’t mean each person performs those steps 
in a way that would be considered a “professional” level. 
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Lazy Larry

Picky Penny

For example, Lazy Larry and Picky Penny 
are team members. Lazy Larry read the pro-
cedures quickly but does not carry them with 
him. He may think he knows what to do, but 
he misses some steps and overlooks sever-
al things. Picky Penny carries a procedural 
manual with her and referrs to it from time to 
time to make sure she doesn’t miss a step, 
and to make sure her work is complete.

While working Lazy Larry thinks of other things like what he’s going 
to do when he gets home, and which movies are playing in town. 
With a wandering mind, Lazy Larry overlooks fingerprints on mir-
rors, overlooks lint and grass on floors, and doesn’t take the time to 
check his work.  Picky Penny keeps her mind on what she is doing 
and making sure her work is thorough. She rarely overlooks anything. Her bathrooms 
are spotless, and her floors sparkle. Penny is a professional who pays close attention to 
detail and takes pride in her work.  

How is it that Lazy Larry and Picky Penny were following the
 same procedures, but the work was so different?  

Lazy Larry doesn’t have the skills that it takes to do a professional job. Picky 
Penny, on the other hand, has developed the skills to the point where they are 
“second nature” to her. 

Q:

A:
Our example shows that even with the most complete procedures, the finest cleaning 
equipment, and the best supplies, the most important factor in professional cleaning 
IS THE PERSON DOING THE CLEANING. The cleanologist is what changes a dirty 
house into a professionally clean home. 

It’s not what the cleaning agents contain that makes them good, 
and it’s not the quality or kind of equipment that makes them ef-
fective at cleaning.  Good, professional cleaning depends on how 
a person uses them!  For example, a vacuum is just a machine; it 
can only produce spectacular results if it is used properly. Don’t 
depend on the cleaning agent or the equipment; they are just 
tools.  Great results are up to YOU, the person using the tools.
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Whenever you do something, you’ve got to know the result you want when you’re 
finished, right? If you clean without know the goal you are aiming for, then how 

will you know when you are finished?  Know the results of what professional cleaning 
should look like. That’s where our procedures come in. White Glove’s procedural man-
ual give you the goals--the results you are working for. Then do whatever it takes to 
get those results! 

For example, a myriad of cleaning agents are not necessary to do a fine job.  Only a few basics are 
needed to complement good ol’ elbow grease.  The number one cleaning agent is elbow grease; 
everything else is useless unless mixed with elbow grease to produce spectacular results.

A cleanologist can’t get something clean if he/she doesn’t first observe what needs 
cleaning. After cleaning a bathroom basin, for example, without the power of ob-

servation, streaks and spots may be left on the chrome fixtures; and grime, stains, and 
residue may be left on the porcelain. Or, maybe the basin would not have been cleaned 
in the first place if the cleanologist didn’t observe that it needed cleaning.

What, then, are the skills of professional cleaning?
Professional cleaning skills are discussed throughout basic training. Here are a few 
basic skills:



8Procedural Manual
White Glove Residential Services, Inc.

Observation involves seeing as well as hearing and feeling.  We observe by seeing, but we also 
“observe” also by hearing and feeling.  Often what we may not see—even by angle viewing—
something that can be felt.  While wiping a granite countertop or mopping tiles, for example, you 
may “feel,” with your cloth or mop pad, hardened jelly, sticky candy, or other dried food that you 
may not see because of the design of the granite or tiles.  Observe by looking intently and feeling, 
too. This means that simply observing a surface may not be sufficient. What may look clean may 
not be. So lightly wipe here and there while getting close and take a good look (we call this “sight 
checking”).  While you are wiping you’ll be surprised how frequently you’ll feel something that 
you didn’t see at first. An observant team member sees places to clean on our checklist and in 
our procedures. But he/she also looks elsewhere seeing needs.  An observant team member, for 
example, sees dust accumulations on desk chair legs under the seat that are often overlooked. 
Probably the most important skill is the power of observation.

When you wipe something with a cleaner you are removing dirt, debris, film, residue, 
etc. If you stop wiping before the cleaning agent has evaporated, you increase the 

chances of not getting the surface totally clean and leaving streaks. 

“Polishing” means to keep wiping until the cleaning agent has evaporated and this “buff-
ing” should leave a streakless, spotless, original shine. That’s why White Glove generally 
refers to cleaning glass as “polishing.” We don’t want the glass clean, but polished to a 
sparkling finish.

If you are using a furniture or stainless steel polish, it is especially important to keep 
wiping and buffing to bring about the best shine without streaks.

A VERY IMPORTANT skill in polishing is to make sure the surface is cleaned first! 
Regardless of what the polish product instructions read, there is no such thing as a 
cleaner-and-polish product. If you spray a table with polish before cleaning it first, you 
are mixing the polish with dried jelly, fingerprints, dust, dirt, and other debris already on 
the table. As all this material liquefies and mixes with the polish, you are just spreading 
it around!  Clean first; then polish.
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Professional Efficiency Skills5
Because cleaners have so much to do in a short amount 
of time, efficiency is an important skill to develop.  At first, 
new team members work slowly because they are learning 
what to do, and they are especially concerned about doing 
a good job. With time, however, you will work faster as you 
get used to the procedures.

Any number of books have been written about speed 
cleaning. Basically, they are simply lessons in efficien-

cy, which we summarize here. What they fail to cover is 
doing a good job, which is the most important thing.  Why 
go through the motions of cleaning--fast or slow--if you don’t 
clean well? Your number one goal should be thorough, pro-
fessional cleaning, and then work on doing a good job with-
out wasting time. 

But, regardless of how fast you work, if you are making unnecessary movements, you 
are still wasting time. Efficiency means making every movement count.  Here are some 
tips for working efficiently:

1. Have Your Tools And Supplies Handy. Take the supplies you will need when you 
are doing the dust & clean module. You don’t want to have to go back and forth getting 
supplies. Put everything back in its place after use.

2. Keep your Kitchen Cart and Bath Bag organized with everything in its place. 
Replace things in their proper place after using.  When you want something you will 
know where it is and it will be there. You don’t want to search all over for the thing you 
are looking for.

3. Avoid Backtracking. Work in a clockwise or counterclockwise direction when doing a 
room so you don’t take extra steps going back and forth.

4. Use the same pattern when cleaning each visit so you are less likely to miss 
something. Once you have the pattern down, you will flow through the job faster. Your 
procedures are presented in a logical order and pattern. Once you get it down, you’ll be 
surprised how fast you will work.
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5. Clean From High To Low. When working a room, use gravity to your advantage. In 
other words, work from the top down so you don’t have to re-clean as dust and debris 
fall to lower surfaces.  Notice in our procedures upper level dusting is done first and vac-
uuming the floors is last.

6. Use long strokes instead of short, jerky strokes.

7. Use circular motions, which are usually less tiring than straight motions when scrub-
bing by hand.


